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SUMMARY

1	 Reporting data of financial institutions for 2017/as of the end of 2017. Data of surveys of the adult population and SMEs as of the 
end of April–May 2018 (for 12 months, from May 1, 2017 to May 1, 2018). 
The results of the measurement of financial inclusion indicators are published on the Bank of Russia website.
2	 18 years and older. 
3	 Being able means that an individual, in his/her own estimation, can arrange for the service without any obstacles and use all 
available functions without any difficulties. 
4	 This includes all units which belong to all reporting institutions and that are physically separated from the main offices, but not 
incorporated as separate subsidiaries within a country.
5	 Hereinafter, CIs = credit institutions; NBFIs = non-bank financial institutions; MFOs = microfinance organisations; MFCs = 
microfinance companies; MCCs = microcredit companies; CCCs = consumer credit cooperatives; CCCs in SROs = consumer credit 
cooperatives that are members of self-regulatory organisations of consumer credit cooperatives; ACCCs = agricultural consumer 
credit cooperatives; SMEs = small and medium enterprises; IEs = individual entrepreneurs. 
6	 Until 2016, payment terminals of CIs. 

The Bank of Russia has prepared its third an-

nual issue of the Report on Financial Inclusion in 

the Russian Federation (the ‘Report’) based on the re-

sults of the fourth annual measurement of financial in-

clusion indicators. This measurement was carried out 

by the Bank of Russia in Q2 20181. 

In 2018, due to changes in reporting forms of fi-

nancial institutions and the emergence of new issues, 

the set of financial inclusion indicators was expanded. 

For example, indicators of physical accessibility (both 

based on the data from reporting forms of non-bank fi-

nancial institutions and on the results of the adult pop-

ulation survey) and indicators of usage of financial ser-

vices related to the placement of funds on individual 

investment accounts were added. Also, indicators of 

financial inclusion pertaining to the quality and useful-

ness of financial services were supplemented by indi-

cators of satisfaction with certain financial institutions 

and financial products/services and trust in these fi-

nancial institutions and by indicators reflecting the lev-

el of mental readiness of the adult population to use 

remote channels to access financial services. In this 

Report, reasons why adults2 abstained from using cer-

tain financial services are revealed for the first time. 

Infrastructure of financial services 
provision

In 2017, in Russia, the number of offices providing 

financial services continued to decrease. At the same 

time, the share of adult population being able3 to ac-

cess bank accounts remotely to transfer funds (Internet 

banking and/or mobile banking) grew substantially 

(from 40.8% to 59.7%). Also, according to the survey 

data, the share of adult population using remote finan-

cial services, as access channels that do not depend 

on the place of residence or location of customers, 

grows steadily. It significantly, though not completely, 

compensates for the observed decrease in the num-

ber of offices providing financial services. 

It is worth mentioning that the rate of decrease in 

the number of branches4 of operating CIs5 is slowing 

down. For example, the number of branches of operat-

ing CIs in 2017 decreased by 3.4%; by 8.7% in 2016; 

and by 11.2% in 2015. In 2017, the number of cash 

dispensing and/or receiving ATMs (cash dispensing/

depositing with the use of payment cards or their de-

tails) decreased by 3.1% (by 2.6% in 2016 and 7.1% 

in 2015). 

In 2017, several important indicators of the infra-

structure of financial services provision increased, 

such as the number of branches of MFOs (by 18.3%); 

the number of professional securities market partici-

pants that are NBFIs that opened individual investment 

accounts (by 12.5%); the number of professional se-

curities market participants that are CIs that opened 

individual investment accounts (by 27.9%); the num-

ber of federal post offices offering payment services 

(by 0.53%); and cash receiving ATMs of CIs (cash 

depositing without the use of payment cards or their 

details)6 (by 77.1%).

At the same time, a number of major indicators of 

the infrastructure of financial services provision grew 

significantly, which testifies to the further transition to 

cashless settlements. For example, the number of pay-
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ment cards issued by Russian CIs in 2017 grew by 

6.4%, the number of POS terminals1 grew by 24.3%, 

and the number of accounts that can be used to make 

payments opened for natural persons2 and the num-

ber of accounts opened for legal entities that are not 

CIs and for IEs3 that can be used to make payments 

grew by 7.2% and 5.2%, respectively.

Due to the decrease in the level of physical ac-

cessibility observed in the past few years, one of 

the key objectives of the Financial Inclusion Strategy 

of the Russian Federation for the period of 2018–20204 

is to increase the availability and quality of financial 

services for consumers of financial services in remote, 

sparsely populated, and hard-to-reach areas. The first 

steps in this direction are the elaboration of the map 

of geographic distribution of access points to financial 

services and coordination of the plans of the largest 

CIs for development of their branch networks. The map 

of geographic distribution of access points to financial 

services – namely, branches of CIs and NBFIs (MFOs, 

CCCs, ACCCs, pawnshops, insurance entities, and 

professional securities market participants), automat-

ic devices with the functions of receiving and/or dis-

pensing cash, POS terminals, points of transactions 

of payment agents, banking payment agents (suba-

1	 Electronic terminals installed at points of sale.
2	 Includes accounts opened for private customers based on a bank account agreement or a bank deposit agreement that can be 
used for making payments. 
3	 Includes accounts opened for legal entities, individual entrepreneurs, and persons engaged in private practice that can be used 
for making payments. 
4	 Approved by the Bank of Russia Board of Directors on March 26, 2018. URL: http://cbr.ru/Content/Document/File/44104/
str_30032018.pdf.
5	 Hereinafter,
For reporting data of financial institutions:
Reporting period means 2017 (or another previous year with the respective designation – 2015 or 2016). As of the reporting date 
means as of the end of 2017 (or another reporting period).
For survey data:
Reporting period means the period for which data of the survey of the adult population and SMEs in April–May 2018 is used (for 
12 months from May 1, 2017 to May 1, 2018). As of the reporting date means as of the date the survey was conducted. 
2017 survey data means the data of the survey of the adult population and SMEs performed in April–May 2017 (for 12 months from 
May 1, 2016 to May 1, 2017). 
2016 survey data means the data of the survey of the adult population and SMEs performed in May–June 2016 (for 12 months from 
May 1, 2015 to May 1, 2016).
Sample group means the adult population of Russia (nationwide sample group, 1,600 people) and SMEs (nationwide sample group, 
500 units).  
The sample group of SMEs is not representative by SME type. For example, in 2018, the sample group consisted of 55.8% 
microenterprises, 7% small enterprises, 10% medium enterprises, and 27.2% IEs. 
6	 According to the Global Findex data published in 2018 (the survey was conducted in 2017), the percentage of the population aged 
15 and older that has an account is 75.8%. In the framework of the Global Findex, the calculation of the percentage of the population 
having an account was based on the percentage of the population who answered “yes” to the question of whether they had an account 
(universal methodology); thus, the probability of error in the answer increases. Within the framework of financial inclusion indicators 
measurement, this indicator is calculated on the basis of the percentage of the population who answered “yes” to many questions 
about the use of financial services that presuppose the existence of an account with a CI. 
7	 Three or more operations per month. 
8	 It is also necessary to account for the possible influence of sampling error which, for the adult population at the level of Russia, is 
2.45% at 95% confidence level.

gents), federal post offices offering payment servic-

es – broken down by settlements is to be published 

on the Bank of Russia website in 2019.

Usage of financial services

ACCOUNTS

During the reporting period5, the number of active 

accounts opened for individuals which can be used to 

make payments (accounts for which withdrawal trans-

actions had been performed since the beginning of 

the reporting year) increased significantly (by 8.2%). 

At the same time, the shares of adult population us-

ing accounts (including deposit accounts)6 and inten-

sively7 using accounts of natural persons with CIs in-

creased significantly (from 79.5% to 89.4% and from 

45.3% to 62%, respectively)8. The main reason why 

adults abstained from using accounts with CIs is that 

they did not have sufficient money to keep on an ac-

count/payment card and to use these financial prod-

ucts (47.5% of those who did not use accounts with 

CIs in the reporting period).

 SUMMARY

http://cbr.ru/Content/Document/File/44104/str_30032018.pdf
http://cbr.ru/Content/Document/File/44104/str_30032018.pdf
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PLACEMENT OF FUNDS

During 2017, outstanding retail deposits at CIs 

grew by 7.4% (to ₽25,987 billion), while the acquired 

funds of natural persons at NBFIs (MFOs, CCCs in 

SROs, and ACCCs) (in the form of a loan) grew by 

18.8% (to ₽82 billion). 

In the reporting period, according to the survey 

data, the share of adult population having deposits 

(accounts) at CIs increased significantly (from 19.6% 

to 38.6%). Such a significant increase can be ex-

plained by the fact that a portion of the population 

cannot distinguish between deposits and current ac-

counts1. There was a growth in the offer of card prod-

ucts which accrue interest on the balance when cer-

tain conditions are met, and people might see such 

accounts as deposits. 

During the reporting period, deposit services of CIs 

were used the least by residents of villages, people 

aged 18–20, students, (temporarily) unemployed, in-

dividuals with low income (‘We hardly have enough 

money for food’2), and the population of the SFD3. 

The main reason why adults abstained from using 

deposits at CIs in the reporting period is the insuffi-

ciency of funds (63.4% of those who did not use de-

posits (accounts) in the reporting period stated this 

reason). Distrust in CIs (18.4%) and low interest rate 

follow (10.8%). 

In 2017, outstanding deposits of IEs at CIs in-

creased significantly (by 36.6% to ₽474 billion). 

Acquired funds of SMEs at NBFIs (MFOs, CCCs in 

SROs, and ACCCs) (in the form of a loan) grew by 

35.7% (to ₽48.3 billion). The share of SMEs that used 

deposits for legal entities at CIs during the reporting 

period was 9.2%4. Medium-sized enterprises used de-

posits for legal entities at CIs more often than other 

1	 The significant increase, as compared to the surveys of 2015–2017, in the share of adult population having deposits at CIs may 
also be related to changes in the survey questionnaire for the adult population. For example, in 2018, the term ‘bank deposit’ was 
subdivided into two terms – ’bank deposit with no replenishment or withdrawal option’ and ‘bank deposit with a replenishment and/
or withdrawal option’. It can be assumed that part of the population could not distinguish between deposits and current accounts, so 
they selected the ‘bank deposit with a replenishment and/or withdrawal option’, though, in fact, it was a current account.
2	 Respondents defined their financial situation themselves by answering the question, ‘Which of these statements best describes 
the financial condition of your family?’
3	 Hereinafter, CFD = Central Federal District; NWFD = North-Western Federal District; SFD = Southern Federal District; NCFD = 
North Caucasus Federal District; VFD = Volga Federal District; UFD = Urals Federal District; SibFD = Siberian Federal District; 
FEFD = Far Eastern Federal District. 
4	 Direct comparison of certain indicators with the previous year in respect of SMEs may be inappropriate since the composition of 
the sample group of SMEs in 2018 as compared to 2017 included a greater number of microenterprises and a smaller number of 
small enterprises. Moreover, it is necessary to account for the possible influence of sampling error, which, for SMEs at the level of 
Russia is 4.38% at 95% confidence level.

types of SMEs (28%), while IEs used this type of funds 

placement the least (2.2%). 

LOANS

In 2017, outstanding loans of natural persons is-

sued by CIs increased by 12.7% (to ₽12,174 billion), 

while outstanding loans of natural persons issued by 

NBFIs (MFOs, CCCs in SROs, ACCCs, and pawn-

shops) grew by 20% (to ₽168 billion). However, ac-

cording to the survey data, the share of adult popula-

tion having at least one outstanding loan at a CI went 

down 4.3 pp and amounted to 25.6%; the share of 

adult population having at least one outstanding loan 

at an NBFI (MFO, CCC, ACCC, or pawnshop) went 

down 2.9  pp. It is worth mentioning that based on 

the analysis of financial reporting data and data ob-

tained from largest banks and credit history bureaus, 

the decrease of the share of adult population having 

at least one outstanding loan at a CI was mostly at-

tributable to the high-risk segment of borrowers. 

Residents of cities with up to 50 thousand popu-

lation and towns, people aged 26–40, entrepreneurs/

self-employed, and individuals with low income (‘We 

hardly have enough money for food’) are the most fre-

quent users of loans at CIs. 

The main reason why adults abstained from us-

ing loans at CIs in the reporting period was their re-

luctance to live on borrowed funds (50.4% of those 

who did not use loans from CIs stated this reason). 

The absence of a need for extra funds (27.5%) and 

distrust in CIs (21.5%) follow. The main reason why 

adult population abstained from using loans at NBFIs 

in the reporting period was distrust in these financial 

institutions. 

In 2017, outstanding loans of SMEs issued by CIs 

decreased by 6.7% (to ₽4,170 billion), and outstand-

ing loans of SMEs issued by NBFIs (MFOs, CCCs in 

 SUMMARY
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SROs, and ACCCs) decreased by 7.1% (to ₽39 bil-

lion). The share of SMEs having one or more outstand-

ing loans at a CI or with a line of credit amounted to 

17.8%, while the share of SMEs having an outstand-

ing loan at an NBFI (MFO, CCC, or ACCC) amount-

ed to 1%. Medium-sized enterprises had an outstand-

ing loan at a CI the most frequently, while IEs had 

them the least frequently. Microenterprises the most 

frequently had outstanding loans issued by NBFIs 

(MFOs, CCCs, or ACCCs). 

SERVICES FOR SMEs

During the reporting period, the share of SMEs us-

ing leasing services increased by 4.4 pp (to 14.2%), 

and the share of SMEs using factoring services grew 

from 1.8% to 2.4% (change within the limits of sam-

pling error) (the increase in the number of microenter-

prises and the decrease in the number of small enter-

prises in the sample group of the 2018 SME survey in 

comparison with 2017 should be taken into account). 

Leasing at a CI was used by 5.2% of SMEs, leasing 

at a leasing company was used by 11.2%, factoring 

at a CI was used by 2%, and factoring at a factoring 

company was used by 0.8%. 

PAYMENT SERVICES

In 2017, the amount of payments for goods (works, 

services) made within Russia with the use of pay-

ment (debit and credit) cards issued by Russian CIs in-

creased by 31.1%. Moreover, during the reporting pe-

riod, the number of payment cards issued by Russian 

CIs, with the use of which, transactions were carried 

out in Q4 2017, increased by 13.3% (by 7.4% in 2016), 

while the share of adult population with a payment 

card (debit card and/or credit card) grew from 79.4% 

to 84.4% during the period from May 2017 to May 

2018. The share of adult population having a payroll 

card and another debit card but not having a cred-

it card increased significantly (from 9.1% to 17.3%). 

A significant achievement of 2017 was the fact that 

in the specified period cashless transactions carried 

out within Russia with the use of payment cards is-

sued by Russian CIs exceeded cash withdrawal trans-

actions with the use of these cards for the first time. 

As already noted above, during the reporting peri-

od, the share of adult population using remote access 

to bank accounts to transfer funds (Internet banking 

and/or mobile banking) grew substantially (from 31.5 

to 45.1%). There was an increase in the share of us-

ers of Internet banking through a PC/laptop/mobile 

device (from 15.3 to 30.9%) and in the share of us-

ers of mobile banking through an application and/or 

SMS (from 28.5% to 40.2%). According to the survey 

data, the most active users of remote access to bank 

accounts to transfer funds during the reporting peri-

od were residents of million plus cities, persons aged 

21–30, and the population of the SibFD. 

The share of SMEs using remote access to bank 

accounts to transfer funds in the reporting period in-

creased from 73.6% to 79.6%. IEs used it the least 

(61.8%). 

INSURANCE SERVICES

In 2017, the number of active voluntary life insur-

ance contracts increased by 2.5%, and the number 

of active insurance contracts other than voluntary life 

insurance (except mandatory medical insurance) in-

creased by 9.7%. The share of adult population using 

voluntary insurance also increased significantly (from 

12.4% to 19.9%) (that is true for all types of voluntary 

insurance for natural persons). 

Voluntary life insurance was used by 9% of the adult 

population; voluntary personal insurance, by 7.3%; vol-

untary property insurance, by 7.6%; voluntary person-

al liability insurance, by 5.4%; and voluntary insur-

ance of financial risks, by 3.5%. Voluntary insurance 

services were used the most during the reporting pe-

riod by residents of large cities (with a population of 

over 500 thousand people), persons aged 36–40, en-

trepreneurs/self-employed, and persons with high in-

come (‘We do not have any financial difficulties. We 

can afford a flat or a country house’). 

Moreover, the share of adult population using man-

datory third party liability insurance during the report-

ing period increased by 9.9 pp (to 28.7%). This type of 

insurance was used the most by residents of Moscow 

and Saint-Petersburg; persons aged 31–40, entrepre-

neurs/self-employed, and persons with high income 

(‘We do not have any financial difficulties. We can af-

ford a flat or a country house’). 

The share of SMEs using voluntary insurance ser-

vices during the reporting period dropped by 8.4 pp 

(to 29.6%) (the increase in the number of microenter-

prises and the decrease in the number of small enter-

prises in the sample group of the 2018 SME survey in 

comparison with 2017 should be taken into account). 

Simultaneously, the share of SMEs using mandato-

 SUMMARY
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ry insurance services during the reporting period in-

creased by 3.4 pp (to 43.6%). IEs used both voluntary 

and mandatory insurance services the least frequently. 

Quality of Financial Services

During the reporting period, the share of adult pop-

ulation abstained from using loans at CIs due to high 

costs (interest and other payments) decreased from 

21% to 19.7%; however, the share of adult popula-

tion abstained from having a current account with a CI 

due to its high cost increased from 3.2% to 7.4%. 

Moreover, the share of adult population abstained from 

using a term deposit with a CI due to a low interest 

rate continued to decrease (an insignificant decrease, 

from 11.7% to 10.8%). Also, the share of adult pop-

ulation abstained from concluding a voluntary insur-

ance contract because of its high cost decreased from 

34.3% to 31.9%. Therefore, in 2018, the index of fi-

nancial services affordability for the adult population1 

in Russia was 0.7, reaching its 2018 target value2. 

Moreover, during the specified period, the share of 

adult population believing that they were given accu-

rate, clear, and sufficient information about the loan 

when applying for it, increased from 61.6% to 65%3. 

The share of SMEs that were required to provide 

collateral when obtaining their last loan further de-

creased (from 41.8% to 35.9%). Such a tendency has 

been observed for the past few years. 

Usefulness of Financial Services

As to financial literacy, it is worth mentioning that 

it is considered to be a comprehensive variable, com-

1	 The index of financial services affordability for the adult population may take a value from 0 to 4, where 4 means that 100% of the 
population abstained from 1) obtaining a loan from a CI because of its high cost; 2) opening a current account with a CI because of 
its high cost; 3) opening a term deposit with a CI because of a low interest rate; 4) concluding a voluntary insurance contract because 
of its high cost. 
2	 The target values of the index of financial services affordability for the adult population are set in the Guidelines for the Development 
of the Russian Financial Market in 2016–2018.
3	 The indicator is calculated only for the population that used a loan in the past 12 months.
4	 In 2012, the Organisation for Economic Cooperation and Development (the ‘OECD’) broadly defined financial literacy as a 
‘combination of awareness, knowledge, skill, attitude, and behaviour necessary to make sound financial decisions and ultimately 
achieve individual financial well-being’. The OECD/INFE International Survey of Adult Financial Literacy Competencies published in 
November 2016 considered financial literacy as financial competency – that is, measured not only by indicators of financial knowledge 
but also those of financial behaviour and financial attitude.
5	 The target values of the financial knowledge indicator are set in the Guidelines for the Development of the Russian Financial Market 
in 2016–2018.
6	 In the case of incorrect answers and for those topics that caused difficulties during the test, participants were offered links to 
materials on problematic topics, after studying which they could try to take the test again.

prising the components of financial behaviour, financial 

knowledge, and financial attitudes4. The financial liter-

acy study carried out by the Public Opinion Foundation 

which had been ordered by the Bank of Russia showed 

from 2017 to 2018 an increase in the subindex of fi-

nancial behaviour, which is the most important com-

ponent of financial literacy, from 50 to 52 and an in-

crease in the financial attitude subindex from 52 to 

53. However, the financial knowledge subindex de-

creased from 54 to 53. The fourth measurement of fi-

nancial inclusion indicators also showed that the finan-

cial knowledge indicator slightly dropped (from 1.78 

to 1.72), and its target value of 2.55 was not reached. 

Taking into account the insignificant decrease of 

the financial knowledge indicator, the Bank of Russia 

needs to carry out another in-depth analysis of com-

munication channels of financial literacy programs 

and also develop their educational component. One 

of the tools meant to assist in filling in the gaps in fi-

nancial knowledge6 is the Nationwide Test on Financial 

Literacy. It is planned to undertake this financial test 

annually. 

Residents of million plus cities (except Moscow and 

Saint Petersburg, where the lowest values of the finan-

cial knowledge indicator are observed), people aged 

21–25 and 41–45, entrepreneurs/self-employed, indi-

viduals with average and above-average income (‘We 

do not have to borrow to buy household appliances, 

but we cannot afford a car’ and ‘We can afford quite 

a lot, but we could hardly save for a one-room flat 

in the near future’), and residents of the SibFD and 

FEFD have the highest values of financial knowledge 

indicator. 

As to the possibility of emergency funding, 

the shares of adult population who, in their own esti-

mation, definitely cannot receive and highly likely can-

 SUMMARY

https://fincult.info/
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not receive emergency funding decreased by 9.3 pp to 

6.6% and by 5.8 pp to 12.6%, respectively. At the same 

time, the shares of adult population who, in their own 

estimation, highly likely can receive and definitely can 

receive emergency funding, if necessary, increased by 

15.6 pp to 49.5% and by 2.9 pp to 20.4%, respectively.

There was an increase in the shares of adult popu-

lation who chose earnings or getting a loan from their 

employer (by 4.2 pp to 33.4%), borrowing from friends 

or relatives (by 5.4 pp to 68.9%), borrowing from a pri-

vate informal institution (by 1.6 pp to 3.2%), and ob-

taining a loan from a financial institution (by 7.4 pp 

to 24.2%), as the main source of emergency fund-

ing. Furthermore, there was a decrease in the share 

of adult population who, as the main source of emer-

gency funding, chose savings (by 4.5 pp to 29.3%). 

During the reporting period, the share of adult pop-

ulation who believe that their quality of life improved 

as a result of financial services use increased substan-

tially (by 19.4 pp to 65.5%), while the share of adult 

population who believe that their quality of life deteri-

1	 The basis for calculation of this indicator is the population that never used or used only once remote services (Internet banking 
and/or mobile banking) as a means of interaction with a financial institution. 

orated as a result of financial services use decreased 

by 12.5 pp (to 10.3%). 

To determine the degree of mental readiness of 

the population to use remote channels to access fi-

nancial services, in 2018, the share of adult population 

ready to start regularly using remote channels to ac-

cess financial services, if the option is available1, was 

measured for the first time and amounted to 54.3%. 

It is worth mentioning that compared to 2017 

the level of population’s satisfaction with remote ac-

cess channels increased significantly: satisfaction with 

Internet banking via a PC/laptop/mobile device went 

up about 10 pp, and satisfaction with mobile banking 

via an application/SMS went up about 13 pp (on av-

erage). Residents of Moscow, Saint Petersburg, and 

million plus cities; people aged 18–40; students; en-

trepreneurs/self-employed; individuals with high in-

come (‘We do not have any financial difficulties. We 

can afford a flat or a country house’); and residents 

of the CFD have the highest levels of satisfaction with 

these access channels. 

 SUMMARY
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1. INFRASTRUCTURE OF FINANCIAL  
SERVICES PROVISION

The infrastructure of financial services provision is 

a basic aspect of financial inclusion; it is measured 

by indicators that characterise the possibility of physi-

cal (including remote) access to financial services via 

various access points. 

Table 1. Points of access to financial services

Indicator As of January 1, 2016 As of January 1, 2017 As of January 1, 2018

Credit institutions (CIs)1

Number of operating CIs 733 623 561

Number of branches of operating CIs 39,621 36,176 34,933

Microfinance organisations (MFOs)

Number of MFOs2, including: 3,688 2,588 2,271

  number of MFCs No data 5 60

  number of MCCs No data 2,583 2,211

Number of branches of MFOs, including: No data 12,521 14,815

  number of branches of MFCs No data 633 1,747

  number of branches of MCCs No data 11,888 13,068

Consumer credit cooperatives (CCCs)

Number of CCCs 3,500 3,059 2,666

Number of CCCs in SROs 1,603 1,464 1,287

Number of branches of CCCs No data 2,172 2,064

Number of ACCCs3 1,738 1,470 1,242

Number of branches of ACCCs No data No data 164

Pawnshops

Number of pawnshops 8,417 7,415 5,782

Number of branches of pawnshops No data No data 9,187

Insurance entities

Number of insurance entities 478 364 309

Number of insurance entities and branches of insurance 
organisations and mutual insurance societies 5,357 3,391 2,821

ATMs

Number of cash dispensing and/or receiving ATMs (cash 
dispensing/depositing with the use of payment cards or 
their details)

206,852 201,396 195,164

Number of cash dispensing ATMs (cash dispensing with 
the use of payment cards or their details) 130,935 126,711 125,594

1	  Credit institutions include commercial banks and non-bank credit institutions.
2	  The actual number of MFOs as of 1 January 2017 amounted to 2,587, since one MFO was removed from the State Register of 
MFOs of the Bank of Russia on December 30, 2016. But since the Annual Report of the Bank of Russia for 2016 states 2,588, for 
uniformity, the number 2,588 is used here.
3	  Data for ACCCs was included in financial inclusion indicators in 2016. Consequently, the total numbers for NBFIs for 2015 do not 
include ACCCs data.
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Indicator As of January 1, 2016 As of January 1, 2017 As of January 1, 2018

Number of cash receiving ATMs (cash depositing with 
the use of payment cards or their details) 123,018 124,074 123,371

Number of cash receiving ATMs of CIs1 (cash depositing 
without the use of payment cards or their details)2 6,682 6,298 11,152

Access points of bank payment agents (BPA) and payment agents (PA) 

Number of devices3 of bank payment agents (subagents) 738,754 830,952 280,639

Number of payment terminals of payment agents 
(payment acceptance operators and payment subagents) 380,819 313,714 349,767

Number of cash desks of bank payment agents 
(subagents) 159,896 152,577 208,583

Number of cash desks of payment agents (payment 
acceptance operators and payment subagents) 97,219 227,113 71,956

Postal service

Number of federal post offices offering payment services 41,022 37,915 38,117

Professional securities market participants that opened individual investment accounts

Number of professional securities market participants 
that are NBFIs that opened individual investment 
accounts

No data 72 81

Number of professional securities market participants 
that are CIs that opened individual investment accounts No data 43 55

Source: Bank of Russia4.

1	 Until 2016, payment terminals of CIs.
2	 After the entry into force of the Federal Law No. 290-FZ, dated July 3, 2016, ‘On Amending the Federal Law “On the Use of 
Cash Register Equipment When Performing Cash Payments and/or Settlements Using Payment Cards” and Individual Legal Acts 
of the Russian Federation’, the use of payment terminals by CIs is not stipulated by the law of the Russian Federation. The devices 
themselves remain, and they are now known as ‘Cash receiving ATMs of CIs (cash depositing without the use of payment cards or 
their details)’.
3	 In accordance with the definition of an ATM (Clause 28 Article 3 of Federal Law No. 161-FZ, dated June 27, 2011, ‘On the National 
Payment System’), all devices of bank payment agents (excluding cash desks) are classified as ATMs (before 2016, ATMs and 
payment terminals). 
Data for the devices of bank payment agents (subagents) as of January1, 2015 include only data on payment terminals of bank 
payment agents (subagents).
4	 Hereinafter, the Bank of Russia data reported by financial institutions is presented as of January 1, 2016 (for 2015) and/or as of 
January 1, 2017 (for 2016) and/or as of January 1, 2018 (for 2017).

In 2017, the banking sector continued to consoli-

date: the number of operating CIs decreased by 10% 

(in 2016, the decrease was 15%). The number of offic-

es providing financial services continued to decrease 

in Russia. However, the rate of decrease is slowing 

down. For example, the number of branches of op-

erating CIs decreased in 2017 by 3.4%; by 8.7% in 

2016; and by 11.2% in 2015. In 2017, there was a fur-

ther decrease in the number of MFOs (12.3%), CCCs 

(12.9%), ACCCs (15.5%), pawnshops (22%), and in-

surance entities (15.1%). 

The number of cash dispensing and/or receiving 

ATMs (cash dispensing/depositing with the use of pay-

ment cards or their details) decreased by 3.1% (in 

2016, the rate of decrease was 2.6%, in 2015, 7.1%), 

and the number of cash dispensing ATMs (cash dis-

pensing with the use of payment cards or their de-

tails) decreased by 3.2% in 2016 and by 0.9% in 2017. 

The number of cash receiving ATMs (cash deposit-

ing with the use of payment cards or their details), 

after a slight increase of 0.9% in 2016, decreased by 

0.57% in 2017. At the end of 2017, 18.1% of cash 

dispensing and/or receiving ATMs (cash dispensing/

depositing with the use of payment cards or their de-

tails) were located in the three federal cities (Moscow, 

Saint Petersburg, and Sevastopol) (18.4% in 2016). 

In 2017, several important indicators of the infra-

structure of financial services provision increased, 

such as the number of branches of MFOs (by 18.3%); 

the number of professional securities market partici-

pants that are NBFIs that opened individual investment 

accounts (by 12.5%); the number of professional se-

curities market participants that are CIs that opened 

individual investment accounts (by 27.9%); the num-

ber of federal post offices offering payment services 

(by 0.53%); and cash receiving ATMs of CIs (cash 

depositing without the use of payment cards or their 

details) (by 77.1%).

1. INFRASTRUCTURE OF FINANCIAL SERVICES PROVISION
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The number of devices (ATMs) of bank payment 

agents in 2017 decreased significantly, by 66.2%, 

while the number of cash desks of bank payment 

agents increased by 36.7%. The number of payment 

terminals of payment agents (payment acceptance op-

erators and payment subagents) increased by 11.5%, 

and the number of cash desks of payment agents de-

creased by 68.3%.

One of the most profitable and promising areas 

for the development of the banking sector is digital fi-

nancial services, which are an alternative to expand-

ing the branch network of financial institutions. Their 

goal is to reduce costs and create more convenient 

channels for consumers to access financial servic-

es that do not depend on the place of residence or 

the location of customers. For example, according to 

the survey data, there is a steady increase in the pop-

ulation’s use of remote financial services. It substan-

tially, though not yet fully, compensates for the ob-

1	 Being able means that an individual, in his/her own estimation, can arrange for the service without any obstacles and use all 
available functions without any difficulties. 
2	 Hereinafter, CFD = Central Federal District; NWFD = North-West Federal District; SFD = South Federal District; NCFD = North 
Caucasian Federal District; VFD = Volga Federal District; UFD = Urals Federal District; SibFD = Siberian Federal District; FEFD = 
Far Eastern Federal District. 
3	 Being able means that an SME, in its own estimation, can arrange for the service without any obstacles and use all available 
functions without any difficulties.

served decrease in the number of physical access 

points to financial services.

The percentage of adult population being able1 

to access bank accounts remotely to transfer funds 

(Internet and/or mobile banking) in the reporting pe-

riod increased significantly, from 40.8% to 59.7%. 

The leading federal district by the share of adult pop-

ulation being able to access bank accounts remote-

ly to transfer funds (Internet and/or mobile banking) 

is the NWFD2 (71.6% of the adult population of this 

federal district). 

At the same time, the percentage of SMEs be-

ing able3 to access bank accounts remotely to trans-

fer funds (Internet and/or mobile banking) decreased 

slightly from 79.6% in 2017 to 77.2% in 2018. In the re-

porting period, the UFD remained the leading federal 

district by the percentage of SMEs being able to ac-

cess bank accounts remotely to transfer funds (Internet 

and/or mobile banking) (83% of the SMEs of this fed-

eral district). 

1. INFRASTRUCTURE OF FINANCIAL SERVICES PROVISION

Chart 1. Share of adult population being able to access bank accounts remotely to transfer funds (Internet banking and/
or mobile banking) in the reporting period, broken down by federal districts (%)

Source: Survey ordered by the Bank of Russia.
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At the same time, a number of major indicators of 

the infrastructure of financial services provision grew 

significantly, which testifies to the further transition to 

cashless settlements. For example, the number of pay-

ment cards issued by Russian CIs in 2017 grew by 

6.4%, the number of POS terminals1 grew by 24.3%, 

and the number of accounts that can be used to make 

payments opened for natural persons2 and the num-

ber of accounts opened for legal entities that are not 

CIs and for IEs3 that can be used to make payments 

grew by 7.2% and 5.2%, respectively.

In the reporting period, the largest share of adult 

population being able to access bank accounts re-

motely to transfer funds (Internet banking and/or mo-

bile banking) was in cities with 500–950 thousand 

population (68.1%) and in million plus cities (62.6%). 

The smallest share was in villages (54%). It should be 

noted that in the reporting period the share of the adult 

population of rural areas being able to access bank 

accounts remotely to transfer funds (Internet banking 

and/or mobile banking) increased significantly, from 

33.1% to 54%. 

1	 Electronic terminals installed at points of sale. 
2	 Includes accounts opened for private customers based on a bank account agreement or a bank deposit agreement that can be 
used for making payments.
3	 Includes accounts opened for legal entities, individual entrepreneurs, and persons engaged in private practice that can be used 
for making payments. 

The worst situation with the number of branches 

of operating CIs is in the NCFD: there the number of 

branches of operating CIs per one million adults is 130 

(on average in Russia, 299). The leading federal dis-

tricts by the number of cash dispensing and/or receiv-

ing ATMs (cash dispensing/depositing with the use of 

payment cards or their details) per one million adults 

are the NWFD (2,036) and the CFD (1,921). There 

are almost three times fewer such ATMs per one mil-

lion adults in the NCFD (756) and 1.4 times fewer in 

the SFD (1,419) than in the NWFD. 

The number of federal post offices offering payment 

services per one million adults is again the lowest in 

the NCFD (257), while the average value for Russia 

is 326. In 2017, this indicator increased in the fol-

lowing federal districts: the CFD (from 295 to 304), 

the SFD (from 267 to 280), the NCFD (from 245 to 

257), the SibFD (from 354 to 367), and the FEFD (from 

389 to 396), whereas, out of these federal districts, 

only the NCFD experienced population growth in 2017. 

In Russia, there are 18,726 POS terminals per one 

million adults (this indicator grew by 24.6% in 2017). 

The NCFD (5,288) and the SFD (14,871) lag signifi-

Chart 2. Share of SMEs being able to access bank accounts remotely to transfer funds (Internet banking and/or mobile 
banking) in the reporting period, broken down by federal districts (%)

Source: Survey ordered by the Bank of Russia.
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cantly behind other federal districts in terms of this in-

dicator. The leading federal districts by this indicator 

are the UFD (24,007) and the NWFD (23,972).

Among all federal districts, the smallest share of 

adult population who can instantly (within 15 min-

utes after the emergence of such a necessity) trans-

fer funds with the use of a mobile phone or satellite 

communication (with or without accessing a bank ac-

count) is observed in the NCFD (29.1%). Among all 

types of settlements, residents of Moscow and Saint 

Chart 3. Share of adult population being able to access bank accounts remotely to transfer funds (Internet banking and/
or mobile banking) in the reporting period, broken down by type of settlement (%)

Source: Survey ordered by the Bank of Russia.
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Table 2. Number of payment cards, accounts/deposits of individuals and legal entities, and POS terminals, units

Indicator Value as of 
1 January 2016

Value as of 
1 January 2017

Value as of 
1 January 2018

Payment cards

Number of payment cards issued by Russian CIs 243,907,227 254,736,581 271,004,520

  per 1,000 adults 2,075 2,173 2,318

Accounts/deposits

Number of accounts opened for individuals that can be used to make 
payments 807,506,863 850,638,707 911,998,046

  per 1,000 adults 6,871 7,256 7,802

Number of accounts opened for legal entities that are not CIs and IEs that 
can be used to make payments 8,449,642 8,796,304 9,250,012

  per 1,000 legal entities and individual entrepreneurs 968 1,031 1,094

Number of individual accounts (deposits) with CIs with non-zero balances 542,286,511 544,167,602 564,439,241

  per 1,000 adults 4,614 4,642 4,828

Number of individual accounts (deposits) with CIs with a balance of more 
than ₽1,000 147,624,868 151,341,056 163,393,502

  per 1,000 adults 1,256 1,291 1,398

Electronic terminals

Number of POS terminals 1,481,469 1,761,340 2,189,060

  per one million adults 12,605 15,025 18,726

Sources: Bank of Russia, Rosstat.
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Petersburg (21.4%) and rural residents (31.4%) had 

the lowest values of this indicator. It is also worth not-

ing that as age increases (after 21 years old), this in-

dicator gradually decreases, and among the popula-

tion aged 61 years and older, it equals 5.9%. Among 

the retired (including due to disability), it is equal to 

10.3%. It is also relatively low among those who de-

fine their financial situation as ‘We hardly have enough 

money for food’ (13.9%). 

 

Chart 5. Number of POS terminals, per one million adults as of January 1, 2018, broken down by federal districts

Sources: Bank of Russia, Rosstat. 
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transfer funds with the use of a mobile phone or satellite communication (with or without accessing a bank account), 

by federal districts (%)

Source: Survey ordered by the Bank of Russia.
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Table 3. Comparison of Russia’s infrastructure of financial services provision1 by key indicators with G7, G20, 
and BRICS countries as of January 1, 2018

Country G7 G20 BRICS Year
Number of branches of 
operating commercial 
banks per 1,000 km2

Number of branches 
of operating 

commercial banks 
per 100,000 adults

Number of ATMs of 
commercial banks 

per 1,000 km2

Number of ATMs of 
commercial banks 
per 100,000 adults

Russian 
Federation    

2015 2.4 32.9 12.6 172.6

2016 2.2 30.1 12.3 168.7

2017 2.1 29.1 11.9 163.5

China 
(without 
Hong Kong 
and Macao)

   

2015 10.2 8.5 92.3 76.8

2016 10.6 8.8 98.4 81.5

2017 No data No data No data No data

India    

2015 42.5 13.5 61.9 19.7

2016 45.0 14.1 67.9 21.2

2017 47.9 14.7 71.8 22.1

Brazil    

2015 4.0 20.7 21.8 114.3

2016 3.9 20.4 21.6 111.4

2017 3.8 19.5 20.9 108.2

South Africa    

2015 3.4 10.5 22.2 69.3

2016 3.3 10.2 22.6 69.3

2017  3.5 10.4 22.6 67.9

USA    

2015 9.4 33.0 No data No data

2016 9.3 32.7 No data No data

2017 9.1 31.5 No data No data

Canada    

2015 0.8 23.6 7.3 220.6

2016 0.8 23.0 7.5 223.0

2017 0.7 21.7 7.7 230.3

United 
Kingdom    

2015 No data No data 291.3 131.3

2016 No data No data 289.4 129.5

2017 No data No data 287.7 128.1

Germany    

2015 28.6 14.0 248.5 122.2

2016 27.7 13.5 244.6 118.8

2017 26.6 12.9 No data No data

France    

2015 37.3 37.5 106.4 107.0

2016 37.0 37.1 104.3 104.4

2017 36.0 35.9 No data No data

Italy    

2015 88.8 49.8 171.5 96.3

2016 84.8 47.7 167.6 94.1

2017 79.4 44.6 164.5 92.4

Japan    

2015 103.6 34.1 387.4 127.7

2016 103.4 34.1 387.6 127.8

2017 103.1 34.0 387.1 127.6

Argentina     

2015 1.6 13.2 7.2 60.6

2016 1.6 13.4 7.2 60.1

2017 1.6 13.6 7.2 60.1

1	 It should be noted that here the data for commercial banks and not for CIs is presented, so there is a discrepancy with the data 
presented in the publication earlier.
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Country G7 G20 BRICS Year
Number of branches of 
operating commercial 
banks per 1,000 km2

Number of branches 
of operating 

commercial banks 
per 100,000 adults

Number of ATMs of 
commercial banks 

per 1,000 km2

Number of ATMs of 
commercial banks 
per 100,000 adults

Indonesia     

2015 18.3 17.8 54.8 53.3

2016 18.1 17.4 57.1 54.7

2017 No data No data No data No data

Mexico     

2015 6.6 14.1 24.0 51.1

2016 6.8 14.2 25.2 52.6

2017 6.9 14.4 26.1 54.5

Australia     

2015 0.7 28.8 4.1 164.0

2016 0.7 27.8 4.3 168.0

2017 0.8 30.1 4.2 164.9

Republic of 
Korea     

2015 75.6 16.8 1,244.8 276.3

2016 73.8 16.3 1,234.2 271.9

2017 70.6  15.4 No data No data

Saudi Arabia     

2015 0.9 8.6 8.0 73.8

2016 1.0 8.6 8.3 74.4

2017 1.0 8.8 8.5 76.3

Turkey     

2015 14.5 19.2 60.1 79.4

2016 14.0 18.1 60.3 78.1

2017 13.7 17.7 61.5 79.7

Source: Financial Access Survey of the International Monetary Fund, 2017.

According to the Financial Access Survey of 

the International Monetary Fund, in 2015–2017, Russia 

scored well on key indicators of infrastructure of fi-

nancial services provision compared to G7, G20, and 

BRICS countries. For example, according to the data 

for 2017, Russia remained the leader by the num-

ber of branches of operating commercial banks per 

100,000 adults and by the number of ATMs of com-

mercial banks per 100,000 adults among the BRICS 

countries. Among the G20 countries, in 2017, Russia 

was behind the United States, France, Italy, Japan, 

and Australia by the number of branches of operating 

commercial banks per 100,000 adults, and by the num-

ber of ATMs of commercial banks per 100,000 adults 

it was behind Canada and the Republic of Korea. 
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2. USAGE OF FINANCIAL SERVICES

1	 According to the Global Findex data published in 2018 (the survey was conducted in 2017), the percentage of the population aged 
15 and older that has an account is 75.8%. In the framework of the Global Findex, the calculation of the percentage of the population 
having an account was based on the percentage of the population who answered “yes” to the question of whether they had an account 
(universal methodology); thus, the probability of error in the answer increases. Within the framework of financial inclusion indicators 
measurement, this indicator is calculated on the basis of the percentage of the population who answered “yes” to many questions 
about the use of financial services that presuppose the existence of an account with a CI.
2	 In accordance with the Resolution of the Government of the Russian Federation No. 2033-r, dated September 23, 2017, Section 
I of the Federal Plan of Statistical Work (FPSW) has been supplemented with subsection 2.8 ‘Indicators of the achievement of 
sustainable development goals of the Russian Federation’, which includes a number of indicators characterising the availability of 
financial services in the Russian Federation: 2.8.51 ‘Number of bank branches per 100,000 adults (18 years and older) (8.10.1 (a)’, 
2.8.52 ‘Number of ATMs per 100,000 adults (18 years and older) (8.10.1 (b)’, 2.8.53 ‘Percentage of adult population (18 years and 
older) using at least one account with a bank (credit institution) (8.10.2)’.

The usage of financial services is characterised 

by indicators of demand of individuals and SMEs for 

available financial services. 

2.1. Household accounts

During the reporting period, the number of active 

accounts opened for individuals that can be used to 

make payments (accounts from which cash withdrawal 

operations had been performed since the beginning of 

the reporting year) increased significantly (by 8.2%).

From May 2017 to May 2018, the percentage of 

adult population using accounts (including depos-

it accounts) increased significantly (from 79.5% to 

89.4%)1, 2. A significant increase in this indicator may 

be attributable to the fact that since July 1, 2017 pub-

lic employees, the retired, and beneficiaries of a num-

ber of social payments are being gradually transitioned 

to Mir cards (public employees, by 1 July 2018). It is 

noteworthy that the percentage of adult residents of 

the NCFD using at least one open individual account 

with a CI, including deposits, increased from 46.5% 

to 88.4%. 

Accounts with CIs were the most frequently used by 

residents of Moscow and Saint Petersburg (96.9% of 

this population category), people aged 21–45 (93.1%), 

entrepreneurs/self-employed (96.1%), and high-in-

come people (‘We do not have any financial difficul-

ties. We can afford a flat or a country house’) (95.8%). 

Accounts with CIs were used the least frequently by 

rural population (80%), people aged 18–20 (83.6%), 

people aged 71 years or older (73.4%), (temporari-

ly) unemployed (66.7%), and low-income people (‘We 

hardly have enough money for food’) (69.4%). 

The share of adults who intensively use ac-

counts with CIs grew from 45.3% to 62%. This indi-

cator for the adult population of the NCFD increased 

from 12.8% to 47.7%. The population categories that 

use accounts with CIs the most frequently also use 

them the most intensively. The situation is the same 

for the population categories that use accounts with 

CIs the least frequently. The retired (including due to 

disability) use accounts with CIs (42.2%) intensively 

the least frequently. 

The main reason why adult population abstained 

from using accounts with CIs is insufficiency of funds 

to place on an account/payment card und use these 

financial products (47.5% of respondents who did 

not use accounts with CIs in the reporting period). 

The second reason is distrust in banks (28.4%) (this 

reason was the most frequently selected by the pop-

ulation of the CFD), and the third is that other fam-

ily members already have an account/payment card 

(22.2%). The remote location of bank branches was 

the most frequently mentioned as a reason for not us-

ing an account with a CI by respondents from the SFD 

(17.6%). 
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Chart 7. Share of adult population using at least one account opened with a CI, including deposit accounts,  
by federal districts (%)

Source: Survey ordered by the Bank of Russia.  

Chart 8. Share of adult population intensively using1 accounts with CIs, broken down by districts (%)

Source: Survey ordered by the Bank of Russia

1	 Three or more operations per month. 
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2.2. Placement of funds 
by individuals

 During 2017, outstanding retail deposits of CIs 

grew by 7.4% (to ₽25,987 billion), while the acquired 

funds of natural persons at NBFIs (MFOs, CCCs in 

SROs, and ACCCs) (in the form of a loan) grew by 

18.8% (to ₽82 billion).

As of May 2018, on average 38.6% of Russia’s 

adult population had deposits (accounts) at CIs; 

1.4%, at CCCs; 0.8%, at MFOs; and 0.5%, at ACCCs. 

The leading federal district by the share of adult popu-

lation having deposits (accounts) at CIs is the NWFD 

(53.4%), and the last one is the SFD. As to the place-

ment of funds at NBFIs, the leader here is the FEFD 

(3.3% of the adult population of this federal district). 

The share of women having deposits (accounts) 

with CIs exceeds the same indicator for men (39.3% 

and 37.8%, respectively). However, men have funds 

placed at NBFIs (MFOs, CCCs and/or ACCCs (2.1%) 

more often than women (1.7%). 

Residents of Moscow and Saint Petersburg (49% 

of this population group) have deposits (accounts) at 

CIs the most frequently. The least frequent users of 

deposits (accounts) at CIs are residents of cities with 

Chart 9. Reasons why adults abstained from using accounts with CIs in the reporting period, broken down  
by federal districts, (% of respondents who did not use accounts with CIs in the reporting period)

Source: Survey ordered by the Bank of Russia.
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500–950 thousand population (34%) and rural resi-

dents (34.8%). 

Deposits (accounts) at CIs are the most frequently 

held by people aged 65 years or older, and the least 

frequently, by people aged 18–30. It should be noted 

that the share of the population aged 71 years or old-

er having funds placed at MFOs (in the form of a loan) 

is rather high (3.1%). Funds placed with CCCs (in 

the form of a loan) are the most common for the pop-

ulation aged 21–25 (4.4%). 

The retired (including due to disability) (47.5% of 

this population group) and entrepreneurs/self-em-

ployed (42.9%) account for the highest shares of 

adult population having deposits (accounts) at CIs. 

Entrepreneurs/self-employed (3.9%) and employees 

(2.4%) place funds at NBFIs (in the form of a loan) 

the most frequently. 

Chart 10. Share of adult population having deposits (accounts1) at CIs or funds placed at NBFIs (MFOs and/or CCCs 
and/or ACCCs) (in the form of a loan), broken down by federal districts (%)

Source: Survey ordered by the Bank of Russia.

Chart 11. Share of adult population having deposits 
(accounts) at CIs or funds placed at NBFIs (MFOs and/or 
CCCs and/or ACCCs) (in the form of a loan), broken down 

by gender (%) 

Source: Survey ordered by the Bank of Russia.
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1	 The significant increase, as compared to the surveys of 2015–2017, in the share of adult population having deposits with CIs may 
also be related to changes in the survey questionnaire for the adult population. For example, in 2018, the term ‘bank deposit’ was 
subdivided into two terms – ’bank deposit with no replenishment or withdrawal option’ and ‘bank deposit with a replenishment and/
or withdrawal option’. It can be assumed that part of the population could not distinguish between deposits and current accounts, so 
they selected the ‘bank deposit with a replenishment and/or withdrawal option’, though in fact it was a current account.

2. USAGE OF FINANCIAL SERVICES
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2018

Chart 12. Share of adult population having deposits (accounts) at CIs or funds placed at NBFIs (MFOs and/or CCCs and/
or ACCCs) (in the form of a loan), broken down by type of settlement (%) 

Source: Survey ordered by the Bank of Russia. 

Chart 13. Share of adult population having deposits (accounts) at CIs or funds placed at NBFIs (MFOs and/or CCCs and/
or ACCCs) (in the form of a loan), broken down by age (%)

Source: Survey ordered by the Bank of Russia.
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Table 4. Share of adult population having deposits 
(accounts) at CIs or funds placed at NBFIs (MFOs and/or 
CCCs and/or ACCCs) (in the form of a loan), broken down 
by groups formed depending on the financial situation of 

a respondent1 (%) 

  CI MFO CCC ACCC

We hardly have enough money for 
food 22.2 2.8 2.8 2.8

We have enough money for food, 
but can hardly buy clothes 31.9 0.0 1.6 0.0

We have enough money for food 
and clothes, but we would have to 
save or borrow to buy an imported 

refrigerator or an automatic 
washing machine

38.7 1.0 1.8 0.7

We do not have to borrow to buy 
household appliances, but we 

cannot afford a car
40.5 0.5 0.9 0.0

We can afford quite a lot, but we 
could hardly save for a one-room 

flat in the near future
46.1 1.0 2.0 2.0

We do not have any financial 
difficulties. We can afford a flat or a 

country house
58.3 0.0 0.0 0.0

Source: Survey ordered by the Bank of Russia.

With the improvement of the financial situation, 

the share of adult population having deposits (ac-

counts) at CIs increases. Deposits (accounts) at CIs 

are the most frequently used by the high-income pop-

1	 Respondents defined their financial situation themselves by answering the question, ‘Which of these statements best describes 
the financial situation of your family?’

ulation group (‘We do not have any financial difficul-

ties. We can afford a flat or a country house’) (58.3%). 

The least frequent users of deposits (accounts) are 

low-income people (‘We hardly have enough money 

for food’) (22.2%). The same group of low-income peo-

ple has funds placed at NBFIs (in the form of a loan) 

the most frequently. 

Placement of funds at NBFIs by low-income peo-

ple and the elderly may be explained by their desire 

to receive high interest income, which, in turn, shows 

that they cannot compare the risks associated with 

the placement of funds at MFOs, CCCs, or ACCCs 

with the potential benefits. It consequently demon-

strates the low financial literacy and low financial re-

sponsibility level of these population groups. For ex-

ample, according to the 2017 survey, the share of 

the adult population belonging to the low-income group 

‘We have enough money for food, but can hardly buy 

clothes’ who had funds placed at NBFIs (in the form 

of a loan) amounted to 3.2% (vs Russia’s average of 

1.9%). Thus, this problem appears to be systematic, 

and it would be wrong to consider these numbers in-

correct, which is especially important in the context of 

promoting responsible lending conduct. 

The main reason why adults abstained from using 

deposits (accounts) at CIs is insufficiency of funds 

Chart 14. Share of adult population having deposits (accounts) at CIs or funds placed at NBFIs (MFOs and/or CCCs and/
or ACCCs) (in the form of a loan), broken down by type of employment (%)

Source: Survey ordered by the Bank of Russia.
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(63.4% indicated this reason). Distrust in banks 

(18.4%), and low interest rate (10.8%) follow. Distrust 

in banks was the most often mentioned by respond-

ents in the SFD (34.6%). The remote location of bank 

branches was the most frequently mentioned by re-

spondents in the NCFD (5.8%) and in the FEFD (4.7%). 

The main reason why adults abstained from plac-

ing funds at MFOs (in the form of a loan) (48.5%) 

is distrust in MFOs. This reason was the most fre-

quently mentioned by respondents in the UFD (60.9%). 

Insufficiency of funds (41.9%) and unawareness of 

the possibility to place funds at an MFO follow. The re-

Chart 15. Reasons why adults abstained from having deposits at CIs in the reporting period, broken down by federal 
districts (% of respondents who did not use deposits (accounts) at CIs in the reporting period)

Source: Survey ordered by the Bank of Russia
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mote location of MFO branches as a reason for not 

placing funds at MFOs (in the form of a loan) was 

the most often mentioned by respondents in the FEFD 

(3.4%).

Chart 16. Reasons why adults abstained from placing funds at MFOs (in the form of a loan) in the reporting period, 
broken down by federal districts (% of respondents who did not place funds at MFOs (in the form of a loan) 

in the reporting period)

Source: Survey ordered by the Bank of Russia
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The main reason why adults abstained from plac-

ing funds at CCCs (in the form of a loan) is insuffi-

ciency of funds (43.1%). This reason was selected 

the most often by residents of the NCFD (73.8%). 

The second most popular reason is distrust in CCCs 

(39.2%).

The main reason why adults abstained from plac-

ing funds at ACCCs (in the form of a loan) in the re-

Chart 17. Reasons why adults abstained from placing funds at CCCs (in the form of a loan) in the reporting period, 
broken down by federal districts (% of respondents who did not place funds at CCCs (in the form of a loan) 

in the reporting period)

Source: Survey ordered by the Bank of Russia.

37.8

42.9

47.5

21.4 21.7

34.3

12.5

0.7
2.6

0.6 1.52 2.6
0.3 1.40.4

2.6
0.3 1.4

0.0

5.0

10.0

15.0

20.0

25.0

30.0

35.0

40.0

45.0

50.0

Employee Entrepreneur,
self-employed

Retired 
(incl. due 

to disability)

Student (Temporarily) 
unemployed

OtherHousewife/house-
husband, 

maternity leave

2.1

1.4

3.1

5.8
5.8

2.2

2.3

4.7

10.8

12.6

11.9

5.5

13.6

7.5

11.4

14.0

18.4

26.1

20.9

34.6

19.2

9.8

8.8

6.8

16.3

63.4

44.6

59.7

59.8

75.0

59.6

83.8

77.3

55.8

6.4

8.1

14.9

6.3

5.8

3.8

6.1

9.3

9.2

12.6

4.5

7.9

9.6

13.0

6.3

5.3

2.3

2.5

5.0

1.5

3.9

3.8

1.3

0.8

4.7

0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0 90.0

Other

Other family members have a bank account/deposit

Other ways to place available funds

Insufficiency of funds

Distrust in banks

Low interest rate

Remote location of bank branches

0.9

0.2

1.4

3.2

1.2

0.3

0.8

3.4

6.1

6.5

9.0

1.9

4.8

8.0

5.3

5.2

5.2

48.5

55.0

46.5

47.5

33.3

43.9

60.9

42.8

44.8
44.8

41.9

30.0

47.2

42.4

66.7

43.2

41.4

50.0

7.5

7.9

8.3

7.0

14.3

6.3

6.0

6.7

5.2

0.5

1.2

0.7

0.6

1.2

9.6

10.6

9.0

8.2

13.1

10.0

7.5

9.3

6.9

2.3

4.3

0.7

1.9

1.2

2.0

1.5

3.4

0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0

Other

Unaware of the possibility to place funds at an MFO

Other family members have a loan contract to place 
funds at an MFO

Other ways to place available funds

Insufficiency of funds

Distrust in MFOs

Low interest rate

Remote location of branches of MFOs

0.7

0.8

0.5

5.2

4.8

5.5

4.9

1.9

7.1

7.0

1.5

3.1

6.9

39.2

46.1

37.3

44.9
44.9

23.8

32.7

46.3

33.8

37.9

43.1

31.3

50.7

73.8

45.0

39.6

49.7

31.0

8.3

9.5

9.2

5.1

16.7

6.3

9.0

7.2

6.9

0.6

1.0

1.2

0.7

1.0

17.3

17.5

14.8

13.9

14.3

14.7

23.1

18.5

31.0

2.2

3.8

0.7

1.3

4.8

1.7

2.1

1.7

0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0

Other

Unaware of the possibility to place funds at an CCC

Other family members have a loan contract to place 
funds at an CCC

Other ways to place available funds

Insufficiency of funds

Distrust in CCCs

Low interest rate

Remote location of branches of CCCs

1.1

1.2

0.7

3.1

0.7

1.0

3.4

5.4

6.3

5.5

1.9

3.6

7.7

2.9

5.6

5.2

36.2

42.4

33.8

45.9

16.7

30.5

44.5

28.9

32.8
32.8

40.0

27.8

45.5

42.1

70.2

41.6

37.2

48.2

8.5

9.0

12.4

4.4

17.9

6.7

8.0

7.1

8.6

0.1

0.2

1.2

20.3

21.3

20.7

14.5

22.6

16.8

24.8

20.8

29.3

1.9

3.9

0.7

1.3

1.7

2.0

1.7

0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0

Other

Unaware of the possibility to place funds at an ACCC

Other family members have a loan contract to place 
funds at an ACCC

Other ways to place available funds

Insufficiency of funds

Distrust in ACCCs

Low interest rate

Remote location of branches of ACCCs

9.2

6.6

9.1

11.1
10.5

16.6

8.5

6.7

3.9

0.8 0.7

10.5

2.1

0.4

5.3

2.1

0.4

5.3

2.1

0.0

2.0

4.0

6.0

8.0

10.0

12.0

14.0

16.0

18.0

9.7

5.7

28.0

2.2
0.7

2.9
2.0

0.4
2.0

0.4
2.0

0.0

5.0

10.0

15.0

20.0

25.0

30.0

Micro-enterprise Small enterprise Medium enterprise Individual 
entrepreneur

30.3 29.9 29.6

23.6 23.4
20.9

31.3

40.6
39.3

13.3

25.6

16.5

27.0 28.0

19.8

31.3

26.6

33.2

28.3

0.0

5.0

10.0

15.0

20.0

25.0

30.0

35.0

40.0

45.0

2016 survey 2017 survey Reporting period

1.2

0.7

2.9

1.2 1.2
1.4

1.9

0.0

0.4
0.6 0.6

0.5

0.3

0.9

1.5

0.5

3.4 3.5

2.4

0.7

1.9

0.0

0.5

1.0

1.5

2.0

2.5

3.0

3.5

4.0

Microfinance organisation

Consumer credit cooperative

Agricultural consumer credit cooperative

Pawnshop

18.2

25.9

22.9

18.7

31.0

33.1

26.2

0.50.5 0.7
0.7

0.7
1.4

0.4

2.7 2.0 1.30.7 0.4 0.3 0.5
1.4 0.32.2 2.1

0.7 0.9

3.3

1.3

0.0

5.0

10.0

15.0

20.0

25.0

30.0

35.0

Credit institution

Microfinance organisation

Consumer credit cooperative

Agricultural consumer credit cooperative

Russia

Central FD

North-
Western FD

Southern FD

North
Caucasus FD

Volga FD

Urals FD

Siberian FD

Far
Eastern FD

Russia

Central FD

North-
Western FD

Southern FD

North
Caucasus FD

Volga FD

Urals FD

Siberian FD

Far
Eastern FD

Russia

Central FD

North-
Western FD

Southern FD

North
Caucasus FD

Volga FD

Urals FD

Siberian FD

Far
Eastern FD

Russia

Central FD

North-
Western FD

Southern FD

North
Caucasus FD

Volga FD

Urals FD

Siberian FD

Far
Eastern FD

Credit institution

Microfinance organisation

Consumer credit cooperative

Agricultural consumer credit cooperative

Credit institution

Microfinance organisation

Consumer credit cooperative

Agricultural consumer credit cooperative

Russia Central 
FD

North-Western 
FD

Southern 
FD

North Caucasus 
FD

Volga 
FD

Urals 
FD

Siberian 
FD

Far Eastern 
FD

Russia Central 
FD

North-Western 
FD

Southern 
FD

North Caucasus 
FD

Volga 
FD

Urals 
FD

Siberian 
FD

Far Eastern 
FD

Russia Central 
FD

North-Western 
FD

Southern 
FD

North Caucasus 
FD

Volga 
FD

Urals 
FD

Siberian 
FD

Far Eastern 
FD

Credit institution

Microfinance organisation

Consumer credit cooperative

Agricultural consumer credit cooperative

Pawnshop

Moscow 
and 

Saint Petersburg

Million plus 
cities

Cities 
with 500–950 

thousand 
population

Cities 
with 100–500 

thousand 
population

Cities 
with 50–100 

thousand 
population

Cities 
with up to 50 

thousand 
population 
and towns

Villages

2. USAGE OF FINANCIAL SERVICES



27REPORT ON FINANCIAL INCLUSION  
IN THE RUSSIAN FEDERATION 2017

2018

porting period is insufficiency of funds (40%). This 

reason was the most frequently chosen by residents 

of the NCFD (70.2%). Distrust in ACCCs (36.2%) and 

unawareness of the possibility to place funds at an 

ACCC (20.3%) follow.

Chart 18. Reasons why adults abstained from placing funds at ACCCs in the reporting period, broken down by federal 
districts (% of respondents who did not place funds at ACCCs (in the form of a loan) in the reporting period)

Source: Survey ordered by the Bank of Russia.
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2.3. Placement of funds 
by SMEs

In 2017, outstanding deposits of IEs at CIs in-

creased significantly (by 36.6% to ₽474 billion). 

Acquired funds of SMEs at NBFIs (MFOs, CCCs in 

SROs, and ACCCs) (in the form of a loan) grew by 

35.7% (to ₽48.3 billion).

On average in Russia, the share of SMEs that used 

deposits for legal entities at CIs and placed funds at 

CCCs (in the form of a loan) decreased from 14.6% to 

9.2% and from 1% to 0.4%1, respectively. The share of 

SMEs that placed funds at MFOs (in the form of a loan) 

in the reporting period remained unchanged. Deposits 

for legal entities at CIs were the most actively used 

by SMEs in the VFD (16.6%), and the least active-

ly, by SMEs in the FEFD (3.9%). SMEs in the NCFD 

placed funds at MFOs, CCCs, and ACCCs the most 

frequently. 

1	 Hereinafter, when SME survey data is compared, it should be taken into account that direct comparison with previous year data 
may be inappropriate with regard to certain indicators since the SME sample was adjusted in 2018 as compared to 2017 towards 
a greater number of microenterprises and a lesser number of small enterprises. 

Medium enterprises used deposits for legal en-

tities at CIs (28%) more frequently than other SME 

types. IEs used this type of deposits least of all (2.2%). 

Also, medium enterprises more often placed funds (in 

the form of a loan) at CCCs and ACCCs (2% each). 

Small enterprises placed funds (in the form of a loan) 

at MFOs more frequently than other SME types (2.9%). 

2.4. Loans of individuals

In 2017, outstanding loans of natural persons is-

sued by CIs increased by 12.7% (to ₽12,174 billion), 

while outstanding loans of natural persons issued by 

NBFIs (MFOs, CCCs in SROs, ACCCs, and pawn-

shops) grew by 20% (to ₽168 billion).The volume of 

loans issued by CIs to resident individuals in 2017 

Chart 19. Share of SMEs that used deposits for legal entities at CIs, placed funds at MFOs, CCCs, or ACCCs (in the form 
of a loan) in the reporting period, broken down by federal districts (%)

Source: Survey ordered by the Bank of Russia.
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grew by 28.1% (to ₽9,234 billion), while the volume 

of loans issued by NBFIs (MFOs, CCCs in SROs, 

and pawnshops) increased by 17.4% (to ₽500 billion). 

In the reporting period, the share of Russia’s adult 

population having at least one outstanding loan at 

a CI went down 4.3 pp to 25.6% (27% of men and 

24.4% of women). This indicator dropped significant-

ly in the CFD (by 13.1 pp), the UFD (by 14 pp), and 

the SibFD (by 6.1  pp) and grew in the NWFD (by 

3.4 pp), the SFD (by 4.6 pp), and the FEFD (by 15 pp). 

The highest share of adult population having at least 

one outstanding loan at MFOs is in the SFD (2.9%); 

at CCCs, in the CFD (0.7%); at ACCCs, in the VFD 

(0.9%); and at pawnshops, in the NCFD (3.5%) and 

Chart 20. Share of SMEs that used deposits for legal entities at CIs, placed funds at MFOs, CCCs, or ACCCs (in the form 
of a loan) in the reporting period, broken down by SME type (%)

Source: Survey ordered by the Bank of Russia.

Chart 21. Share of adult population having at least one outstanding loan at a CI, broken down by federal districts (%)

Source: Survey ordered by the Bank of Russia.
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Chart 22. Share of adult population having at least one outstanding loan at an MFO, CCC, ACCC, or pawnshop, broken 
down by federal districts (%)

Source: Survey ordered by the Bank of Russia.

Chart 23. Share of adult population having at least one outstanding loan at a CI, MFO, CCC, ACCC, or pawnshop, broken 
down by type of settlement (%)

Source: Survey ordered by the Bank of Russia.
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the SFD (3.4%). In the FEFD, none of the respond-

ents had any outstanding loans at NBFIs as of the sur-

vey date. 

Among all types of settlements, the lowest share 

of the population having outstanding loans at CIs is in 

Moscow and Saint Petersburg (18.2%), and the high-

est share is in cities with up to 50 thousand popula-

tion and towns (33.1%). Outstanding loans at pawn-

shops are also used the most frequently by residents 

of this type of settlements (2.7%). The highest share 

of adult population having loans at MFOs is in cities 

with 50-100 thousand population (2.7%). 

Loans at CIs are the most popular among adults 

aged 26–40 (38.5%), outstanding loans at MFOs, 

among adults aged 41–45 (2.8%), and loans at pawn-

shops, among those aged 51–55 (3%).

Credits at CIs (44.2%) (except for those whose 

employment falls into the category ‘Other’) and loans 

at CCCs (1.3%) and pawnshops (5.2%) are the most 

popular among entrepreneurs/self-employed. Loans at 

MFOs are the most popular among (temporarily) un-

employed (2.9%). The students surveyed did not have 

any outstanding loans as of the survey date. 

The most frequent users of loans at CIs, MFOs and 

pawnshops are low-income people (‘We hardly have 

enough money for food’) (33.3%, 5.6%, and 11.1%, 

respectively). The frequency of the use of loans at CIs 

by other groups of the population formed depending 

on their financial situation is approximately at the same 

level (from 23.2% to 27.7%). People whose income is 

above average (‘We can afford quite a lot, but we could 

hardly save for a one-room flat in the near future’) have 

Chart 24. Share of adult population having at least one outstanding loan at a CI, MFO, CCC, ACCC, or pawnshop,  
broken down by age (%)

Source: Survey ordered by the Bank of Russia.
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Chart 25. Share of adult population having at least one outstanding loan at CIs, MFOs, CCCs, ACCCs, or pawnshops, 
broken down by type of employment (%)

Source: Survey ordered by the Bank of Russia.

Chart 26. Share of adult population having at least one outstanding loan at CIs, MFOs, CCCs, ACCCs, or pawnshops, 
broken down by groups formed depending on the financial situation of a respondent1 (%)

Source: Survey ordered by the Bank of Russia.

1	 Respondents defined their financial situation themselves by answering the question: ‘Which of these statements best describes 
the financial situation of your family?’
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outstanding loans from CCCs or ACCCs more often 

than other groups. 

The main reason why adults abstained from us-

ing loans at CIs in the reporting period is their reluc-

tance to live on borrowed funds (50.4%). This reason 

was mentioned the most frequently by respondents in 

the NCFD (61.8%). The absence of a need for extra 

funds (27.5%) and distrust in banks (21.5%) follow. 

The interest rate was too high for 19.7% of the adults 

surveyed who did not use loans at CIs in the reporting 

period. This reason was chosen the most frequently 

by residents of the FEFD (28.6%). Remote location of 

Chart 27. Reasons why adults abstained from using loans at CIs in the reporting period, broken down by federal 
districts (% of respondents who did not use loans at CIs in the reporting period)

Source: Survey ordered by the Bank of Russia.
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branches of CIs was the most frequently chosen by 

respondents in the SFD (5.5%).

The main reason why adults abstained from using 

loans at MFOs in the reporting period is distrust in MFOs 

(44.4%). This reason was the most frequently mentioned 

by respondents in the UFD (53.4%). Then reluctance to 

live on borrowed funds (32.4%) and absence of a need 

for extra funds follow (20.9%). It is worth noting that 

the NCFD is the only federal district in which respond-

ents more frequently mentioned their reluctance to live 

Chart 28. Reasons why adults abstained from using loans at MFOs in the reporting period, broken down by federal 
districts (% of respondents who did not use loans at MFO in the reporting period)

Source: Survey ordered by the Bank of Russia.
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on borrowed funds (56%) than distrust in MFOs (33.3%). 

Remote location of MFO branches was the most fre-

quently chosen by respondents in the FEFD (3.4%). 

The main reason why adults abstained from using 

loans at CCCs in the reporting period is distrust in 

CCCs (31.7%). Reluctance to live on borrowed funds 

(30.8%) follows. High interest rates were the most fre-

quently mentioned by respondents in the FEFD (19%). 

Remote location of CCC branches was the most fre-

quently mentioned by respondents in the SFD (5.5%). 

Chart 29. Reasons why adults abstained from using loans at CCCs in the reporting period, broken down by federal 
districts (% respondents who did not use loans at CCCs in the reporting period)

Source: Survey ordered by the Bank of Russia.
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The main reason why adults abstained from using 

loans at ACCCs in the reporting period is distrust in 

ACCCs (34.7%). This reason was the most frequently 

mentioned by respondents in the FEFD (43.1%) and 

the SFD (43%). The share of respondents who had 

never heard that loans could be obtained from ACCCs 

is also quite high (30.1%). Remote location of ACCC 

branches was the most frequently mentioned by re-

spondents in the SFD (4.2%). 

Chart 30. Reasons why adults abstained from using loans at ACCCs in the reporting period, broken down by federal 
districts (% of respondents who did not use loans at ACCCs in the reporting period)

Source: Survey ordered by the Bank of Russia.
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The main reason why adults abstained from us-

ing pawnshop loans in the reporting period is distrust 

in these financial institutions (40.7%). Reluctance to 

live on borrowed funds (29%) and absence of a need 

for borrowed funds (22.9%) follow. High interest rates 

were the most frequently chosen by respondents in 

the NWFD (30.8%). Among all federal districts, remote 

location of pawnshop branches was the most frequent-

ly mentioned by respondents in the SibFD (5.3%) and 

the SFD (5.2%). 

Chart 31. Reasons why adults abstained from using pawnshop loans in the reporting period, broken down by federal 
districts (% of respondents who did not use pawnshop loans in the reporting period)

Source: Survey ordered by the Bank of Russia.
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2.5. Loans of SMEs

In 2017, outstanding loans of SMEs issued by CIs 

decreased by 6.7% (to ₽4,170 billion), and outstand-

ing loans of SMEs issued by NBFIs (MFOs, CCCs in 

SROs, and ACCCs) decreased by 7.1% (to ₽39 bil-

lion). In 2017, the amount of loans of SMEs issued 

by CIs grew by 15.3% (to ₽6,117 billion). In 2017, 

the amount of loans of SMEs issued by NBFIs (MFOs 

and CCCs in SROs) slightly decreased slightly (by 

0.7% to ₽34.2 billion). 

From May 2017 till May 2018 the share of SMEs 

with active loans at CIs/NBFIs decreased. For exam-

ple, the share of SMEs with active unsecured loans 

Chart 32. Share of SMEs with active1 loans at CIs and NBFIs (MFOs, CCCs, and ACCCs), broken down 
by federal districts (%)

Source: Survey ordered by the Bank of Russia.

1	 Hereinafter, an active loan is an outstanding loan. 
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decreased from 10.6% to 9.4% (i.e., a change within 

the limits of sampling error); with secured loans, from 

10.6% to 8.6%; with an open line of credit, from 14.6% 

to 11.8%; with consumer bank loans, from 10.8% to 

8.2%; and with MFO loans, from 1% to 0.6%. As of 

the survey date, 1% (0.6% as of 2017) of SMEs had 

active retail MFO, CCC, or ACCC loans that were de 

facto used for business development. 

Open lines of credit remain the most popular means 

of obtaining borrowed funds among Russian SMEs 

(11.8%). Open lines of credit are the most frequent-

ly used by SMEs in the SFD and the FEFD – 17.5% 

and 19.2%, respectively. Active unsecured bank loans 

are the most frequently used by SMEs in the SibFD 

(13.3%), and consumer bank loans that are de fac-

to used for business development are the most pop-

ular in the CFD (13.2%). Among all federal districts, 

SMEs in the NCFD had various active loans the least 

frequently. 

Medium enterprises had active unsecured (14%) 

or secured loans (26%) and open lines of cred-

it (30%) the most frequently of all types of SMEs. 

Consumer bank loans used for business develop-

ment are the most popular among IEs (10.3%). 

Micro-enterprises had MFO, CCC, and ACCC loans 

the most frequently (1.1%, 0.7%, and 0.4%, respec-

tively). 

2.6. Use of Financial Services 
for SMEs

In the reporting period, the use of bank guarantees 

by SMEs decreased from 9% to 6.4%. Bank guar-

antees were the most frequently used by SMEs in 

the NCFD (21.1%), and the least frequently, in the CFD 

(4.6%). 

Medium enterprises were the most active users 

of bank guarantees in the reporting period (20%). 

Surveyed IEs did not use bank guarantees at all. 

The use of bank guarantees by small and medium 

enterprises and IEs decreased in the reporting peri-

od. The use of bank guarantees by microenterprises 

insignificantly increased in the reporting period (from 

5.3% to 6.8%). 

Chart 33. Share of SMEs with active loans at CIs and NBFIs, broken down by SME type (%)

Source: Survey ordered by the Bank of Russia.
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In the reporting period, there was a growth of 

the share of SMEs using factoring and leasing ser-

vices. All types of factoring and leasing services were 

the most actively used by SMEs in the NCFD. Only 

the SMEs surveyed in the CFD (0.7%), the NCFD 

(10.5%), and the VFD (1.3%) used factoring servic-

es of factoring companies. The SMEs surveyed in 

the SibFD and the FEFD did not use factoring servic-

es at all. Besides the NCFD, bank leasing services 

are also popular in the FEFD (7.7%) and the NWFD 

(7.3%). 

2.7. Use of Payment Services 
by Individuals

In 2017, the amount of payments for goods (works, 

services) made within Russia with the use of pay-

ment (debit and credit) cards issued by Russian 

CIs increased by 31.1%. Moreover, during the re-

porting period, the number of payment cards issued 

by Russian CIs, with the use of which, transactions 

were carried out in Q4 2017, increased by 13.3% (by 

7.4% in 2016). A significant achievement of 2017 was 

the fact that in the specified period cashless transac-

tions carried out within Russia with the use of pay-

ment cards issued by Russian CIs exceeded cash 

withdrawal transactions with the use of these cards 

for the first time.

The percentage of adult population using remote 

access to bank accounts to transfer funds (Internet 

Chart 34. Share of SMEs that used bank guarantees in the reporting period, broken down by federal districts (%)

Source: Survey ordered by the Bank of Russia.

Chart 35. Share of SMEs that used bank guarantees 
in the reporting period, broken down by SME type (%)

Source: Survey ordered by the Bank of Russia.
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and/or mobile banking) continued to increase. In the re-

porting period, the indicator increased from 31.5% 

to 45.1%. Only in one federal district a decrease in 

the use of remote access to bank accounts to trans-

fer funds decreased (in the CFD, by 3.8 pp). The most 

active users of remote access to bank accounts are 

Chart 36. Share of SMEs that used leasing and factoring services in the reporting period, broken down by federal 
districts (%)

Source: Survey ordered by the Bank of Russia.

Chart 37. Share of adult population using remote access to bank accounts to transfer funds (Internet and/or mobile 
banking) in the reporting period, broken down by federal districts (%)

Source: Survey ordered by the Bank of Russia.
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residents of the SibFD (55.5%), and the least active, 

residents of the CFD (41.2%).

In the reporting period, remote access to bank ac-

counts was used the most frequently by residents of 

million plus cites (57.6% of this population group) and 

cities with a population of 500,000 to 950,000 (56.9%). 

Compared to the 2017 survey data, in million plus cit-

ies and in cities with up to 50 thousand population 

Chart 38. Share of adult population using remote access to bank accounts to transfer funds in the reporting period, 
broken down by type of settlement (%)

Source: Survey ordered by the Bank of Russia.

Chart 39. Share of adult population using remote access to bank accounts to transfer funds (Internet and/or mobile 
banking) in the reporting period, broken down by age groups (%)

Source: Survey by order of the Bank of Russia.
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Chart 40. Share of adult population holding various types of payment cards (debit and/or credit), broken down by 
federal districts (%)

Source: Survey ordered by the Bank of Russia.

Chart 41. Share of adult population that used various payment services in the reporting period (payment services using 
a payment card), broken down by federal districts (%)

Source: Survey by order of the Bank of Russia.
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and towns there was a significant increase (more than 

twofold) in the percentage of adults using remote ac-

cess to bank accounts (by 31.6 pp and 25 pp, respec-

tively). The least active users of remote access to 

bank accounts in the reporting period were residents 

of Moscow and Saint Petersburg.

People aged 21–30 (63.6% of this population cate-

gory) were the most active users of remote access to 

bank accounts to transfer funds. The percentage of adult 

population using remote access to transfer funds de-

creases as age increases. However, the percentage of 

adult population using remote access to bank accounts 

increased in comparison with the 2017 survey data in 

all age groups, except people aged 66–70 and over 71 

(an insignificant decrease within the limits of sampling 

error, by 0.5 pp and 0.6 pp, respectively). It should be 

noted that  in the age group of 61–65 years there was 

a significant increase of this indicator (by 15.1 pp).

Chart 42. Share of adult population that used various payment services in the reporting period (remote access channels 
to a bank account, including a card account), broken down by federal districts (%)

Source: Survey ordered by the Bank of Russia.
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In the reporting period, the percentage of adults 

holding a payment card (debit and/or credit) increased 

by 4.9 pp. The percentage of adults having only a pay-

roll card2 showed an insignificant increase (by 1.6 pp). 

The percentage of adult population holding only a deb-

it card other than a payroll card decreased by 5.7 pp. 

The percentage of adults holding only a credit card 

showed an insignificant decrease (by 0.7 pp). The per-

centage of adults holding a payroll card and anoth-

er debit card but no credit card increased by 8.2 pp. 

The highest percentage of adults holding a payment 

card (debit and/or credit) is in the NWFD (95.3%). 

In the reporting period, the percentage of adults 

making transfers using a debit card increased. 

The leading federal district by this indicator (66.2%) 

is the NWFD. The highest percentage of adults mak-

ing transfers through POS terminals for goods (works, 

services) with the use of a payment card (71.6%) is 

also in the NWFD. In the reporting period, the lowest 

percentage of adults making transfers using a deb-

it card was among respondents in the VFD (46.9%), 

the CFD (47.3%), and the SFD (47.4%). Besides, res-

1	 As the term ‘electronic wallet’ is not defined in the Russian legislation, the wording ‘conducting electronic money operations’ is 
used instead of ‘transfers via an electronic wallet’ (WebMoney, Yandex.Money, QIWI wallet, etc.).
2	 Payroll card is a bank card for payment of salary and other monetary accruals (bonuses, business travel expenses, financial aid, 
etc.) to an employee by an organisation that has entered into a payroll card program agreement with a bank.

idents of the SFD made transfers through POS ter-

minals using a payment card in the reporting period 

the least actively (44%). 

In the reporting period, in all federal districts there 

was an increase in the percentage of adult population 

using remote access channels to a bank account, in-

cluding a card account. In comparison with the 2017 

survey results, there was a significant increase in 

the usage of all types of the above-mentioned ser-

vices in the SFD and the NCFD. It should be noted 

that the percentage of adults who made transfers with 

the use of remote access to bank accounts through 

mobile banking via an application is quite high in all 

federal districts. 

In the reporting period there was an increase in 

the share of adults using remote access channels to 

financial services without using a bank account, in-

cluding a card account. For example, the percent-

age of adults making transfers through mobile bank-

ing without opening a bank account increased from 

5.7% to 14.6%, and the percentage of adults conduct-

ing electronic money operations increased from 9.7% 

Chart 43. Share of adult population that used remote access channels to financial services without using a bank 
account, including a card account, broken down by federal districts (%)

Source: Survey ordered by the Bank of Russia.
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to  12.6%. Making transfers through mobile bank-

ing without opening a bank account is the most pop-

ular among residents of the SibFD (24.6%), and con-

ducting operations with electronic funds, in the CFD 

(14.5%) and the SFD (14.3%). 

2.8. Use of Payment Services 
by SMEs

In Russia, the percentage of SMEs using remote 

access to bank accounts to transfer funds increased 

by 6 pp in the reporting period. The leading federal dis-

tricts by this indicator are the CFD (80.8%), the NWFD 

(81.8%), and the NCFD (89.5%).

Among SMEs, remote access to bank accounts to 

transfer funds was the most frequently used by mi-

cro-enterprises (87.1%) and the least frequently, by 

IEs (61.8%). 

The highest shares of SMEs using Internet bank-

ing through a PC/laptop (80.9%) and a mobile device 

(44.7%) are in the UFD. SMEs that used mobile bank-

ing via an application (42.1%) and SMS commands 

(36.8%) the most actively are located in the NCFD. 

The least frequent SME users of the above-mentioned 

channels are located in the NWFD (18.2% and 12.7%, 

respectively). 

Micro-enterprises (84.6%), small enterprises 

(82.9%), and medium-sized enterprises (84%) used 

Internet banking through a PC/laptop with rough-

ly equal frequency, while the level of usage of this 

channel by IEs was significantly lower (51.5%). Mobile 

banking via an application (32.4%) and Internet bank-

ing through a mobile device (37.5%) were the most 

actively used by individual entrepreneurs and the least 

actively, by medium-sized enterprises (28% and 30%, 

respectively). 

2.9. Use of Insurance Services 
by Individuals

In 2017, the number of active voluntary life insur-

ance contracts increased by 2.5%, and the number 

Chart 44. Share of SMEs that used remote access to bank accounts to transfer funds (Internet and/or mobile banking) 
in the reporting period, broken down by federal districts (%)

Source: Survey ordered by the Bank of Russia.
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of active insurance contracts other than voluntary life 

insurance (except mandatory medical insurance) in-

creased by 9.7%. In 2017, life insurance reserves sub-

stantially increased (by 65% to ₽584 billion). Insurance 

reserves other than life insurance reserves increased 

by 10.3% (to ₽865 billion). 

Chart 45. Share of SMEs that used remote access to bank accounts to transfer funds (Internet and/or mobile banking) 
in the reporting period, broken down by SME types (%)

Source: Survey ordered by the Bank of Russia.

Chart 46. Share of SMEs that used various types of remote access to bank accounts to transfer funds in the reporting 
period, broken down by federal districts (%)

Source: Survey ordered by the Bank of Russia.
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Compared to the 2017 survey data, the percent-

age of adults using voluntary insurance increased sig-

nificantly during the reporting period, both on average 

in Russia (from 12.4% to 19.9%) and in each feder-

al district. The highest share of adults using voluntary 

insurance was in the VFD (30.5%), and the lowest, in 

the NCFD (8.1%). 

Chart 47. Share of SMEs that used various types of remote access to bank accounts to transfer funds in the reporting 
period, broken down by SME type (%)

Source: Survey ordered by the Bank of Russia.

Chart 48. Share of adult population that used voluntary insurance in the reporting period, broken down  
by federal districts (%)

Source: Survey ordered of the Bank of Russia.
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Chart 49. Share of adult population that used various voluntary insurance services1 in the reporting period, broken down 
by federal districts (%)

Source: Survey ordered by the Bank of Russia.

Chart 50. Share of adult population that used various voluntary insurance services in the reporting period, broken down 
by type of settlement (%)

Source: Survey ordered by the Bank of Russia.
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1	 Hereinafter, 
Voluntary life insurance: 1) insurance with benefits paid upon death or reaching a certain age or the occurrence of another event; 
2) insurance with periodic insurance payments (rents, annuities) and/or participation of a policyholder in the investment income of 
an insurer; 3) pension insurance. 
Voluntary personal insurance (other than life insurance): 1) accident and illness insurance; 2) health insurance.

2. USAGE OF FINANCIAL SERVICES
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In the reporting period, all types of voluntary insur-

ance became more popular. The percentage of adults 

using voluntary life insurance increased by 4.5 pp; vol-

untary personal insurance, by 2.4 pp; voluntary proper-

ty insurance, by 2.5 pp; voluntary third party liability in-

surance, by 3 pp; and voluntary financial risk insurance, 

by 0.8 pp (change within the limits of sampling error).

In the FEFD, surveyed adults did not use voluntary 

property insurance at all. All types of voluntary insur-

ance services, except financial risk insurance, were 

used the most actively in the VFD, and voluntary fi-

nancial risk insurance was used the most frequent-

ly in the SibFD. The lowest percentage of adults us-

ing voluntary life insurance was in the NCFD (3.5%). 

The lowest indicators of voluntary personal insurance 

use were in the SFD and NCFD (1.1% and 1.2%, 

respectively) (excluding the FEFD, where surveyed 

adults did not use voluntary property insurance at all). 

Voluntary third party liability insurance is used least of 

Chart 51. Share of adult population that used various 
voluntary insurance services in the reporting period, 

broken down by gender (%)

Source: Survey ordered by the Bank of Russia.
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Chart 52. Share of adult population that used various voluntary insurance services in the reporting period, broken down 
by age (%) 

Source: Survey ordered by the Bank of Russia.
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all by residents of the NCFD and the UFD (2.3% and 

2.1%, respectively), and financial risk insurance was 

used the least by residents of the VFD and the FEFD 

(1.8 pp and 1.7 pp, respectively). 

In the reporting period, voluntary life insurance 

(20.1%) and voluntary personal insurance (17.4%) 

were the most frequently used by adult residents of 

cities with 500-950 thousand population, and volun-

tary property insurance (14.4%), by residents of million 

plus cities. In the reporting period, the highest share 

of adults using voluntary third party liability insurance 

was in Moscow and Saint Petersburg (13.5%). The lev-

el of voluntary insurance usage was significantly low-

er in smaller settlements than in large ones.

Overall, the percentage of men using all types of 

voluntary insurance services increased significantly in 

comparison with the 2017 survey data. Among wom-

en, the percentage of those using voluntary financial 

risk insurance decreased, while other indicators in this 

group increased. 

Voluntary insurance was used the most frequently 

by population aged 26–30 and 36–40 and the least, by 

those aged 61 and older and 18–25. People aged 61–

65 and those aged 71 and older did not use voluntary 

financial risk insurance at all, and the age group of 66–

70 did not use voluntary personal insurance. Among 

all age categories, voluntary third party liability insur-

ance was not used only by those aged 71 and older. 

In the reporting period, various voluntary insur-

ance services were the most frequently used by en-

trepreneurs/self-employed. This population group was 

the most active users of voluntary life insurance, vol-

untary personal insurance, voluntary third party liabil-

ity insurance, and voluntary financial risk insurance. 

Chart 53. Share of adult population that used various voluntary insurance services in the reporting period, broken down 
by type of employment (%)

Source: Survey ordered by the Bank of Russia.
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Table 5. Share of adult population that used voluntary 
insurance in the reporting period, broken down 

by groups formed depending on the financial situation of 
a respondent (%)

  Reporting 
Period

We hardly have enough money for food 16.7

We have enough money for food, but can hardly buy 
clothes 12.6

We have enough money for food and clothes, but we 
would have to save or borrow to buy an imported 
refrigerator or an automatic washing machine

14.8

We do not have to borrow to buy household 
appliances, but we cannot afford a car 27.1

We can afford quite a lot, but we could hardly save for 
a one-room flat in the near future 28.4

We do not have any financial difficulties. We can 
afford a flat or a country house 50

Source: Survey ordered by the Bank of Russia.
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Surveyed students did not use voluntary property in-

surance, third party liability insurance, and financial 

risk insurance at all. The population group whose 

type of employment falls into the category ‘Other’ 

was the most active users of voluntary property in-

surance (25%). 

In the reporting period, as well as according to 

the 2017 survey data, as financial situation improved, 

the usage level of voluntary insurance services in-

creased. 

The population group whose financial situation can 

be described as ‘We can afford quite a lot, but we 

could hardly save for a one-room flat in the near fu-

ture’ showed a slight reduction in the usage level of 

voluntary life insurance (by 1.9 pp), voluntary person-

al insurance (by 3.3 pp), and voluntary property insur-

ance (by 3.3 pp). The usage level of voluntary personal 

insurance also decreased among high-income people 

(‘We do not have any financial difficulties. We can af-

ford a flat or a country house’). Furthermore, the us-

Table 6.  Share of adult population that used various voluntary insurance services, broken down by groups formed 
depending on the financial situation of a respondent (%)

  Voluntary Life 
Insurance

Voluntary Personal 
Insurance

Voluntary Property 
Insurance

Voluntary Civil 
Liability Insurance

Voluntary Financial 
Risk Insurance

We hardly have enough money 
for food 11.1 2.8 2.8 0.0 0.0

We have enough money for 
food, but can hardly buy clothes 3.7 3.7 6.3 1.6 2.1

We have enough money for 
food and clothes, but we would 
have to save or borrow to buy 
an imported refrigerator or an 
automatic washing machine

6.9 5.6 4.6 4.1 3.0

We do not have to borrow to 
buy household appliances, but 
we cannot afford a car

11.8 10.2 10 8.6 4.3

We can afford quite a lot, but 
we could hardly save for a one-
room flat in the near future

13.7 10.8 10.8 8.8 5.9

We do not have any financial 
difficulties. We can afford a flat 
or a country house

37.5 25 33.3 12.5 16.7

Source: Survey ordered by the Bank of Russia.

Chart 54. Share of adult population who used mandatory insurance in the reporting period, broken down by federal 
districts (%)

Source: Survey ordered by the Bank of Russia.
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Chart 55. Share of adult population that used various mandatory insurance services1 in the reporting period,  
broken down by federal districts (%)

Source: Survey ordered by the Bank of Russia.

Chart 56. Share of adult population that used various mandatory insurance services in the reporting period, broken 
down by type of settlement (%)

Source: Survey ordered by the Bank of Russia.
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1	 Hereinafter, 
Mandatory personal insurance: 1) insurance of passengers (tourists); 2) life and health insurance of a person participating in a clinical 
trial of a medicine 3) state personal insurance of tax authority officials; 4) state life and health insurance of military servicemen and 
persons equivalent to them for the purpose of mandatory state insurance.
Mandatory third party liability insurance: insurance for individuals owning vehicles (OSAGO and other insurance types).
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age level of voluntary insurance services increased 

significantly (on average, by more than 4.4 pp for each 

type) in the middle-income population group (‘We do 

not have to borrow to buy household appliances, but 

we cannot afford a car’).

The percentage of adults using mandatory in-

surance services significantly increased in the re-

porting period (to 89.1%). Mandatory insurance was 

used the most by residents of the FEFD (96.7%), and 

the least, by the population of the VFD (81.8%). 

In the reporting period, there was a significant in-

crease in the percentage of adults using mandato-

ry medical insurance. The percentages of adults us-

ing mandatory personal insurance and mandatory 

third party liability insurance (by 9.9  pp) also sub-

stantially increased (by 29.1  pp and 9  pp, respec-

tively). The highest share of adults using mandatory 

third party liability insurance was among residents of 

the CFD (36.4%). 

In the reporting period, mandatory insurance was 

the most frequently used by residents of million plus 

cities (97.8% for all mandatory insurance services). 

The highest share of adults using mandatory medical 

insurance was among residents of million plus cities 

(96.4%). Mandatory personal insurance (23.4%) and 

mandatory third party liability insurance (43.8%) were 

the most actively used by adult residents of Moscow 

and Saint Petersburg. 

In the reporting period, mandatory medical in-

surance (78.6%) and mandatory third party liability 

insurance (8.9%) were used the least by students. 

The highest shares of adults using mandatory per-

sonal insurance (20.8%) and mandatory third party li-

ability insurance (58.4%) were among entrepreneurs/

self-employed. 

In the reporting period, as financial situation im-

proved, the share of adults using mandatory insur-

ance services increased. 

Chart 57. Share of adult population that used various mandatory insurance services in the reporting period, broken 
down by type of employment (%)

Source: Survey ordered by the Bank of Russia.
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Table 7.  Share of adult population that used mandatory 
insurance in the reporting period, broken down 

by groups formed depending on the financial situation of 
a respondent (%)

Reporting 
Period

We hardly have enough money for food 80.6

We have enough money for food, but can hardly buy 
clothes 85.3

We have enough money for food and clothes, but we 
would have to save or borrow to buy an imported 
refrigerator or an automatic washing machine

88.9

We do not have to borrow to buy household 
appliances, but we cannot afford a car 91.0

We can afford quite a lot, but we could hardly save 
for a one-room flat in the near future 94.1

We do not have any financial difficulties. We can 
afford a flat or a country house 95.8

Source: Survey ordered by the Bank of Russia.
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In the reporting period, mandatory medical in-

surance (95.8%) and mandatory personal insurance 

(29.2%) were used the most by high-income people 

(‘We do not have any financial difficulties. We can af-

ford a flat or a country house’). Mandatory third party 

liability insurance was used the most by the popula-

tion group whose financial situation can be described 

as ‘We can afford quite a lot, but we could hardly 

save for a one-room flat in the near future’ (54.2%). 

In the reporting period, all mandatory insurance ser-

vices were used the least by low-income people (‘We 

hardly have enough money for food’).

2.10.  Use of Insurance 
Services by SMEs

In the reporting period, IEs used voluntary and 

mandatory insurance services the least of all SME 

types. 

In the reporting period, mandatory insurance servic-

es were the most popular among SMEs with an annu-

al turnover of ₽120 to ₽400 million inclusive (50%) and 

of ₽800 million to ₽1 billion inclusive (50%). Voluntary 

(26.9%) and mandatory (37.4%) insurance services 

were the least popular among SMEs with an annual 

turnover of up to ₽12 million inclusive. 

In the reporting period, the usage level of volun-

tary insurance services by SMEs decreased by 8.4 pp. 

The lowest percentage of SMEs that used voluntary 

insurance in the reporting period was in the NCFD 

(21.1%). 

In the reporting period, the percentage of SMEs 

that used mandatory services increased insignifi-

cantly (within the limits of sampling error), by 3.4 pp. 

There was an increase in all federal districts, except 

the NWFD and the UFD. The most notable surge was 

in the NCFD (by 34.6 pp). 

Table 8. Share of adult population that used various mandatory insurance services in the reporting period, broken down 
by groups formed depending on the financial situation of a respondent (%)

  Mandatory Medical 
Insurance

Mandatory 
Personal 
Insurance

Mandatory Third 
Party Liability 

Insurance

We hardly have enough money for food 75.0 0.0 13.9

We have enough money for food, but can hardly buy clothes 81.2 2.6 15.2

We have enough money for food and clothes, but we would have to save or 
borrow to buy an imported refrigerator or an automatic washing machine 86.3 6.4 26.4

We do not have to borrow to buy household appliances, but we cannot afford a car 88.7 16.7 49.0

We can afford quite a lot, but we could hardly save for a one-room flat in the near 
future 90.2 20.6 54.2

We do not have any financial difficulties. We can afford a flat or a country house 95.8 29.2 15.9

Source: Survey ordered by the Bank of Russia.

Chart 58. Share of SMEs that used voluntary and 
mandatory insurance in the reporting period, broken 

down by SME type (%)

Source: Survey ordered by the Bank of Russia.
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Chart 59. Share of SMEs that used voluntary and mandatory insurance in the reporting period, broken down  
by annual turnover (%)

Source: Survey ordered by the Bank of Russia.

Chart 60. Share of SMEs that used voluntary insurance in the reporting period, broken down by federal districts (%)

Source: Survey ordered by the Bank of Russia.
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2.11. Use of Financial Services 
by Underserved Population 
Groups

After the analysis of available data, underserved 

population segments were identified. These include 

residents of rural areas; low-income people (their fi-

nancial situation can be described either as ‘We hard-

ly have enough money for food’ or ‘We have enough 

money for food, but can hardly buy clothes’); and 

the retired (including due to disability). The table be-

low summarizes usage levels of various financial ser-

vices by these population groups. 

Some population segments underserved with re-

gard to certain types of financial services are not at 

all underserved with regard to other financial servic-

es. For example, the retired (including due to disa-

bility) had deposits (accounts) at a CI and/or funds 

placed at an NBFI (in the form of a loan agreement) 

(47.8%) much more frequently than the adult popula-

tion of Russia on average (38.8%). Also, the low-in-

come population group whose financial situation can 

be described as ‘We hardly have enough money for 

food’ (36.1%) had at least one outstanding loan at 

a CI and/or an NBFI (MFO, CCC, ACCC, or pawn-

shop) much more frequently compared to the adult 

population of Russia on average (26.8%).

Chart 61. Share of SMEs that used mandatory insurance in the reporting period, broken down by federal districts (%)

Source: Survey ordered by the Bank of Russia.
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Table 9. Comparison of usage levels of various financial services by underserved population groups and the adult 
population of Russia (%)

Adult population of
Russia

Residents of rural 
areas

Population group 
whose financial 
situation can be 
described as ‘We 

hardly have enough 
money for food’

Population group 
whose financial 
situation can be 
described as ‘We 

have enough money 
for food, but can 

hardly buy clothes’

Retired (including 
due to disability)

Share of adult population 
using accounts opened 
with a CI, including deposit 
accounts (%)

89.4 80.0 69.4 78.5 83.5

Share of the adult 
population intensively 
(three or more times 
per month) using accounts 
with a CI (%)

62.0 48.1 41.7 45.5 42.2

Share of adult population 
having deposits (accounts) 
at a CI and/or funds placed 
at an NBFI (in the form of 
a loan) (%)

38.8 35.1 22.2 31.9 47.8

Share of adult population 
having at least one 
outstanding loan at a CI 
and/or an NBFI (MFO, CCC, 
ACCC, or pawnshop) (%)

26.8 27.3 36.1 29.3 14.5

Share of adult population 
using remote access to 
bank accounts (Internet 
and/or mobile banking), 
to transfer funds (%)

45.1 40.8 25.0 29.8 16.5

Share of adult population 
using voluntary insurance 
(%) 

19.9 16.4 16.7 12.6 13.6

Source: Survey ordered by the Bank of Russia.
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3. QUALITY OF FINANCIAL SERVICES

The quality of financial services  is characterized 

by financial services affordability for households and 

SMEs, the safety level of financial services provision, 

trust level of the population in the financial system, 

and presence of an effective financial consumer pro-

tection system. 

3.1. Quality of Financial 
Services for Individuals

In 2017, there was a significant increase in the num-

ber of complaints made by financial consumers against 

MFOs, CCCs, ACCCs, and pawnshops (by 30.6%) as 

Table 10. Complaints made by financial consumers against CIs and NBFIs (thousand)

  As of 
January 1, 2016

As of 
January 1, 2017

As of 
January 1, 2018

Number of complaints made by financial consumers against CIs and NBFIs (MFOs, 
CCCs, ACCCs, pawnshops, and insurance entities), including: 182.3 276.5 223.3

Number of complaints made by financial consumers against CIs 121.7 184.9 115.3

Number of complaints made by financial consumers against MFOs, CCCs, ACCCs, and 
pawnshops 7.4 13.4 17.5

Number of complaints made by financial consumers against insurance entities 53.2 78.2 90.5

Source: Bank of Russia.

Chart 62. Number of complaints made by financial consumers against CIs and NBFIs, broken down by federal 
districts1 (thousand)

Source: Bank of Russia.

1	 In Q1 2017, only complaints against CIs which were examined with by the Service for Consumer Protection and Financial Inclusion of 
the Bank of Russia were taken into account, as the final transition to the new system of handling complaints against financial institutions 
in the Bank of Russia was completed at the end of Q1 2017.
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well as insurance entities (by 15.7%). As of 1 January 

2018, the smallest number of complaints in the report-

ing period was received from the FEFD, and the largest 

number was received from the CFD. Most of the com-

plaints in all federal districts were related to CI activ-

ities, as the population uses their services more fre-

quently. 

3. QUALITY OF FINANCIAL SERVICES

Chart 63. Share of adult population who abstained from using a loan at a CI because of its high cost (interest and other 
payments), broken down by federal districts (%)

Source: Survey ordered by the Bank of Russia.

Chart 64. Share of adult population who abstained from having an account with a CI because of its high cost, broken 
down by federal districts (%)

Source: Survey ordered by the Bank of Russia.
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In the reporting period, there was a reduction in 

the percentage of adult population who abstained from 

using a loan at a CI because of its high cost (interest 

and other payments). Only 19.7% of the adult popula-

tion (19.4% of men and 20.0% of women) on average 

in Russia abstained from using a loan at a CI because 

of its high cost in the reporting period. The highest 

percentage of adult population abstained from using 

a loan at a CI because of its high cost was in the FEFD 

(28.6%), and the lowest, in the NCFD (13.2%) and 

the NWFD (13.3%). 

It should be noted that among the population groups 

formed depending on the financial situation of a re-

spondent, this indicator was the highest in the group 

whose financial situation can be described as ‘We do 

not have to borrow to buy household appliances, but 

we cannot afford a car’ (22.8%).

In the reporting period, there was a slight increase 

in the percentage of adult population who abstained 

from having an account with a CI because of its high 

cost (by 4.2 pp). 3.5% of men and 11.8% of women 

abstained from having an account with a CI because 

of its high cost in the reporting period. The highest 

percentage of adults abstained from having an ac-

count with a CI was in the VFD (12.7%). Among all 

age groups, this indicator was the highest in the pop-

ulation group aged 61–65. 

The percentage of adults who abstained from open-

ing a term deposit at a CI because of a low inter-

est rate continued to decrease in the reporting peri-

od. Only 10.8% of adults (11.9% of men and 9.9% of 

women) on average in Russia abstained from open-

ing a term deposit at a CI because of a low inter-

est rate. The highest values of this indicator were in 

the FEFD (14%) and the VFD (13.6%), and the low-

est, in the SFD (5.5%). 

Among the population groups formed depending 

on the financial situation of a respondent, this indica-

tor was the highest in the group whose financial sit-

uation can be described as ‘We hardly have enough 

money for food’ (16%).

In the reporting period, there was a decrease in 

the percentage of the population who abstained from 

concluding a voluntary insurance contract because of 

its high cost. Only 31.9% of adults (30.6% of men and 

33% of women) on average in Russia abstained from 

3. QUALITY OF FINANCIAL SERVICES

Chart 65. Share of adult population who abstained from opening a term deposit at a CI because of a low interest rate, 
broken down by federal districts (%)

Source: Survey ordered by the Bank of Russia.
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using voluntary insurance because of its high cost. 

The highest value of this indicator was in the UFD 

(40.6%), and the lowest, in the NCFD (19.8%). 

Among the population groups formed depending 

on the financial situation of a respondent, this indica-

tor was the highest in the group whose financial sit-

uation can be described as ‘We have enough money 

for food, but can hardly buy clothes’ (41.4%).

Thus, in 2018, the index of financial services af-

fordability for the adult population1 in Russia was 0.7, 

reaching its 2018 target of 0.72.

The population has the least trust3 in MFOs and 

pawnshops – 44.3% and 36.4%, respectively. 74.2% 

and 22% of the population trusted4 CIs and insur-

1	 The index of financial services affordability for the adult population can take a value from 0 to 4, where 4 means that 100% of the 
population abstained from 1) using a loan at a CI because of its high cost; 2) having a current account with a CI because of its high 
cost; 3) opening a term deposit at a CI because of a low interest rate; 4) concluding a voluntary insurance contract because of its 
high cost. 
2	 The target values of the index of financial services affordability for the adult population are set in the Guidelines for the Development 
of the Russian Financial Market in 2016–2018. 
3	 Hereinafter: ‘Distrust’ refers to the share of adults who selected the answers ‘Rather distrust than trust’ and ‘Completely distrust’. 
4	 Hereinafter: ‘Trust’ refers to the share of adults who selected the answers ‘Rather trust than distrust’ and ‘Fully trust’.

ance entities, respectively. Here it must be stressed 

that most of the population were not able to assess 

their own level of trust in MFOs, CCCs, ACCCs, pawn-

shops, and insurance entities. 

During the fourth annual measurement of financial 

inclusion indicators the level of distrust in non-govern-

mental pension funds and brokers was measured for 

the first time, which amounted to 30.9% and 26.3%, 

respectively. 

In the reporting period, there was an increase in 

the percentage of adults distrusting any financial institu-

tions in all federal districts. The highest level of distrust 

in any financial institutions was in the SibFD (12.8% of 

the district’s adult population) and the SFD (12.6%); 

Chart 66. Share of adult population who abstained from concluding a voluntary insurance contract because of its 
high cost, broken down by federal districts (%)

Source: Survey ordered by the Bank of Russia.
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the lowest level, in the NWFD (3.4%) and the FEFD 

(3.3%).

On average in Russia, there was a 3.4 pp increase 

in the percentage of the population believing that they 

were given accurate, understandable, and sufficient in-

formation about the loan when applying for it. The low-

est values of this indicator were in the NCFD (52.9%) 

and the CFD (55.2%). 

Chart 67. Level of trust of the adult population in various financial institutions (CIs, MFOs, CCCs, ACCCs, pawnshops, 
and insurance entities) (%)

Source: Survey ordered by the Bank of Russia.

Chart 68. Share of adult population distrusting any financial institutions (CIs, MFOs, CCCs, pawnshops, insurance 
entities, non-governmental pension funds, and brokers), broken down by federal districts (%)

Source: Survey ordered by the Bank of Russia.
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In 2017, the average cost of opening a current 

account for individuals did not change. However, 

the average cost of servicing a current account for 

individuals slightly increased (from ₽42.7 to ₽43.7). 

The average cost of a funds transfer from a bank ac-

count of a natural person in the amount equivalent to 

$200 decreased by 6.9%. 

3.2. Quality of Financial 
Services for SMEs

The share of SMEs that were required to provide 

collateral when obtaining their last loan, further de-

creased (from 41.8% to 35.9%). Such a tendency has 

been observed for the past few years. Unsecured loans 

were the most often issued to SMEs in the FEFD (only 

14.3% of SMEs were required to provide collateral 

when obtaining their last loan) and the NWFD (30.8%); 

the worst situation was in the SibFD (53.9%). 

Chart 69. Share of adult population believing that they were given accurate, clear, and sufficient information about 
the loan when applying for it1, broken down by federal districts (%)

Source: Survey ordered by the Bank of Russia.

До 3
00

0 р
уб

ле
й

30
00

–5
99

9 р
уб

ле
й

60
00

–9
99

9 р
уб

ле
й

10
 00

0–
14

 99
9 р

уб
ле

й

15
 00

0–
24

 99
9 р

уб
ле

й

25
 00

0–
34

 99
9 р

уб
ле

й

35
 00

0–
44

 99
9 р

уб
ле

й

45
 00

0–
54

 99
9 р

уб
ле

й

55
 00

0–
64

 99
9 р

уб
ле

й

65
 00

0–
74

 99
9 р

уб
ле

й

75
 00

0 р
уб

ле
й и

 вы
ше

29.0
31.4

42.0

25.7

41.6

57.1 56.0

39.7

0.0

10.0

20.0

30.0

40.0

50.0

60.0

Voluntary insurance

Mandatory insurance

Voluntary insurance Mandatory insurance

26.9

37.9 37.9

28.6

50.0

44.4

50.050.0

40.040.0
37.4

62.1 61.9

55.0

61.1

0.0

10.0

20.0

30.0

40.0

50.0

60.0

70.0

Up to ₽12 
million 

inclusive

₽12 to ₽24 
million 

inclusive

₽24 to ₽60 
million 

inclusive

₽60 to ₽120 
million 

inclusive

₽120 to ₽400 
million 

inclusive

₽400 to ₽800 
million 

inclusive

₽800 to ₽1,000 
million 

inclusive

₽1,000 
to ₽2,000 

million 
inclusive

38.0

29.8 31.0

45.2

28.6

43.8

52.3

45.8

32.0
29.6

25.2

34.5 34.9

21.1

32.9

40.4

18.3

34.6

0.0

10.0

20.0

30.0

40.0

50.0

60.0

2017 survey Reporting period

40.2

34.4

39.7

50.0

28.6

43.8

52.3

39.0

32.0

43.6

36.4 38.2

54.0

63.2

50.6

44.7 43.3

34.6

0.0

10.0

20.0

30.0

40.0

50.0

60.0

70.0

182.4

276.5

233.3

81.7

18.4
29.0

4.5

29.4 25.7 24.8
9.6

0.0

50.0

100.0

150.0

200.0

250.0

300.0

As of 01.01.2016 As of 01.01.2017 As of 01.01.2018

22.8
21.0

23.9
22.7 22.0

12.5

22.4

11.9

21.0

13.5

19.7

16.0

13.3

18.2

13.2

24.8

22.2

27.1
28.6

0.0

5.0

10.0

15.0

20.0

25.0

30.0

35.0

2016 survey 2017 survey Reporting period

3.6
3.2

2.4 2.3

4.1

8.7

1.8

6.3

7.4

9.7

2.9

12.7

6.7

0.0

2.0

4.0

6.0

8.0

10.0

12.0

14.0

15.6

11.7

12.8

4.6

15.5

14.3
13.5

15.2

7.1

3.9

10.8

12.6
11.9

5.5 5.8

13.6

7.5

11.4

14.0

0.0

2.0

4.0

6.0

8.0

10.0

12.0

14.0

16.0

18.0

37.2

34.3

46.2

31.1

20.2

24.4

34.3

23.1

37.0

26.7

31.9

34.4 34.5

24.0

19.8

28.7

40.6

37.4

26.7

0.0

5.0

10.0

15.0

20.0

25.0

30.0

35.0

40.0

45.0

50.0

4.2

25.9
17.1 13.1

18.9
13.2

14.1

18.4

16.2
12.7

17.4
17.1

54.1 3.3

3.2

2.4

6.4 18.2

20.1

0.7

1.4

0.5

1.1
3.8

7.5

51.8
62.1

71.3

56.1
47.8

0.0

20.0

40.0

60.0

80.0

100.0

Credit institutions Microfinance 
organisations

Consumer 
credit cooperatives

Agricultural 
consumer credit 

cooperatives

Pawnshops Insurance entities

Completely distrust

Rather distrust than trust

Rather trust than distrust

Fully trust

Do not know / Refuse to answer

4.0

2.9 2.7

0.7

3.4
3.9 4.2 4.3

7.8

4.5

3.4

12.6

5.8

8.4

10.5

12.8

3.3

0.0

2.0

4.0

6.0

8.0

10.0

12.0

14.0

65.0

55.2

78.1

67.2

52.9

63.6
60.5

72.0
75.0

0.0

10.0

20.0

30.0

40.0

50.0

60.0

70.0

80.0

90.0

Reporting period

43.241.8

33.3

20.0

45.0

62.5

48.1

27.3

55.0 57.1

35.9
32.4 30.8

42.1

33.3 31.3

44.4

53.9

14.3

0.0

10.0

20.0

30.0

40.0

50.0

60.0

70.0

Micro-
enterprise

Small 
enterprise

Medium 
enterprise

Individual 
entrepreneur

Russia Central 
FD

North-Western 
FD

Southern 
FD

North Caucasus 
FD

Volga 
FD

Urals 
FD

Siberian 
FD

Far Eastern 
FD

2017 survey Reporting period

Russia Central 
FD

North-Western 
FD

Southern 
FD

North Caucasus 
FD

Volga 
FD

Urals 
FD

Siberian 
FD

Far Eastern 
FD

Russia Central 
FD

North-Western 
FD

Southern 
FD

North Caucasus 
FD

Volga 
FD

Urals 
FD

Siberian 
FD

Far Eastern 
FD

Russia Central 
FD

North-Western 
FD

Southern 
FD

North Caucasus 
FD

Volga 
FD

Urals 
FD

Siberian 
FD

Far Eastern 
FD

2016 survey 2017 survey Reporting period

Russia Central 
FD

North-Western 
FD

Southern 
FD

North Caucasus 
FD

Volga 
FD

Urals 
FD

Siberian 
FD

Far Eastern 
FD

2016 survey 2017 survey Reporting period

Russia Central 
FD

North-Western 
FD

Southern 
FD

North Caucasus 
FD

Volga 
FD

Urals 
FD

Siberian 
FD

Far Eastern 
FD

2016 survey 2017 survey Reporting period

Russia Central 
FD

North-Western 
FD

Southern 
FD

North Caucasus 
FD

Volga 
FD

Urals 
FD

Siberian 
FD

Far Eastern 
FD

2016 survey 2017 survey Reporting period

Russia Central 
FD

North-Western 
FD

Southern 
FD

North Caucasus 
FD

Volga 
FD

Urals 
FD

Siberian 
FD

Far Eastern 
FD

Russia Central 
FD

North-Western 
FD

Southern 
FD

North Caucasus 
FD

Volga 
FD

Urals 
FD

Siberian 
FD

Far Eastern 
FD

2016 survey 2017 survey Reporting period

Russia Central 
FD

North-Western 
FD

Southern 
FD

North Caucasus 
FD

Volga 
FD

Urals 
FD

Siberian 
FD

Far Eastern 
FD

Table 11. Cost of Certain Financial Services for Individuals

Indicator As of January 1, 
2016

As of January 1, 
2017

As of January 1, 
2018

Average cost of opening a current account for individuals (₽) 0.0 0.0 0.0

Average cost of servicing2 a current account for individuals (₽) 39.4 42.7 43.7

Average cost of a funds transfer from a bank account of a natural person in 
the amount equivalent to $200 3.1 2.9 2.7

Source: Survey ordered by the Bank of Russia (desk study of CIs’ tariffs). 

1	 The indicator has been calculated only for the adult population who used a loan in the reporting period.
2	  For a calendar month.
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If broken down by SME types, 28.8% of micro-en-

terprises, 54.5% of small enterprises, 66.7% of medi-

um-sized enterprises, and 22.7% of IEs having active 

loans were required to provide collateral when obtain-

ing their last loan. 

The value of the index of financial services af-

fordability for businesses in Russia3 was 3.4 for 2017 

1	 The indicator is calculated only for SMEs having active loans.
2	 For a calendar month.
3	 The index (Affordability of Financial Services from the Global Competitiveness Index of the World Economic Forum; calculated 
based on the results of the Executive Opinion Survey) can take a value from 1 to 7 (the best value). The value of this index is the 
two-year weighted average score of answers given by business executives (large, small, and medium-sized businesses from various 
sectors) to the question: ‘To what extent does the cost of financial services (e.g., insurance, credits, trade finance) impede business 
activity in your country?’ on a scale from 1 (strongly impedes) to 7 (does not impede at all). 

and 2018, whereas for 2016 and 2017 it equaled 3.2. 

The Bank of Russia monitors this indicator. 

In 2017, the average cost of opening a bank ac-

count for SMEs increased by 8.4%, and the average 

cost of servicing such an account increased by 27%. 

Chart 70. Share of SMEs that were required to provide collateral when obtaining their last loan1, broken down 
by federal districts (%) 

Source: Survey ordered by the Bank of Russia.
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Table 12. Cost of Certain Financial Services for SMEs

Indicator As of 1 January 
2016

As of 1 January 
2017

As of 1 January 
2018

Average cost of opening a bank account for SMEs (₽) 1,281.8 1,553.3 1,683.8

Average cost of servicing2 a bank account for SMEs (₽) 984.0 1,146.8 1,456.4

Source: Survey ordered by the Bank of Russia (desk study of CIs’ tariffs). 
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4. USEFULNESS OF FINANCIAL SERVICES

1	 INFE was created in 2008. OECD uses INFE as a platform for collection of data on financial literacy, research, preparation of 
analytical and comparative reports, and formulation of recommendations. INFE includes more than 240 public organisations from 
over 110 countries.
2	 Measuring Financial Literacy: Questionnaire and Guidance Notes for Conducting an Internationally Comparable Survey of Financial 
Literacy. URL: http://www.oecd.org/finance/ financial-education/49319977.pdf.
3	 The value of the financial knowledge indicator can take a value from 0 to 6, where 6 means that 100 % of the population understands 
the economic sense of all the following six financial and economic terms: inflation, interest rate, compounding, money illusion, risk 
diversification, the main purpose of insurance. The definitions of the terms were not asked.

The usefulness of financial services is character-

ised by financial inclusion indicators measuring the fi-

nancial literacy level of the population, customers’ un-

derstanding of financial services provided to them, and 

the influence of financial services on quality of life. 

4.1. Usefulness of Financial 
Services for Individuals

One of the main indicators in this section is the in-

dicator reflecting the level of the adult population’s fi-

nancial knowledge.

It should be noted that financial knowledge is one 

of the components of the population’s financial liter-

acy. In general, the expert community has reached 

a consensus on the broad definition of financial litera-

cy. It is the definition used in the OECD (Organisation 

for Economic Cooperation and Development)/INFE 

(International Network on Financial Education) pro-

ject1. Financial literacy is broadly defined as a ‘combi-

nation of awareness, knowledge, skill, attitude, and be-

haviour necessary to make sound financial decisions 

and ultimately achieve individual financial well-be-

ing’ (2012)2. The OECD/INFE International Survey of 

Adult Financial Literacy Competencies published in 

November 2016 considered financial literacy as finan-

cial competency – that is, not only indicators of fi-

nancial knowledge were measured, but also those of 

financial behaviour and financial attitudes. Financial 

knowledge is a mere understanding of the sense of 

Chart 71. Financial knowledge indicator, broken down by federal districts3

Source: Survey ordered by the Bank of Russia.
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Chart 72. Individuals’ understanding of the economic sense of various financial terms, broken down  
by federal districts (%)

Source: Survey ordered by the Bank of Russia.
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Chart 73. Individuals’ understanding of the economic sense of various financial terms, broken down  
by type of settlement (%)

Source: Survey ordered by the Bank of Russia.
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financial and economic terms and phenomena by 

the population.

It must be noted that the financial literacy study car-

ried out by the Public Opinion Foundation and ordered 

by the Bank of Russia, showed an increase from 2017 

to 2018 in the subindex of financial behaviour, which 

is the most important component of financial literacy, 

from 50 to 52 and an increase in the financial attitude 

subindex from 52 to 53. However, the financial knowl-

edge subindex decreased from 54 to 53. 

The measurement of financial inclusion indica-

tors showed a low level of financial knowledge in 

Russia. Moreover, the financial knowledge indicator 

decreased over the reporting period. For example, 

1	 The target values of the financial knowledge indicator are set in the Guidelines for the Development of the Russian Financial Market 
in 2016–2018. 

among all federal districts, only the NCFD, the SibFD, 

and the FEFD  showed an increase in the financial 

knowledge indicator. Thus, the 2018 target for the fi-

nancial knowledge indicator (2.5)1 was not achieved. 

During the measurement of financial inclusion in-

dicators, the population’s understanding levels of 

the sense of financial and economic terms and phe-

nomena such as inflation, interest rate, compounding, 

money illusion, risk diversification, and the main pur-

pose of insurance were measured.

The highest values of the financial knowledge in-

dicator were in the SibFD (2.7) and the FEFD (2.6), 

and the lowest, in the NWFD (1.1) and the VFD (1.2). 

Chart 74. Individuals’ understanding of the economic sense of various financial terms, broken down by age (%)

Source: Survey ordered by the Bank of Russia.
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In all federal districts of Russia adults best under-

stood the economic sense of the term ‘interest rate’ 

(42.4% of adults). The highest percentage of adults un-

derstanding economic sense of ‘interest rate’ (63.5% 

of the district’s adult population) was in the SibFD 

(63.5% of the district’s adult population), and the low-

est, in the VFD (29%). The term ‘inflation’ held the sec-

ond place by the population’s level of understanding 

of its economic sense (35.2%), ‘risk diversification’ 

was the third (31.4%), ‘money illusion’ was the fourth 

(22.2%), ‘compounding’ was the fifth (22.2%), and 

‘the main purpose of insurance’ was the last (19.9%). 

Chart 75. Individuals’ understanding of the economic sense of various financial terms, broken down by type of 
employment (%)

Source: Survey ordered by the Bank of Russia.

Chart 76. Individuals’ understanding of the economic sense of various financial terms, broken down by groups formed 
depending on the financial situation of a respondent (%)

Source: Survey ordered by the Bank of Russia.
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Among all settlement types, people living in ru-

ral areas (1.4) and those living in Moscow and Saint 

Petersburg (1.5) had the lowest values of the financial 

knowledge indicator. ‘Compounding’ was the worst un-

derstood economic term in rural areas (14.3%), and 

‘the main of purpose of insurance’, in Moscow and 

Saint Petersburg (8.9%). 

Among all age groups of the population, the low-

est values of the financial knowledge indicator were 

observed among people aged 71 and older (1.0) (1.3 

according to the 2017 survey data) and among peo-

ple aged 18–20 (1.4) (2.0 according to the 2017 sur-

vey data). 

Among population groups formed by type of em-

ployment, the worst values of the financial knowledge 

indicator were demonstrated by the retired (including 

due to disability) (1.3) (1.5 according to the 2017 sur-

vey data) and (temporarily) unemployed (1.4) (1.2 ac-

cording to the 2017 survey data). 

Among population groups formed depending on 

the financial situation of a respondent, the worst val-

ues of the financial knowledge indicator were observed 

among the low-income group whose financial situation 

can be described as ‘We hardly have enough money 

for food’ (0.8) (1.3 according to the 2017 survey data) 

and ‘We have enough money for food, but can hardly 

buy clothes’ (1.5) (1.6 according to the 2017 survey 

data). In general, as income increased, the level of un-

derstanding of various economic terms increased too. 

In the reporting period, there was a decrease in 

the percentages of population who, in their own es-

timation, definitely could not receive (by 9.3 pp) or 

highly likely could not receive (by 5.8 pp) emergency 

funding. At the same time, there was an increase in 

the percentages of population who, in their own es-

timation, highly likely could receive (by 15.6 pp) or 

definitely could receive (by 2.9 pp) emergency fund-

ing. Respondents in the FEFD were the most opti-

mistic: 55% of the district’s adult population was sure 

about obtaining emergency funding. People living in 

the SFD were the most pessimistic: 8.6% of the dis-

trict’s population believed that they definitely could not 

receive emergency funding, and 14.3% believed that 

they highly likely could not receive emergency funding. 

In the reporting period, there was an increase 

in the percentages of population who, as the main 

source of emergency funding, chose earnings or bor-

rowings from the employer (by 4.2 pp), borrowings 

Chart 77. Individuals’ estimation of their chances to obtain emergency funding, broken down by federal districts (%) 

Source: Survey ordered by the Bank of Russia.
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Chart 78. Main sources of emergency funding for individuals, broken down by federal districts (%)

Source: Survey ordered by the Bank of Russia.

Chart 79. Satisfaction of the adult population with the work of CIs when applying for and/or using financial services or 
in any other cases when they dealt with CIs, broken down by federal districts (%)

Source: Survey ordered by the Bank of Russia.
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from friends or relatives (by 5.4 pp), borrowings from 

a private informal organization (by 1.6 pp), and ob-

taining a loan from a financial institution (by 7.4 pp). 

There was a reduction in the percentages of adults 

who, as the main source of emergency funding, chose 

savings (by 4.5 pp) and other sources (by 30.6 pp). 

Respondents in the NCFD did not choose borrow-

ings from a private informal institution as a source of 

emergency funding at all.

In the reporting period, there was a slight decrease 

(change within the limits of sampling error) in the lev-

el of adults’ satisfaction with the work of CIs. For ex-

ample, 81.4% of adults in Russia were satisfied1 with 

work of CIs when applying for and/or using financial 

services or in any other cases when they dealt with 

CIs, and 12.6% were dissatisfied2. The highest level 

of dissatisfaction was in the NCFD (23.3%). 

In the reporting period, the level of satisfaction 

with MFOs decreased by 4.6 pp; however, most of 

the respondents could not assess the work of MFOs 

(72.9%). The highest level of satisfaction with MFOs, 

as of the survey date, was in the SFD (10.9%) and 

1	 Hereinafter, ‘Satisfied’ refers to the percentage of the population who selected the answers ‘Rather satisfied than dissatisfied’ and 
‘Fully satisfied’. 
2	 Hereinafter, ‘Dissatisfied’ refers to the percentage of the population who selected the answers ‘Rather dissatisfied than satisfied’ 
and ‘Completely dissatisfied’.

the VFD (10.5%), and the highest level of dissatis-

faction, in the NWFD (27.7%) and the SFD (26.3%). 

In the reporting period, the level of satisfaction 

with CCCs decreased by 1.9 pp; however, most of 

the respondents could not assess the work of CCCs 

(77.1%). The highest level of satisfaction with CCCs 

was in the SFD (13.2%) and the VFD (8.7%), and 

the highest level of dissatisfaction was in the NWFD 

(26.3%) and the SFD (14.3%). 

In the reporting period, the level of satisfaction with 

pawnshops decreased by 8.4 pp; however, most of 

the respondents could not assess the work of pawn-

shops (72.2%). The highest level of satisfaction with 

pawnshops was in the SFD (14.3%) and the CFD 

(9.5%), and the highest level of dissatisfaction was in 

the NWFD (23.6%) and the SFD (20.5%). 

In the reporting period, the level of satisfaction with 

insurance entities decreased by 7.3 pp; however, most 

of the respondents could not assess the work of insur-

ance entities (55.4%). The highest level of satisfaction 

with insurance entities was in the FEFD (41.6%) and 

the SFD (28.5%), and the highest level of dissatisfaction 

Chart 80. Satisfaction of the adult population with the work of MFOs when applying for and/or using financial services 
or in any other cases when they dealt with MFOs, broken down by federal districts (%)

Source: Survey ordered by the Bank of Russia.
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Chart 81. Satisfaction of the adult population with the work of CCCs when applying for and/or using financial services 
or in any other cases when they dealt with CCCs, broken down by federal districts (%)

Source: Survey by order of the Bank of Russia.

Chart 82. Satisfaction of the adult population with the work of pawnshops when applying for and/or using financial 
services or in any other cases when they dealt with pawnshops, broken down by federal districts (%)

Source: Survey ordered by the Bank of Russia.

До 3
00

0 р
уб

ле
й

30
00

–5
99

9 р
уб

ле
й

60
00

–9
99

9 р
уб

ле
й

10
 00

0–
14

 99
9 р

уб
ле

й

15
 00

0–
24

 99
9 р

уб
ле

й

25
 00

0–
34

 99
9 р

уб
ле

й

35
 00

0–
44

 99
9 р

уб
ле

й

45
 00

0–
54

 99
9 р

уб
ле

й

55
 00

0–
64

 99
9 р

уб
ле

й

65
 00

0–
74

 99
9 р

уб
ле

й

75
 00

0 р
уб

ле
й и

 вы
ше

Нам
 не

 вс
егд

а х
ва

тае
т 

де
не

г д
аж

е н
а е

ду

У н
ас

 до
ста

то
чн

о д
ен

ег 
на

 ед
у. 

но
 ку

пи
ть

 

од
еж

ду
 дл

я н
ас

 – 
се

рь
ез

на
я п

ро
бл

ем
а

Нам
 хв

ата
ет 

на
 ед

у и
 од

еж
ду

. н
о д

ля
 по

ку
пк

и 

им
по

рт
но

го
 хо

ло
ди

ль
ни

ка
 ил

и с
ти

ра
ль

но
й 

маш
ин

ы-ав
то

мата
 на

м пр
иш

ло
сь

 бы
 ко

пи
ть

 ил
и 

бр
ать

 в 
до

лг
/кр

ед
ит

В сл
уч

ае
 не

об
хо

ди
мос

ти
 м

ы м
ож

ем
 ле

гко
 

ку
пи

ть
 ос

но
вн

ую
 бы

то
ву

ю те
хн

ик
у и

 бе
з 

пр
ив

ле
че

ни
я з

ае
мны

х с
ре

дс
тв

. н
о м

аш
ин

а д
ля

 

на
с –

 не
по

зв
ол

ит
ел

ьн
ая

 ро
ск

ош
ь

Мы м
ож

ем
 по

зв
ол

ит
ь с

еб
е о

че
нь

 м
но

го
е. 

но
 в 

бл
иж

ай
шем

 бу
ду

щем
 не

 см
огл

и б
ы 

са
мос

то
ят

ел
ьн

о н
ак

оп
ит

ь д
аж

е 

на
 од

но
ко

мна
тн

ую
 кв

ар
ти

ру

У н
ас

 не
т н

ик
ак

их
 ф

ин
ан

со
вы

х з
атр

уд
не

ни
й. 

При
 не

об
хо

ди
мос

ти
 м

ы см
ож

ем
 ку

пи
ть

 

кв
ар

ти
ру

 ил
и д

ом
Отк

аз
 от

 от
ве

та 
/ З

атр
уд

ня
юсь

 от
ве

ти
ть

4.4 2.9
10.8 9.7

1.2 3.6 4.9 1.4 1.7
5.0 4.1

15.5

4.6

1.2 4.5 3.5
3.8 3.3

4.4
3.4

2.7

12.6

1.2

6.0 1.4
1.9 5.0

1.8
3.2

2.0 0.6

2.7

0.9

77.1 81.2

62.8 66.9

90.7
71.9 81.8 84.4

85.0

0.0

10.0

20.0

30.0

40.0

50.0

60.0

70.0

80.0

90.0

100.0

8.1 5.2
13.5 14.9

5.8 6.6 7.7 7.6 10.0

7.2
6.1

14.2 11.4

2.3
6.9 4.2 6.6 3.3

4.2
3.2

1.4 10.3

1.2

8.1
0.7 1.4 1.7

1.8
2.5

2.7

0.6

2.4
0.9 3.3

72.9 79.2

62.2
57.1

86.0
67.8

81.1 75.8
78.3

0.0

20.0

40.0

60.0

80.0

100.0

6.0 3.6
10.8 11.4

2.3 4.2 8.4 5.2 8.3
6.4

5.9

12.8 9.1

1.2
6.3

2.1 6.6
5.0

5.5
6.8

2.7 10.3

3.5

6.0 2.1 4.3 1.7
2.4 2.7

2.7
4.0

2.3

1.8
1.4

2.4

72.2 75.3
64.2

57.7

84.9 70.1 77.6
74.9 81.7

0.0

20.0

40.0

60.0

80.0

100.0

4.8 3.8 7.4
12.6

2.3 2.7 3.5 1.4
11.7

9.6 9.0

13.5
8.6

3.5
8.1 11.2 10.9

15.0

17.8
13.8

16.2 21.1

12.8

20.9 9.1
22.7

33.3

5.0
6.6

3.4

7.4

5.8

4.8

1.4

2.4

8.355.4 61.1
50.0

42.9

69.8 51.0 69.2

56.9

28.3

0.0

10.0

20.0

30.0

40.0

50.0

60.0

70.0

80.0

90.0

100.0

3.2 2.9
7.4 8.6

1.2 1.2 3.5 0.9
3.9 2.9

9.5 4.6

1.2 4.5 2.1 2.8 5.0

2.3 0.5

2.0 8.6

1.2
3.9

0.9 1.7
1.0

0.7

2.7 1.7

1.5
0.5

81.8 87.1

72.3 70.3

90.7 77.0 85.3 87.2 86.7

0.0

10.0

20.0

30.0

40.0

50.0

60.0

70.0

80.0

90.0

100.0

32.0
30.3

40.5 40.0

12.8

33.7

21.0

35.1
33.3

38.4
36.7

55.4

36.6

27.9

40.3

28.7

40.3

35.0

0.0

10.0

20.0

30.0

40.0

50.0

60.0

Loans Deposits

71.9
75.6 77.0

68.6

59.3

66.0

74.8 75.8
71.7

25.8
23.1

38.5
35.4

7.0

29.0

16.8

25.6

18.3

66.6

56.6

73.7 73.7

48.8

66.9

74.1
76.3 75.0

0.0

10.0

20.0

30.0

40.0

50.0

60.0

70.0

80.0

90.0

Debit cards (incl. payroll cards) Credit cards Transfers and payments

5.0

4.1
4.7

8.6

1.2

10.2

0.7

1.9

3.3
2.7

4.1

5.7

6.6

0.7
0.5

1.7

2.9

0.9

4.1

6.9 6.6

0.7
0.5

6.6

7.5

4.7

10.9

2.3

8.4

2.2

6.2

1.7

0.0

2.0

4.0

6.0

8.0

10.0

12.0

Loans from microfinance organisations

Loans from consumer credit cooperatives

Loans from agricultural consumer credit cooperatives

Loans from pawnshops

3.4 3.2

4.1

6.3

6.9

0.5

2.9

2.0

4.7 4.6

6.3

0.5

1.7

2.6

0.9

4.1

6.9

5.7

0.0

1.0

2.0

3.0

4.0

5.0

6.0

7.0

8.0

Loan contracts to place funds with microfinance organisations

Loan contracts to place funds with consumer credit cooperatives

Loan contracts to place funds with agricultural consumer credit cooperatives

11.8 10.2

17.6

11.4

3.5

19.4

9.8

4.7
8.3

13.7 15.2

19.6

11.4

3.5

20.3

10.5

4.7

11.7

49.8
51.8

44.6
41.7

38.4

50.2

58.7

52.6 53.3

19.3

23.5

16.2
18.9

11.6

21.5

12.6
15.6

23.3

0.0

10.0

20.0

30.0

40.0

50.0

60.0

Voluntary life insurance

Other voluntary insurance

Mandatory medical insurance

Other mandatory insurance

65.5

70.6

64.9
67.4

43.0

59.7

75.5

62.6

75.0

10.3 10.2 9.5 10.9

17.4

11.9

3.5

11.9

3.3

15.6
12.9

18.2

13.7

29.1

17.3

11.2
14.7

20.0

0.0

10.0

20.0

30.0

40.0

50.0

60.0

70.0

80.0

Quality of life improved Quality of life deteriorated Quality of life remained unchanged

54.3

62.9

46.0

57.7

44.2 46.3

50.4

59.7

51.7

0.0

10.0

20.0

30.0

40.0

50.0

60.0

70.0

Completely dissatisfied

Rather dissatisfied than satisfied

Rather satisfied than dissatisfied

Fully satisfied

Never dealt with an MFO

Russia Central 
FD

North-Western 
FD

Southern 
FD

North Caucasus 
FD

Volga 
FD

Urals 
FD

Siberian 
FD

Far Eastern 
FD

Completely dissatisfied

Rather dissatisfied than satisfied

Rather satisfied than dissatisfied

Fully satisfied

Never dealt with a CCC

Russia Central 
FD

North-Western 
FD

Southern 
FD

North Caucasus 
FD

Volga 
FD

Urals 
FD

Siberian 
FD

Far Eastern 
FD

Completely dissatisfied

Rather dissatisfied than satisfied

Rather satisfied than dissatisfied

Fully satisfied

Never dealt with a pawnshop

Russia Central 
FD

North-Western 
FD

Southern 
FD

North Caucasus 
FD

Volga 
FD

Urals 
FD

Siberian 
FD

Far Eastern 
FD

Completely dissatisfied

Rather dissatisfied than satisfied

Rather satisfied than dissatisfied

Fully satisfied

Never dealt with an insurance entity

Russia Central 
FD

North-Western 
FD

Southern 
FD

North Caucasus 
FD

Volga 
FD

Urals 
FD

Siberian 
FD

Far Eastern 
FD

Completely dissatisfied

Rather dissatisfied than satisfied

Rather satisfied than dissatisfied

Fully satisfied

Never dealt with an ACCC 

Russia Central 
FD

North-Western 
FD

Southern 
FD

North Caucasus 
FD

Volga 
FD

Urals 
FD

Siberian 
FD

Far Eastern 
FD

Russia Central 
FD

North-Western 
FD

Southern 
FD

North Caucasus 
FD

Volga 
FD

Urals 
FD

Siberian 
FD

Far Eastern 
FD

Russia Central 
FD

North-Western 
FD

Southern 
FD

North Caucasus 
FD

Volga 
FD

Urals 
FD

Siberian 
FD

Far Eastern 
FD

Russia Central 
FD

North-Western 
FD

Southern 
FD

North Caucasus 
FD

Volga 
FD

Urals 
FD

Siberian 
FD

Far Eastern 
FD

Russia Central 
FD

North-Western 
FD

Southern 
FD

North Caucasus 
FD

Volga 
FD

Urals 
FD

Siberian 
FD

Far Eastern 
FD

Russia Central 
FD

North-Western 
FD

Southern 
FD

North Caucasus 
FD

Volga 
FD

Urals 
FD

Siberian 
FD

Far Eastern 
FD

Russia Central 
FD

North-Western 
FD

Southern 
FD

North Caucasus 
FD

Volga 
FD

Urals 
FD

Siberian 
FD

Far Eastern 
FD

Russia Central 
FD

North-Western 
FD

Southern 
FD

North Caucasus 
FD

Volga 
FD

Urals 
FD

Siberian 
FD

Far Eastern 
FD

До 3
00

0 р
уб

ле
й

30
00

–5
99

9 р
уб

ле
й

60
00

–9
99

9 р
уб

ле
й

10
 00

0–
14

 99
9 р

уб
ле

й

15
 00

0–
24

 99
9 р

уб
ле

й

25
 00

0–
34

 99
9 р

уб
ле

й

35
 00

0–
44

 99
9 р

уб
ле

й

45
 00

0–
54

 99
9 р

уб
ле

й

55
 00

0–
64

 99
9 р

уб
ле

й

65
 00

0–
74

 99
9 р

уб
ле

й

75
 00

0 р
уб

ле
й и

 вы
ше

Нам
 не

 вс
егд

а х
ва

тае
т 

де
не

г д
аж

е н
а е

ду

У н
ас

 до
ста

то
чн

о д
ен

ег 
на

 ед
у. 

но
 ку

пи
ть

 

од
еж

ду
 дл

я н
ас

 – 
се

рь
ез

на
я п

ро
бл

ем
а

Нам
 хв

ата
ет 

на
 ед

у и
 од

еж
ду

. н
о д

ля
 по

ку
пк

и 

им
по

рт
но

го
 хо

ло
ди

ль
ни

ка
 ил

и с
ти

ра
ль

но
й 

маш
ин

ы-ав
то

мата
 на

м пр
иш

ло
сь

 бы
 ко

пи
ть

 ил
и 

бр
ать

 в 
до

лг
/кр

ед
ит

В сл
уч

ае
 не

об
хо

ди
мос

ти
 м

ы м
ож

ем
 ле

гко
 

ку
пи

ть
 ос

но
вн

ую
 бы

то
ву

ю те
хн

ик
у и

 бе
з 

пр
ив

ле
че

ни
я з

ае
мны

х с
ре

дс
тв

. н
о м

аш
ин

а д
ля

 

на
с –

 не
по

зв
ол

ит
ел

ьн
ая

 ро
ск

ош
ь

Мы м
ож

ем
 по

зв
ол

ит
ь с

еб
е о

че
нь

 м
но

го
е. 

но
 в 

бл
иж

ай
шем

 бу
ду

щем
 не

 см
огл

и б
ы 

са
мос

то
ят

ел
ьн

о н
ак

оп
ит

ь д
аж

е 

на
 од

но
ко

мна
тн

ую
 кв

ар
ти

ру

У н
ас

 не
т н

ик
ак

их
 ф

ин
ан

со
вы

х з
атр

уд
не

ни
й. 

При
 не

об
хо

ди
мос

ти
 м

ы см
ож

ем
 ку

пи
ть

 

кв
ар

ти
ру

 ил
и д

ом
Отк

аз
 от

 от
ве

та 
/ З

атр
уд

ня
юсь

 от
ве

ти
ть

4.4 2.9
10.8 9.7

1.2 3.6 4.9 1.4 1.7
5.0 4.1

15.5

4.6

1.2 4.5 3.5
3.8 3.3

4.4
3.4

2.7

12.6

1.2

6.0 1.4
1.9 5.0

1.8
3.2

2.0 0.6

2.7

0.9

77.1 81.2

62.8 66.9

90.7
71.9 81.8 84.4

85.0

0.0

10.0

20.0

30.0

40.0

50.0

60.0

70.0

80.0

90.0

100.0

8.1 5.2
13.5 14.9

5.8 6.6 7.7 7.6 10.0

7.2
6.1

14.2 11.4

2.3
6.9 4.2 6.6 3.3

4.2
3.2

1.4 10.3

1.2

8.1
0.7 1.4 1.7

1.8
2.5

2.7

0.6

2.4
0.9 3.3

72.9 79.2

62.2
57.1

86.0
67.8

81.1 75.8
78.3

0.0

20.0

40.0

60.0

80.0

100.0

6.0 3.6
10.8 11.4

2.3 4.2 8.4 5.2 8.3
6.4

5.9

12.8 9.1

1.2
6.3

2.1 6.6
5.0

5.5
6.8

2.7 10.3

3.5

6.0 2.1 4.3 1.7
2.4 2.7

2.7
4.0

2.3

1.8
1.4

2.4

72.2 75.3
64.2

57.7

84.9 70.1 77.6
74.9 81.7

0.0

20.0

40.0

60.0

80.0

100.0

4.8 3.8 7.4
12.6

2.3 2.7 3.5 1.4
11.7

9.6 9.0

13.5
8.6

3.5
8.1 11.2 10.9

15.0

17.8
13.8

16.2 21.1

12.8

20.9 9.1
22.7

33.3

5.0
6.6

3.4

7.4

5.8

4.8

1.4

2.4

8.355.4 61.1
50.0

42.9

69.8 51.0 69.2

56.9

28.3

0.0

10.0

20.0

30.0

40.0

50.0

60.0

70.0

80.0

90.0

100.0

3.2 2.9
7.4 8.6

1.2 1.2 3.5 0.9
3.9 2.9

9.5 4.6

1.2 4.5 2.1 2.8 5.0

2.3 0.5

2.0 8.6

1.2
3.9

0.9 1.7
1.0

0.7

2.7 1.7

1.5
0.5

81.8 87.1

72.3 70.3

90.7 77.0 85.3 87.2 86.7

0.0

10.0

20.0

30.0

40.0

50.0

60.0

70.0

80.0

90.0

100.0

32.0
30.3

40.5 40.0

12.8

33.7

21.0

35.1
33.3

38.4
36.7

55.4

36.6

27.9

40.3

28.7

40.3

35.0

0.0

10.0

20.0

30.0

40.0

50.0

60.0

Loans Deposits

71.9
75.6 77.0

68.6

59.3

66.0

74.8 75.8
71.7

25.8
23.1

38.5
35.4

7.0

29.0

16.8

25.6

18.3

66.6

56.6

73.7 73.7

48.8

66.9

74.1
76.3 75.0

0.0

10.0

20.0

30.0

40.0

50.0

60.0

70.0

80.0

90.0

Debit cards (incl. payroll cards) Credit cards Transfers and payments

5.0

4.1
4.7

8.6

1.2

10.2

0.7

1.9

3.3
2.7

4.1

5.7

6.6

0.7
0.5

1.7

2.9

0.9

4.1

6.9 6.6

0.7
0.5

6.6

7.5

4.7

10.9

2.3

8.4

2.2

6.2

1.7

0.0

2.0

4.0

6.0

8.0

10.0

12.0

Loans from microfinance organisations

Loans from consumer credit cooperatives

Loans from agricultural consumer credit cooperatives

Loans from pawnshops

3.4 3.2

4.1

6.3

6.9

0.5

2.9

2.0

4.7 4.6

6.3

0.5

1.7

2.6

0.9

4.1

6.9

5.7

0.0

1.0

2.0

3.0

4.0

5.0

6.0

7.0

8.0

Loan contracts to place funds with microfinance organisations

Loan contracts to place funds with consumer credit cooperatives

Loan contracts to place funds with agricultural consumer credit cooperatives

11.8 10.2

17.6

11.4

3.5

19.4

9.8

4.7
8.3

13.7 15.2

19.6

11.4

3.5

20.3

10.5

4.7

11.7

49.8
51.8

44.6
41.7

38.4

50.2

58.7

52.6 53.3

19.3

23.5

16.2
18.9

11.6

21.5

12.6
15.6

23.3

0.0

10.0

20.0

30.0

40.0

50.0

60.0

Voluntary life insurance

Other voluntary insurance

Mandatory medical insurance

Other mandatory insurance

65.5

70.6

64.9
67.4

43.0

59.7

75.5

62.6

75.0

10.3 10.2 9.5 10.9

17.4

11.9

3.5

11.9

3.3

15.6
12.9

18.2

13.7

29.1

17.3

11.2
14.7

20.0

0.0

10.0

20.0

30.0

40.0

50.0

60.0

70.0

80.0

Quality of life improved Quality of life deteriorated Quality of life remained unchanged

54.3

62.9

46.0

57.7

44.2 46.3

50.4

59.7

51.7

0.0

10.0

20.0

30.0

40.0

50.0

60.0

70.0

Completely dissatisfied

Rather dissatisfied than satisfied

Rather satisfied than dissatisfied

Fully satisfied

Never dealt with an MFO

Russia Central 
FD

North-Western 
FD

Southern 
FD

North Caucasus 
FD

Volga 
FD

Urals 
FD

Siberian 
FD

Far Eastern 
FD

Completely dissatisfied

Rather dissatisfied than satisfied

Rather satisfied than dissatisfied

Fully satisfied

Never dealt with a CCC

Russia Central 
FD

North-Western 
FD

Southern 
FD

North Caucasus 
FD

Volga 
FD

Urals 
FD

Siberian 
FD

Far Eastern 
FD

Completely dissatisfied

Rather dissatisfied than satisfied

Rather satisfied than dissatisfied

Fully satisfied

Never dealt with a pawnshop

Russia Central 
FD

North-Western 
FD

Southern 
FD

North Caucasus 
FD

Volga 
FD

Urals 
FD

Siberian 
FD

Far Eastern 
FD

Completely dissatisfied

Rather dissatisfied than satisfied

Rather satisfied than dissatisfied

Fully satisfied

Never dealt with an insurance entity

Russia Central 
FD

North-Western 
FD

Southern 
FD

North Caucasus 
FD

Volga 
FD

Urals 
FD

Siberian 
FD

Far Eastern 
FD

Completely dissatisfied

Rather dissatisfied than satisfied

Rather satisfied than dissatisfied

Fully satisfied

Never dealt with an ACCC 

Russia Central 
FD

North-Western 
FD

Southern 
FD

North Caucasus 
FD

Volga 
FD

Urals 
FD

Siberian 
FD

Far Eastern 
FD

Russia Central 
FD

North-Western 
FD

Southern 
FD

North Caucasus 
FD

Volga 
FD

Urals 
FD

Siberian 
FD

Far Eastern 
FD

Russia Central 
FD

North-Western 
FD

Southern 
FD

North Caucasus 
FD

Volga 
FD

Urals 
FD

Siberian 
FD

Far Eastern 
FD

Russia Central 
FD

North-Western 
FD

Southern 
FD

North Caucasus 
FD

Volga 
FD

Urals 
FD

Siberian 
FD

Far Eastern 
FD

Russia Central 
FD

North-Western 
FD

Southern 
FD

North Caucasus 
FD

Volga 
FD

Urals 
FD

Siberian 
FD

Far Eastern 
FD

Russia Central 
FD

North-Western 
FD

Southern 
FD

North Caucasus 
FD

Volga 
FD

Urals 
FD

Siberian 
FD

Far Eastern 
FD

Russia Central 
FD

North-Western 
FD

Southern 
FD

North Caucasus 
FD

Volga 
FD

Urals 
FD

Siberian 
FD

Far Eastern 
FD

Russia Central 
FD

North-Western 
FD

Southern 
FD

North Caucasus 
FD

Volga 
FD

Urals 
FD

Siberian 
FD

Far Eastern 
FD

4. USEFULNESS OF FINANCIAL SERVICES



74 REPORT ON FINANCIAL INCLUSION  
IN THE RUSSIAN FEDERATION 2017

2018

Chart 83. Satisfaction of the adult population with the work of insurance entities (insurance organisations, mutual 
insurance societies, and insurance brokers) when applying for and/or using financial services or in any other cases 

when they dealt with insurance entities, broken down by federal districts (%)

Source: Survey ordered by the Bank of Russia.

Chart 84. Satisfaction of the adult population with the work of ACCCs when applying for and/or using financial services 
or in any other cases when they dealt with ACCCs, broken down by federal districts (%)

Source: Survey ordered by the Bank of Russia.
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was also observed in these federal districts, 26.7%, 

and 21.2%, respectively.

In the reporting period, the level of satisfaction 

with ACCCs decreased by 2.8 pp; however, most of 

the respondents could not assess the work of ACCCs 

(81.8%). The highest level of satisfaction with ACCCs 

was in the SFD (10.3%) and the VFD (5.4%), and 

the highest level of dissatisfaction was in the NWFD 

(16.9%) and the SFD (13.2%). 

Almost in all federal districts, the level of satisfac-

tion with deposits was higher than the level of satis-

faction with loans. The highest level of satisfaction 

Chart 85. Share of adult population positively assessing their satisfaction with financial products/services  
(CI loans and deposits), broken down by federal districts (%)

Source: Survey ordered by the Bank of Russia.

Chart 86. Share of adult population positively assessing their satisfaction with financial products/services (debit cards, 
credit cards, transfers and payments), broken down by federal districts (%)

Source: Survey ordered by the Bank of Russia.
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with both deposits (55.4%) and loans (40.5%) was in 

the NWFD, and the lowest level of satisfaction with 

these financial products was in the NCFD (27.9% and 

12.8%, respectively). 

Chart 87. Share of adult population positively assessing their satisfaction with financial products/services (NBFI loans), 
broken down by federal districts (%) 

Source: Survey ordered by the Bank of Russia.

Chart 88. Share of adult population positively assessing their satisfaction with financial products/services (placement 
of funds in the form of a loan), broken down by federal districts (%)

Source: Survey ordered by the Bank of Russia.
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The highest levels of satisfaction with debit cards 

(including payroll cards), credit cards, transfers and 

payments were in the NWFD (77.0%, 38.5%, and 

73.7%, respectively), and the lowest levels were in 

the NCFD (59.3%, 7.0%, and 48.8%, respectively). 

The highest levels of satisfaction with loans from 

MFOs, CCCs, ACCCs, and pawnshops were ob-

served in the SFD and the VFD. The highest lev-

els of dissatisfaction with loans from MFOs were in 

the NWFD (19.6%) and the VFD (12%); with loans 

from CCCs, in the NWFD (15.5%) and the SFD 

(8.5%); with loans from ACCCs, also in the NWFD 

(12.9%) and the SFD (7.4%); and with loans from 

pawnshops, in the same federal districts (23.0% and 

13.1%, respectively).

The highest percentages of the population satis-

fied with placement of funds in the form of a loan at 

MFOs (6.9%) and CCCs (5.7%) were in the VFD, and 

in ACCCs (6.9%), in the SFD. The highest percent-

ages of the population dissatisfied with placement of 

funds at MFOs (18.2%), CCCs (14.8%), and ACCCs 

(12.9%) were in the NWFD. 

It should be noted that the population in the NCFD 

was not able to assess the above-mentioned finan-

cial products at all, whereas all the respondents in 

the UFD  were dissatisfied with them (7.0%, with 

placement of funds at MFOs in the form of a loan; 

5.6%, with placement of funds at CCCs in the form of 

a loan; and 4.2%, with placement of funds at ACCCs 

in the form of a loan). 

The highest percentages of the population that could 

assess voluntary life insurance were in the the NWFD 

(36.5%) and the VFD (27.2%), other voluntary insur-

ance, in the NWFD (38.6%) and the VFD (29.3%); 

mandatory medical insurance, in the NWFD (75%) 

and the FEFD (76.7%), other mandatory insurance, 

in the SFD (38.3%) and the NWFD (35.1%). 

The lowest percentages of the population that could 

assess the above-mentioned insurance products were 

in the NCFD. The highest level of satisfaction with vol-

untary insurance services was observed in the VFD, 

and the lowest level, in the NWFD. The highest level 

of satisfaction with other mandatory insurance was in 

the CFD (23.5%) and the FEFD (23.3%), and the low-

est level, in the SFD (19.4%) and the NWFD (18.9%). 

In the reporting period, there was a significant 

(19.4 pp) increase in the percentage of adults believ-

ing that the use of financial services contributed to 

the improvement in their quality of life, and a 12.5 pp 

decrease in the percentage of adults believing that 

the use of financial services contributed to the deteri-

oration in their quality of life. Respondents in the UFD 

were the most optimistic, and respondents in the NCFD 

were the most pessimistic.

The lowest percentage of adults ready to start regu-

larly using remote channels to access financial servic-

Chart 89. Share of adult population positively assessing their satisfaction with financial products/services (insurance 
services), broken down by federal districts (%)

Source: Survey ordered by the Bank of Russia.
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Chart 90. Influence of financial services use on the quality of life of the adult population, broken down by federal 
districts (%)

Source: Survey ordered by the Bank of Russia.

Chart 91. Share of adult population ready to start regularly using remote channels to access financial services, if the 
option is available, broken down by federal districts (%)1

Source: Survey ordered by the Bank of Russia.

1	 The basis for calculation of this indicator is the population that never used or used only once remote services (Internet banking 
and/or mobile banking) as a means of interaction with a financial institution.
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es was in the NCFD (44.2%), and the highest percent-

age was in the CFD (62.9%). Among people living in 

rural areas, this indicator amounted to 50.9%. The indi-

cator decreased rapidly as age increased (after the age 

of 50) and equaled as little as 18.8% in the population 

group aged 71 and older. Among the retired (includ-

ing due to disability), this indicator was 22.7%. It was 

also significantly below average in low-income pop-

ulation groups (‘We hardly have enough money for 

food’ (38.9%) and ‘We have enough money for food, 

but can hardly buy clothes’ (35.1%). 

In comparison with 2017, there was a significant 

increase in the level of satisfaction with remote ac-

cess channels to financial services – about 10 pp for 

Internet banking with the use of a PC/laptop/tablet/

smartphone and about 13 pp on average for mobile 

banking through an application or by sending SMS to 

a short number.

The highest levels of satisfaction with the above-men-

tioned access channels were observed among res-

idents of Moscow and Saint Petersburg and million 

plus cities; in the population group aged 18–40; among 

students and entrepreneurs/self-employed, and in 

the high-income population group (‘We do not have 

any financial difficulties. We can afford a flat or a coun-

try house’); and residents of the CFD. 

4.2. Usefulness of Financial 
Services for SMEs

In the reporting period, the share of SMEs satis-

fied with the work of CIs when applying for and/or us-

ing financial services for businesses or in any other 

cases when dealt with these institutions decreased by 

5.2 pp. SMEs in the NWFD were the most satisfied 

with the work of CIs (89.1%), and SMEs in the SFD 

had the lowest level of satisfaction (68.2%). 

In the reporting period, the share of SMEs satisfied 

with the work of MFOs decreased by 1.4 pp. The lev-

el of dissatisfaction with the work of these financial in-

Chart 92. Level of satisfaction with remote access channels to financial services1 (%)

Source: Survey ordered by the Bank of Russia.

1	 Share of the adult population who positively assessed (4 or 5 points, with 5 being the maximum score) the channel of access to 
financial services by all characteristics: ease of access, availability everywhere; affordable cost; a good protection level, security; 
fast access, acceptable waiting time. 
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stitutions (5.2%) was higher than the level of satisfac-

tion with their work (3.4%). 

As of the survey date, the share of SMEs satis-

fied with the work of CCCs was equal to the share of 

SMEs dissatisfied with their work (2% each). All SMEs 

from the UFD that assessed the work of CCCs were 

fully satisfied with their work (2.1%), and those from 

the SFD were either completely dissatisfied (4.8%) or 

Chart 93. Satisfaction of SMEs with the work of CIs when applying for and/or using financial services for businesses or 
in any other cases when they dealt with CIs, broken down by federal districts (%)

Source: Survey ordered by the Bank of Russia.

Chart 94. Satisfaction of SMEs with the work of MFOs when applying for and/or using financial services for businesses 
or in any other cases when they dealt with them, broken down by federal districts (%)

Source: Survey ordered by the Bank of Russia.
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fully satisfied (3.2%). The SMEs surveyed in the VFD 

could not assess the work of CCCs. 

In the reporting period, the level of SMEs’ satisfac-

tion with the work of insurance entities decreased by 

6.2 pp. In most of the federal districts, the level of sat-

isfaction with the work of insurance entities was sig-

nificantly higher than the dissatisfaction level, except 

the SFD (where the dissatisfaction and satisfaction 

Chart 95. Satisfaction of SMEs with the work of CCCs when applying for and/or using financial services for businesses 
or in any other cases when they dealt with them, broken down by federal districts (%)

Source: Survey ordered by the Bank of Russia.
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Chart 96. Satisfaction of SMEs with work of insurance entities when applying for and/or using financial services for 
businesses or in any other cases when they dealt with them, broken down by federal districts (%)

Source: Survey ordered by the Bank of Russia.
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levels were equal) and the UFD (where the satisfac-

tion level was only 2.1 pp higher than the dissatisfac-

tion level). 

In the reporting period, the share of SMEs satis-

fied with the work of leasing companies decreased by 

2 pp. In the NCFD, there was the highest level of sat-

isfaction with these financial institutions (31.6% – that 

Chart 97. Satisfaction of SMEs with the work of leasing companies when applying for and/or using financial services for 
businesses or in any other cases when they dealt with them, broken down by federal districts (%)

Source: Survey ordered by the Bank of Russia.

Chart 98. Satisfaction of SMEs with the work of factoring companies when applying for and/or using financial services 
for businesses or in any other cases when they dealt with them, broken down by federal districts (%)

Source: Survey ordered by the Bank of Russia.
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Chart 99. Satisfaction of SMEs with the work of ACCCs when applying for and/or using financial services for businesses 
or in any other cases when they dealt with them, broken down by federal districts (%)

Source: Survey ordered by the Bank of Russia.
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Chart 100. SMEs’ estimation of their chances to finance their businesses in case of emergency, broken down  
by federal districts (%) 

Source: Survey ordered by the Bank of Russia.
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is, 13.2 pp higher than Russia’s average). The high-

est level of dissatisfaction was in the NWFD (5.4%), 

the VFD (5.1%), and the NCFD (5.3%).

In the reporting period, the share of SMEs satis-

fied with the work of factoring companies decreased 

by 2 pp. In the NCFD, there was the highest level of 

satisfaction with these financial institutions (10.6%). 

The highest level of dissatisfaction with them was in 

the NWFD (3.6%). 

In the reporting period, the share of SMEs satisfied 

with the work of ACCC decreased by 1.6 pp. SMEs 

in the NCFD demonstrated the highest level of satis-

faction with the work of ACCCs (5.3%), and the high-

est level of SME dissatisfaction with ACCCs was in 

the NWFD (3.6%). 

The SMEs surveyed in the VFD and the FEFD 

could not assess the work of ACCCs. 

As of the survey date, the shares of SMEs believ-

ing that their businesses could definitely/highly likely 

could not/definitely could not find an additional fund-

ing source in case of emergency remained almost 

unchanged. The share of SMEs believing that they 

highly likely could find an additional funding source 

in case of emergency decreased by 4.8 pp. SMEs in 

the FEFD were the most pessimistic: 30.7% of the dis-

trict’s SMEs believed that they definitely/highly likely 

could not find an additional funding source. 
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5. APPENDIX

5.1. Survey methodology

Survey of individuals

INFORMATION COLLECTION 
METHODOLOGY

Quantitative survey based on the Omnibus tech-

nology. A monthly representative nationwide survey. 

The questionnaire contains various topical units with 

questions from different customers.

Respondents choose the survey method most suit-

able for them: 

• � a street interview near office, business, and shop-

ping centers (TAPI);

• � an interview at the place of residence (in a res-

idential district, by the porch, TAPI);

• � an online interview with a recruiter through an 

online panel (CAWI);

• � an online interview with a pre-recruiter (hybrid 

CATI): 

– � using mobile phones,

– � using stationary phones,

– � using social networks.

SAMPLING METHOD

Nationwide sample: 1,600 respondents represent-

ing Russia’s population aged 18 and older broken 

down by gender, age, level of education, and type 

of settlement (distribution in accordance with official 

statistics).

The sampling error for the adult population at 

the level of Russia, is not more than 2.5% at 95% 

confidence level.

The survey is held in over 150 settlements in 42 

regions. All federal districts are covered.

QUALITY CONTROL: 

• � at least 20% of each interviewer’s questionnaires 

(by phone, with the purpose of establishing that 

the conversations took place and the reliability 

of answers given); 

• � automatic monitoring of questionnaire comple-

tion, audio recording, GPS coordinate control; 

• � logical and arithmetic data control.

Survey of SMEs

INFORMATION COLLECTION 
METHODOLOGY

Quantitative survey. Phone interview with top offi-

cials of SMEs taking financial decisions:

• � chief executive officer;

• � commercial director;

• � chief accountant;

• � heads of departments and divisions.

SAMPLING METHOD

Sample: 500 entities, broken down by type of en-

tity (individual entrepreneur/legal entity), size (micro-, 

small and medium enterprises), industry (according 

to the national classifier of economic activity), feder-

al districts, type of settlement (distribution in accord-

ance with official statistics).

The sampling error for SMEs at the level of Russia, 

is not more than 5% at 95% confidence level.
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5.2. Descriptive statistics of individual respondents

Total number of people interviewed in Russia and broken down by federal districts, ppl

Russia CFD NWFD SFD NCFD VFD UFD SibFD FEFD

1,600 442 148 175 86 335 143 211 60

Total number of people interviewed, broken down by gender, ppl

Male Female Total

712 888 1,600

Total number of people interviewed, broken down by age, ppl

18–20 21–25 26–30 31–35 36–40 41–45 46–50 51–55 56–60 61–65 66–70 71+ Total

61 137 173 187 157 143 135 169 201 105 68 64 1,600

Total number of respondents, broken down by type of employment, ppl

Type of employment Number of 
respondents

Employee 970

Entrepreneur, self-employed 77

Retired (including due to disability) 339

Student 56

Temporarily (unemployed) 69

Housewife/househusband, maternity leave 73

Other 8

Do not know/Refuse to answer 8

Total 1,600

Total number of people interviewed, broken down by groups formed depending on the financial situation of 
a respondent, ppl

Financial situation Number of respondents

We hardly have enough money for food 36

We have enough money for food, but can hardly buy clothes 191

We have enough money for food and clothes, but we would have to save or borrow to buy an imported 
refrigerator or an automatic washing machine 736

We do not have to borrow to buy household appliances, but we cannot afford a car 442

We can afford quite a lot, but we could hardly save for a one-room flat in the near future 102

We do not have any financial difficulties. We can afford a flat or a country house 24

Do not know/Refuse to answer 69

Total 1,600
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5.3. Descriptive statistics of SME respondents

Total number of SMEs surveyed in Russia and broken down by federal districts, number of entities

CFD NWFD SFD NCFD VFD UFD SibFD FEFD Total

151 55 63 19 79 47 60 26 500

Type of entity (as per SPARK), number of entities

Legal 
entities

Individual 
entrepreneurs

364 136

Total number of SMEs, broken down by size, number of entities

Microenterprises Small businesses Medium businesses Individual entrepreneurs Total

279 35 50 136 500

SMEs, broken down by number of years of operation, number of entities

1–7 8–17 18–27 28+ Not sure Total

242 164 82 12 0 500

SMEs, broken down by number of employees, number of entities

1–15 16–100 101+ Not sure Total

372 107 21 0 500

SMEs by annual turnover (as per SPARK), number of entities

Up to ₽12 
million

₽12–₽24 
million 

inclusive

₽24–₽60 
million 

inclusive

₽60–₽120 
million 

inclusive

₽120–₽400 
million 

inclusive

₽400–₽800 
million 

inclusive

₽800 
million–₽1 

billion 
inclusive

₽1–₽2 billion 
inclusive

No 
answer

182 29 29 21 20 18 6 10 185
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