
 
 

 
Background paper on the Dutch Interbank Switch Support Service (Overstapservice) 
 
In December 2003 the Netherlands Bankers’ Association (NVB) announced the introduction of the 
Interbank Switch Support Service (ISSS; in Dutch: “Overstapservice”). The ISSS is NVB-branded and 
has been developed by the Dutch banking community; the total costs of the preparations amounted to 
18 million Euro. 
 
Aim 
The service aims to facilitate account holders who want to move their payments relationship from one 
bank to another, thus increasing customer mobility and lowering switching costs for current accounts. 
Paramount aspect is to guarantee the continuity of the customer’s payment flows. 
 
Functional description 
From 2 January 2004 the Interbank Switch-Support Service (ISSS) has been available to Dutch bank 
customers who want to move their payments to an other bank. The core functionality of the service 
includes the following: 
- during 13 months all direct debits destined for the old account are, without any delay, automatically 
re-routed to the new account through the Interpay clearing house. The corporate customer that has 
initiated the direct debit is automatically informed of the new account number, and is requested to 
update his database; 
- during 13 months all credit transfers destined for the old account are, without any delay, re-routed to 
the new account (also through the Interpay clearing house). The accountholder must inform his 
debtors of the new account number, for which the ISSS brochure provides him with standard cards 
(see attached brochure); 
- the old bank cancels the standing orders for the old account, and provides the customer with a 
detailed specification. It is up to the customer to give this list to the new bank requesting it to activate 
some or all of the standing orders on the new account. 
 
Interbank agreement 
The service is based on an interbank agreement, about which the Dutch cartel authority has been 
informed. In order to provide uninterrupted use of payment means the interbank agreement stipulates 
that the old bank will not block debit cards and/or credit cards before the date on which the customer 
has received new cards from his new bank. It goes without saying that bank-specific products and 
commercial conditions, like bank cards and credit cards, cannot be moved through the ISSS. 
 
Background 
The ISSS supports the customer and facilitates switching banks. The Dutch payments system is 
heavily giralised; one billion direct debits are made annually. The problems most frequently mentioned 
by customers who make a bank-switch are related to updates to be made by their creditors in 
databases. The ISSS takes care of all needed communications and switches. 
 
The following actions are taken by the bank on behalf of the customer as a part of the ISSS:  
- re-routing credit transfers and direct debits to the new account;  
- request to the creditor to update his debtor files;  
- discontinue all standing orders discontinued while providing a paper specification of those orders. 
 
However, it is not possible that the bank takes over all initiatives from the customer. For legal and 
commercial reasons the customer himself must undertake some actions. Savings, credit, mortgage, 
securities services are bank-specific and underpinned by bilateral agreements. Those could never be 
transferred automatically to another financial institution, and are therefore excluded from the ISSS.  
 
Outside the scope of the ISSS are the additional payment products that are delivered on top of the 
current account: debit cards, credit cards and security-calculators for Internet-banking. The customer 
will have to re-apply for such tools with the new bank. In practice customers are advised to first apply 
for those new products of the new bank and once in possession, activate the switching service.  
 
 



 
 

 
Experience so far 
The Interbank Switch Support Service was launched at the end of 2003 with a focus on consumers. 
On the basis of the experiences in the first half year, some improvements were designed. As a result, 
in October 2004 the ISSS was adapted to facilitate switching for SME’s (business customers) as well 
as the option to switch from two individual to one joint account. To improve the provision of information 
to the public, a dedicated website (www.overstapservice.nl) was launched in October 2005. 
 
In 2004 45.000 consumers used the Interbank Switch Support Service. In 2005 the numbers 
increased to a total of 65.000 consumers and 5.000 small and medium sized enterprises. So in the 
first two years of its existence, the total number of users was 115.000.  
 
Research as to the experience and appreciation of the ISSS (August 2005) demonstrates that the 
ISSS meets the expectations of its users. In brief the results are: 
1- the brand awareness of the Interbank Switch Support Service among the Dutch in general 
increased from 17 % to 49 %, 
2- the brand awareness of the ISSS in the target group of customers that consider switching to 
another bank increased to 74 %, 
3- the average grade on a scale from 1 to 10 is 7,9. This is a high grade in comparison to the average 
grades that customers give to financial and insurance services, 
4- nine out of ten actual users of the ISSS would recommend the service to friends, family and 
colleagues, 
5- the actual size of the group that has a demand for the ISSS is small: only 5 % of the customers 
state that they have the intention to switch to another bank. 
 
Further evaluation by end 2006 
The Minister of Finance has decided that evaluation of the Interbank Switch Support Service will be 
organised in 2006. And there will be an opportunity for the participants in the National Forum on the 
Payments System, chaired by the Dutch central bank, to comment on the outcome.  
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