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Through the European Banking Authority (EBA) Opinion published on 21 June1, the EBA acknowledged 

the specific challenges e-commerce merchants and Payment Service Providers (PSPs) face when 

implementing the incoming Strong Customer Authentication (SCA) regime. They have rightly allowed 

local regulators to work with industry and provide additional time to upgrade the technological 

infrastructures in order to avoid unintended high decline rates and long-lasting negative impacts on 

customer experience.  

While Visa clearly welcomes this transition period, we would like to raise awareness about the unique 

and additional implementation challenges the travel and hospitality industry is facing. These play a 

central role in all aspects of the regulatory migration plans to be developed by industry and regulators, 

and which we believe should permit extra time to assist the sector reach full SCA implementation.  

The additional time is necessary to deliver IT upgrades and implementation work to correctly flag pan 

key-entered transactions2 – which are an important type of transaction occurring in the travel and 

hospitality industry – as either SCA containing e-commerce or Face-to-Face (F2F) transaction, or out-

of-scope (MOTO3, Merchant Initiated (MIT)s or one-leg-out) transactions.  

Many transactions occurring in the travel and hospitality environment will not be ready to apply SCA 

due to the complexity of the travel and hospitality sector, and the sector’s reliance on global industry 

specifications. As a result, issuers are likely to decline these transactions causing widespread 

disruption for the industry, as well as for cardholders. Visa´s concern is that the current transition 

periods offered by local regulators are not consistently and comprehensively addressing this problem.  

The following explanations aim 1) to highlight the special characteristics of the travel and hospitality 

industry, 2) to raise awareness about the risk the sector is facing by outlining the most common use 

cases and 3) to suggest a practical solution for the transition period and beyond to cope with this type 

of transaction and avoid commerce disruption in this industry.  

The travel and hospitality industry is characterized by unique and complex infrastructure 

At present there is no widely available global technical implementation process allowing travel and 

hospitality merchants to send and receive authentication or out of scope information from Online 

Travel Agents (OTAs), F2F travel agents or from their own corporate brand website (a large portion 

of car rentals and hotels merchants are independent franchisees with their own payment solutions) 

as required by the regulation.  

As a result, a large portion of transactions received by issuers appear as non e-commerce pan key-

entered transactions, meaning it is not clear whether SCA would be required for them or not. As such, 

                                                           
1 https://eba.europa.eu/-/eba-publishes-an-opinion-on-the-elements-of-strong-customer-authentication-under-psd2 
2 PAN key entering is where a merchant key-enters a card transaction into their terminal. This may be because a merchant finds that their 

terminal is unable to read a card’s details when it is placed in the PIN pad or the magnetic stripe is swiped; or they may be 
processing a card not present transaction. 
3 MOTO transaction stands for Mail Order Telephone Order and is said to be suitable for merchants who wish to accept 
online payments. 



 

these transactions are likely to be declined by issuers if no further guidance is issued by regulators. 

Visa has already received complaints about such declines in the last few weeks. 

The remote card-based e-commerce market is already marked by a high degree of complexity due to 

its multi-party structure consisting of scheme, merchant, cardholder, issuer and acquirer. These 

entities rely on global industry standards which have not yet been upgraded to pass authentication 

data. These software systems handle data going way beyond the usual payment data, including 

information regarding the routes, flight schedules and availability. They also rely on global industry 

specifications that may not have yet been upgraded to carry the authentication data or data necessary 

to flag transactions as out of scope. This challenge extends beyond ecommerce transactions to F2F 

transactions initiated at brick and mortar travel agents and airports.  

 

There are four major types of non e-commerce pan key-entered card transactions present in the 

travel and hospitality industry 

In the travel and hospitality industry there are a substantial amount of transactions that are not yet 

labelled as e-commerce (which could benefit from the transition period) or MITs (are out of scope) 

and instead appear simply as key entered transactions into a terminal. These transactions are 

therefore not covered by the managed enforcement period offered by some local regulators, which 

are  limited to e-commerce. These transactions are at risk of being declined by issuers if no regulatory 

guidance is provided. The most important use cases are depicted below: 

 

1. Transactions starting as e-commerce and requiring SCA but which are not automated throughout 

the payments chain, and are then processed as key entered transactions into a terminal   

Use case example: A partial or full payment due at booking. If a customer makes a booking online 

on the merchant website or via an OTA and the international booking system used by the 

merchant is not automated to handle the payment, the transaction is then processed manually 

at the front desk and any SCA data that may have been obtained on the initial website, is not 

transmitted to schemes or issuers. These transactions should in Visa’s view also fall under the 

transition period as they are, in essence, e-commerce transactions. However, as these 

transactions do not look like e-commerce transactions, but instead look like F2F transactions (i.e. 

in scope), they may face declines until major industry upgrades are completed.  

2. MITs not requiring SCA, but not yet indicated as such  

Use case example: Transactions that are merchant initiated for guaranteed reservation (so-called 

pre-payment/balance payment, no show transactions), incremental charges or delayed charges. 

These are manually key entered by merchant staff at the front desk when payment is required, 

as pre-agreed with cardholder. To date, terminals have not yet been upgraded to indicate those 

as MITs as this was not required in the past. These transactions are out of scope - even beyond 

the transition period - however they are not able to be flagged as MIT yet and instead may appear 

as coming from a F2F terminal (or other type) until major industry upgrades are completed. As a 

result of this they may face declines. 

3. F2F transactions that require SCA but can only be sent as pan key entered transaction 

Use case example 1: Attended terminal or unattended self-service check-in kiosks at airports 

(payments for upgrades, extra luggage, buying tickets) have not yet been able to upgrade to Chip 



 

& PIN due to the complexity of supporting multiple merchants. Transactions originating from 

those are generally forwarded to issuers as key entered transactions without any authentication 

data. 

Use case example 2:  A customer makes a booking at a F2F travel agent whose booking system 

requires that the transaction is key entered at a F2F or web interface terminal. While this 

transaction would require SCA, the merchants are not ready to support SCA until major upgrades 

are undertaken.  

4. Transactions that are carried out offline due to non-availability of connection    

Use case example: An entertainment system on-board an airline or access to inflight wifi are 

transactions that occur as e-commerce on the entertainment system, but as a connection is not 

available to complete the payment, it is impossible to perform SCA. In Visa’s view, those 

transactions should be allowed to be performed without SCA even after the transition period. 

Overall volumes are low but they remain important for the industry. 

Proposed solution for pan key entered transactions under the incoming SCA regime 

As outlined in the use cases above, there are many different occasions where the issuer may receive 

pan key-entered transactions. Those transactions may or may not be true e-commerce transactions, 

may or may not be F2F, and may or not be out-of-scope (MITs or MOTO). As it is not possible for 

issuers to clearly differentiate when SCA should be required, the travel and hotel industry is currently 

facing the risk of high declines.  

To cater for the specific characteristics of the market and to avoid negative impacts in the continuation 

of payment services for cardholders, Visa asks to regulators to confirm that for pan key-entered 

transactions in the travel and hospitality industry: 

1. During the transition period, regulators will not enforce SCA requirements on issuers, except 

where there was no doubt to the issuer that the transaction required SCA.  

 

2. The transition period will be extended for the travel and hospitality industry for up to 36 

months. Visa is happy to provide a roadmap to compliance and to deliver status reports to 

European and national supervisors to ensure progress is being made across the industry. 

 

 

 


