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About Financial Counselling

About financial counsellors

Financial counsellors work in not-for-profit community organisations. They provide 
free and confidential advice and support to people experiencing financial difficulty. 

About this report

This report is a collaborative effort between Financial Counselling Australia (FCA),the 
peak body for financial counsellors, and the state and territory financial counselling 
associations. 

 
 
 

Published by 

Financial Counselling Australia 
Level 6, 179 Queen St, Melbourne, VIC 3000  
Telephone: 03 8554 6979 

Email: info@financialcounsellingaustralia.org.au

Disclaimer 

This report is based on a survey of financial counsellors. It does not represent the 
attitudes or opinions of other third parties, including funding bodies.

Thanks 

Financial Counselling Australia thanks the 503 financial counsellors who responded 
to the request to complete this survey. 
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What this survey tells us

We conducted a survey of financial counsellors over three weeks in April 
and May 2023.  

The purpose of the survey was to understand the impact of Buy Now Pay 
Later (BNPL) on the clients of financial counsellors, as well as to assess 
BNPL industry hardship practices.

A total of 503 financial counsellors completed the survey, representing a 
response rate of 47 per cent of our sector.

Their responses are cause for great concern about the impact of BNPL on 
our clients. 

The results show that BNPL is one of the most common forms of debt in 
financial counselling casework and is increasingly being used to pay for 
essentials such as food, petrol and utilities. 

While most BNPL loans are for small amounts, as the title of this report 
says, they cause big problems. 

The industry also needs to improve the way it responds to customers 
experiencing financial hardship and it was disappointing to see that there 
had been little improvement in that area since our 2021 survey.

On 22nd May 2023 the Government annouced that it would bring BNPL 
under the National Credit Laws. 

At the time of the release of this report, we have yet to see the detail of the 
regulation. It is clear however that it needs to adquately address the harms 
that financial counsellors see in their casework which are documented in 
this report: people being given excessive credit, mutlitiple accounts, BNPL 
being used as a tool for financial abuse and poor hardship practices.
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Key findings 

Most financial counselling clients have BNPL debt
	◗ On average 62% of financial counselling clients have BNPL debt

People with BNPL debt have an average of three or 
more accounts

	◗ The average number of accounts was 3.2 per client, but some financial 
counsellors reported clients with 8 accounts or more

While general retail is the most common use of BNPL, large 
numbers of financial counselling clients are using BNPL to 
pay for food, petrol and utilities

	◗ 82% of financial counsellors say their clients are commonly using BNPL to 
pay for general retail, such as clothing and electrical goods

	◗ 71% of financial counsellors say their clients are commonly using BNPL to 
pay for food

	◗ 41% say their clients commonly use it for petrol 

	◗ 32% say their clients commonly use it for utilities bills – such as gas or 
electricity

Cost-of-living pressures mean more clients are resorting to 
BNPL to pay for essential expenses than in the past

	◗ 93% of financial counsellors say that cost-of-living pressures mean more 
clients are using BNPL for essential expenses than in the past (“strongly 
agree” 61% or “agree” 32%)

BNPL debts are generally leaving clients in a worse 
financial position

	◗ 95% of financial counsellors say that BNPL debts are generally leaving 
clients in a worse financial position (strongly agree 71% or agree 24%)

BNPL should be regulated under our National Credit Laws
	◗ 98% of financial counsellors say that BNPL should be regulated under our 

National Credit Laws (“strongly agree” 90% or “agree” 8%)

Industry hardship practices are continuing to fall short
	◗ Financial counsellors were asked to rate the hardship practices of the most 

popular BNPL providers on a scale of 1-10 (where 1 was the lowest rating 
and 10 the highest). The weighted average ratings were: Afterpay - 5.8; 
Zip - 5.1; Humm - 4.6; Klarna - 4.2; Brighte - 3.5. (We note that Brighte 
provides larger BNPL loans commonly for solar panels.)
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1 	 Introduction 

In 2021, we conducted our first survey of financial counsellors about 
BNPL. The impetus was growing concerns from the financial counselling 
sector about the increasing numbers of clients with BNPL debts and the 
detrimental impact these loans were having.

The purpose of the current survey was to update those findings. Although 
the questions were not exactly the same as those in the 2021 survey, 
both surveys asked financial counsellors about the numbers of clients 
with BNPL debts, what they were using them for and their views about 
regulation. In addition, the survey also asked financial counsellors about 
how the BNPL industry supports customers in financial hardship.

The survey was conducted just before the government announced that it 
would incorporate BNPL into the National Credit Laws, including through 
modified responsible lending obligations. Further consultation on the detail 
of these new laws is now underway. We hope that the findings in this report 
will inform decision-makers as these decisions are made.
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2 	 Methodology 

We conducted a survey of financial counsellors over three weeks in April 
and May 2023.  

A total of 503 financial counsellors completed the survey, representing 
47% of the sector. This is well up on the 248 who responded to our 2021 
survey. Responses were received from all states and territories and was a 
representative sample. 

Qualitative responses were coded into themes.
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3 	 Survey Findings – Quantitative

These sections present the quantitative results. The qualitative data is 
discussed in Section 4. There are some quotes included in this section, 
however as they illustrate the findings. 

Percentages have been rounded, and totals may not always add to 100. 
Quotes from financial counsellors have been edited in some places for clarity 
or grammar. 

3.1	 Most financial counselling clients have BNPL debt
We asked financial counsellors, on average, what proportion of their clients 
has BNPL debts. The weighted average was that 62% of clients have 
BNPL debts.

On average, what proportion of your clients has BNPL debts?
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3.2	 People with BNPL debt have an average of 
three or more accounts
We asked financial counsellors, on average, how many accounts (from 
different providers) clients have. The weighted average was 3.2.

On average, how many BNPL accounts are your clients presenting with?

None 1 2 3 4 5 6 7 8 or 
more

Unable 
to say

250

200

150

100

50

0

Nu
m

be
r o

f r
es

po
ns

es

Number of accounts

Financial counsellors also told us:

	◗ “We are seeing more and more people having five or six different BNPL 
accounts and using these for food, fuel, gift cards and utilities. Some with 
fortnightly repayments of $500-$900.”

	◗ “Often people have three or more accounts with deductions on different 
days which they lose track of.”

	◗ “Community members are continuing to be given multiple BNPL loans by 
different providers when it is obvious they cannot afford the payments on 
all of them”.
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3.3	 People are using BNPL to pay for essential 
expenses
We asked financial counsellors what essential items their clients have 
commonly used BNPL to pay for:

	◗ 82% said their clients commonly use BNPL to pay for general retail such 
as clothing or electrical goods

	◗ 71% say their clients commonly use BNPL for food 

	◗ 41% say their clients commonly use BNPL for petrol 

	◗ 32% say their clients commonly use BNPL for utilities (such as gas or 
electricity)

	◗ 12% say their clients commonly use BNPL for accommodation, such as 
rent

Financial counsellors also told us:

“There has been an increase in clients’ BNPL accounts, as some of them 
heavily rely on BNPL for basic living expenses and childcare bills.” 

“Clients say they need to use BNPL to juggle funds and keep up with bills.”

“Clients try to cope with food insecurity and access BNPL products to 
get groceries. They get into a vicious cycle where they cannot afford 
food because they are paying off the BNPL food vouchers they got two 
months ago.”

In the last month, what essential items have your clients  
commonly used BNPL to pay for?
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3.4	 More people are using BNPL for essential 
expenses due to the cost of living
We asked financial counsellors whether they agreed or disagreed with the 
statement: “Cost-of-living pressures mean more clients are using BNPL 
for essential expenses than in the past.” The results are shown in the table 
below: 93% strongly agreed or agreed.

Cost of living pressures mean more clients are using BNPL for essential expenses than in the past
%, (#)

Strongly Disagree Disagree
Neither Agree 

or Disagree
Agree Strongly Agree

2.0%, (10) 0.8%, (4) 4.0%, (20) 31.5%, (157) 61.9% (310)

Financial counsellors also told us:

	◗ “As cost-of-living pressures go up, clients are using this as a revolving 
credit to pay for things.”

	◗ “Clients are using BNPL to buy gift cards to buy food so that frees up 
cash.”

	◗ “Clients are accessing [BNPL] due to cost-of-living increases for standard 
living costs such as food and fuel. Some clients have … 20-30 BNPL 
running at one time. Majority of clients have a minimum of two to three 
BNPL running.”

3.5	 BNPL debts are generally leaving people in a 
worse financial position
We asked financial counsellors whether they agreed or disagreed with 
the statement: “BNPL debts generally leave clients in a worse financial 
position.” The results are shown in the table below: 94% strongly agreed 
or agreed.

BNPL debts generally leave clients in a worse financial position 
%, (#)

Strongly Disagree Disagree Neither Agree 
or Disagree Agree Strongly Agree

1.8%, (9) 0.4%, (2) 3.6%, (18) 23.7%, (119) 70.6% (355)

Financial counsellors told us:

	◗  “It’s the beginning of the debt trap a lot of people experience. The spiral 
just gets worse and worse.”

	◗ “It puts people at risk of falling into serious debt, as it is so easily available. 
The trap results in clients missing rent payments and other living expenses 
to pay for BNPL products.”

	◗ “These BNPL accounts are leaving people that are already in financial 
hardship in a worse financial position, especially when people start using 
BNPL to purchase food and daily essentials.”
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3.6	 BNPL should be regulated under our National 
Credit Laws
We asked financial counsellors whether they agreed or disagreed with the 
statement: “BNPL should be regulated under our National Credit Code.” 
There was overwhelming support for this with 90% strongly agreeing. 
Adding the financial counsellors who “agreed” brings the total to 98%.

BNPL should be regulated under our National Credit Code
%, (#)

Strongly Disagree Disagree Neither Agree 
or Disagree Agree Strongly Agree

1.6%, (8) 0.2%, (1) 0.6%, (3) 8.0%, (40) 89.7% (451)

Financial counsellors told us:

	◗ “Urgently needs to be regulated, it is causing serious financial harm, 
leading to mental health issues as well. The whole family suffers the 
consequences of this credit – regulate it as such.”

	◗ “Responsible lending would allow for clients to still have affordable credit 
that doesn’t plunge them into unaffordable debt.”

	◗ “Regulation is essential to protect our clients.”

3.7	 Industry hardship practices are continuing to 
fall short
We asked financial counsellors to rate each of the main BNPL providers on 
how well they assist customers experiencing financial hardship (where 1 is 
the lowest rating and 10 the highest). 

Rating of BNPL providers on how well they assist customers  
experiencing financial hardship 
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The results are shown in the graph below, together with the results from 
the 2021 survey. 

The highest rating was for Afterpay at 5.8.1 The ratings overall indicate that 
the industry has a long way to go. 

Financial counsellors told us:

	◗ “Poor communication. Difficult to contact and negotiate with.”

	◗ “I often have had to follow up on hardship requests because I have not 
received a response.”

	◗ “Clients often only have the option to contact BNPL hardship online. They 
want to be able to call and speak to a person.”

The main themes from the qualitative comments were that BNPL providers 
could only be contacted online, that they take too long to respond and do 
not respond appropriately to people in vulnerable situations.

1	  The number of responses for each company for 2023 were: Afterpay 413, Zip 419, Humm 306, 
Klarna 136 and Brighte 70.
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4 	 Survey Findings - Qualitative 

We coded the qualitative responses using a thematic analysis software 
tool. The actual responses are in Appendix 1.

4.1	 BNPL providers lack consistency, timeliness and 
empathy 
The largest number of qualitative responses (62 comments) were about 
negative experiences engaging with BNPL providers on behalf of clients. 
Themes in this feedback point to a lack of timely and compassionate 
support for customers experiencing financial hardship:

	◗ “As a financial counsellor, I have found it very difficult to communicate with 
BNPL [providers], it is very hard to find their hardship team contact phone 
numbers and email.  It is very time-consuming and frustrating.”

	◗ “I find Zip to be difficult to obtain waivers with. This is even in cases where 
community members are in dire/destitute situations. At best they ‘re-set’ 
the account despite evidence showing they have no ability to repay.”

	◗ “The providers are less forgiving of disadvantaged clients.”

4.2	 BNPL is being used to make ends meet
Financial counsellors reported (43 comments) that BNPL has become the 
primary tool used to fill budget gaps due to the rising cost of living and 
low incomes:

	◗ “BNPL is definitely the privatisation of emergency relief.”

	◗ “It is now very common to see someone who is experiencing financial 
hardship using BNPL to make ends meet. Many people are now turning 
to BNPL to meet the cost-of-living crisis and hoping they will be able to 
get on top of things, then finding they are having to borrow to even repay 
existing BNPL products. A high proportion of my vulnerable clients have at 
least one, if not multiple, BNPL products.”

	◗ “Clients often use it to buy essentials when they need emergency funds or 
use it as a source of security.”
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4.3	 People cut back on essentials to keep their 
accounts open 
Financial counsellors reported (35 comments) that some clients cut back 
on food and other essential costs to prioritise their repayments for BNPL, 
as they fear their accounts would be closed.

	◗ “Many individuals are in the debt cycle of using BNPL products for 
essential items but have also gone without essential items such as food, 
rent, electricity, mobile phone because they cannot afford to pay for them 
and their existing BNPL product.”

	◗ “Most clients don’t want to apply for hardship in case they are stopped 
from using BNPL. They prefer to continue paying and will forgo paying 
other things.”

	◗ “People often prioritise their BNPL repayments then don’t know how to 
pay for rent or rates, power or fuel. I have worked with very stressed-out 
people.”
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Appendix 1 – De-identified qualitative comments 

Comments
1. I would just like to say that I cringe at the thought of assisting clients when they advise 

they have a BNPL debt. The providers are less forgiving of disadvantaged clients.

2. We are seeing more clients return with BNPL that we have assisted in the past with 
other BNPLs - despite providing education, other option eg No Interest Loans.  Some 
clients struggle with pressure from teen children, low income and don't add up the 
numerous amounts coming out of their income. Many others use it for fuel/food/rent/
medications when they are on low wages and paying high rent. Lack of affordable 
housing places many people in severe deficit. Access to emergency relief for food (very 
limited in my regional area) is not an option more than once or twice here and there - 
and means for some clients, they have not seen an alternative to BNPL. 

3. The credit is far too easy to access and the end result is often a disaster for the clients.

4. It is far too easy to sign up and get credit from any of the BNPL lenders. The lender 
should not offer high limits especially for first time users. I think it's unethical to offer 
BNPL to pay for food at restaurants or groceries and petrol. We are creating a culture 
of instant results coupled with an entitlement mentality unlike any other time before. 
People are slowly losing the patience and skill of delayed gratification and waiting on a 
budget and then gaining the results over time.

5. Education is required, most people do not understand the implications.

6. Wish clients had more awareness of the high costs associated over time with BNPL. 
Thank you for doing the survey, appreciate the discussions and work towards 
regulating it.

7. We were successful in getting a debt waiver; however, it was an old debt and the client 
was on Centrelink and did not have capacity to pay.

8. Require dedicated financial counselling department – slow response time in main 
department.

9. A reasonably helpful hardship team is not sufficient to protect vulnerable people who 
are experiencing financial difficulty. The protection needs to be at the point of access to 
the BNPL products. Regulation and a thorough assessment for this financial product at 
least as stringent as for any application for a credit card is the least that should occur.

10. Vulnerable people are easily exploited with online applications, it is too easy to access.

11. Zip pay is not responding to customer or worker emails or phone calls.

12. Their statements are very confusing, they don't provide a clear picture of the 
transactions incurred and there is no column for the balance for clients to know how 
much they have left to pay. I suspect it is done maliciously to entice the clients to 
continue with their borrowing and keep repaying with no end.
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Comments
13. Clients see this BNPL as a welcome solution but before they know it, they are in 

difficulty. 

14. Working in a FV (family violence) program, almost every single client presents with 
multiple BNPL. They rely on BNPL to get by due to delays in access to other financial 
assistance.

15. BNPL enables clients to develop poor money habits and is too readily available which 
causes clients to be impulsive and often results in them accruing unmanageable debt.

16. It’s too easy to obtain, and there are many clients that have access to one or more 
BNPL that I believe shouldn’t have this access. Clients often use it to buy essentials 
when they need emergency funds or use it as a source of security. The repayments 
often leave clients short with not enough for other more essential items. The BNPL 
firms, I believe, target people that are already not great at managing their money, and 
this easy access compounds their financial woes and distress even further. 

17. Clients generally do not want a financial counsellor to contact BNPL providers as they 
do not want to risk being unable to access further credit on their account. 

18. BNPL can be extremely useful for unexpected expenses if used responsibly, and may 
sometimes be the only way a client can afford school items, car repairs, vet fees etc.

19. The BNPL companies are more likely to waive debts if there has been family violence. 
Otherwise, it is a lot harder to obtain waivers or manageable payment plans. If the 
clients try to advocate for themselves, they don't get far at all. 

20. Afterpay and Klarna the most accommodating with outright waivers, in circumstances 
where accounts are opened either fraudulently or coercively. Zip less so. But all of 
them usually willing to offer long (12M+) moratoria or payment plans, with very modest 
repayments.

21. Creates a living in the future mentality, spending money they don’t have, rather than 
learning how to budget and cut back where necessary. 

22. Clients have been taking out payday loans and using credit cards to repay BNPL debts 
which further worsens their financial issues and causes a debt spiral.

23. Some do not reply to our request/e-mails ever. 

24. Focus should also be placed on wage advances as many presenting with BNPL have 
these loans.

25. These BNPL accounts are leaving people that are already in financial hardship in a 
worse financial position, especially when people start using BNPL to purchase food and 
daily essentials.

26. Too easily accessible and marketed to the young who don’t know how to deal with 
credit facilities.

27. Very rarely a phone contact.
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Comments
28. Unsolicited invites via emails or apps to increase limits lure customers to use 

the product

29. Clients are now so reliant on them that when they present in case work, the clients 
won't actually let us touch the BNPL and only request advocacy with bank or utility 
related debt. It's very, very concerning.

30. BNPL is a trap for low-income clients, but these are desperate times for many people.

31. Means clients with little money can get credit. They really like them and don't want to 
lose their account. Problem is excessive charges when they miss payments.

32. I used the so called 'hardship' email for Zip Money and Zip Pay there was no reply, 
after two weeks the client advised me they had taken $150 in payments from her 
account. Finding Zip was a member of AFCA, I emailed the EDR contact and received a 
response re my client's hardship that day. 

33. Clients get in a cycle of debt. I had one client with BNPL repayments of $300 per week 
and client then bought gift cards on BNPL to buy food. 

34. Sneaky operators; often contact client after I have corresponded eg set up payment 
plans etc.

35. It should be regulated no matter what.

36. These credit products are harmful when used by vulnerable consumers, and the 
amount of vulnerable consumers is sadly increasing with the current cost of living 
pressures. It is essential that these credit products are fully regulated.

37. Customers are able to obtain credit from multiple BNPL lenders despite being in severe 
financial hardship.

38. The whole system should be banned in my view.

39. Need to be easier to contact and willing to support clients on low incomes in financial 
hardship who do not have capacity to repay debts and probably shouldn't have had the 
debts in the first place.

40. Too easy to access, fees/charges confusing & hidden, client’s complete financial 
picture never assessed.

41. Many individuals are in a debt cycle of using BNPL products for essential items but 
have also gone without essential items such as food, rent, electricity, mobile phone 
because they cannot afford to pay for them and their existing BNPL product. They are 
worried if they miss payments on BNPL they can no longer use the products. Most 
clients have missed one or more payments on BNPL, incurring fees. Most did not have 
the financial means to make the payment on the BNPL product when they borrowed the 
funds. I work with clients in addiction, and BNPL products are easy for them to access 
to buy essential items such as food so they can use their own funds in hand to service 
their addiction.

42. Far too easy for clients to obtain access and no restraints on how much they use.
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Comments
43. Clients using BNPL for essentials due to gambling harm from both themselves 

and others. 

44. People on low incomes are using BNPL to purchase basic items and items for 
emergency situations as they have no choice.

45. A lot of clients do not disclose BNPL debts, so I feel like my data is under-reported.

46. Financial counsellor not able to directly contact BNPL to discuss clients’ financial 
circumstances – most often no offices or base in the state of Western Australia.

47. I believe it should be stopped altogether as this is just preying on the vulnerable getting 
them worse into debt.

48. Difficult to contact, don't always apply fee waivers or refunds, often need following up 
as not sticking to the arrangements.

49. More education needed. 

50. Low-income earners find it near impossible to leave the BNPL cycle just to live. 

51. Advocacy from a 'worker' has improved outcomes for the client than if no advocacy/ 
self-representation is involved.

52. Clients are trapped in a cycle of dependency with BNPL, food and other living expenses 
are paid and reused weekly and the clients are scared to place these on hardship 
knowing they won’t be able to rely on the available credit once paid. 

53. Often feels like limited assistance and options with providers in general. Clients often 
feel they cannot live without these services.

54. People often do not have sufficient surplus to access a No Interest Loan for essential 
items, due to the overall cost of multiple BNPL contracts. 

55. These people do not check on the ability of our clients to make repayments. They only 
attract those people who are already struggling to make ends meet. A BNPL debt only 
worsens that situation.

56. Zip takes a long time to respond and continues to direct debit accounts up to four 
weeks after authority is sent. I believe decisions with Zip are not actioned for this 
reason. It has been up to four weeks to acknowledge the authority and a further four 
weeks to action. 

57. Clients are not aware of enough information regarding how to go about it and 
the language especially most of the clients have no English background and 
understanding of BNPL.

58. The clients do not understand the concept of late fees.

59. BNPL is placing many of my clients into financial hardship and in some cases severe 
financial hardship and debt. 
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Comments
60. The issues I see with BNPL are:

	◗ a. Lack of affordability checks and ability to take out multiple accounts at the same 
time

	◗ b. Rapidly increase credit limits. People may be able to afford an initial $50 BNPL, 
however, this quickly increases and ends up at $1,500 which is totally unaffordable. 
No affordability checks are done when the available credit increases. It is too easy 
for clients to accept increases in credit. Also, multiple BNPL accounts, each with 
high credit limits are an issue. 

	◗ 3. Clients often only have the option to contact BNPL hardship online. They want to 
be able to call and speak to a person. 

	◗ 4. Clients do not want to go into hardship as that means closing the BNPL account 
and they want to keep it open to use for ‘emergencies’. This is linked to the very low 
income for those on benefits. They have no money for both day to day and irregular 
expenses so are forced into BNPL as their only option. 

61. Just too easy to get which encourages clients to borrow to gamble.

62. It puts people at risk of falling into serious debt as it is so easily available. The trap 
results in clients missing rent payment and other living expenses in order to pay 
BNPL products.

63. The clients that approach a financial counsellor are in financial distress, they are on 
Centrelink payments. There is no serviceability conducted. These lenders accept 
Centrelink allowances and pensions as income. This is not prudent lending. 

In the past year there has been a distinct growth in BNPL and surge due to active 
marketing eg. Paypal, Zip Pay and Zip Money. These are regularly offered by clients 
now as debts that are held when under assessment. 

Getting through to the hardship area with Afterpay, there are excessive wait times 
indicating that there is high levels of demand for hardship or that the area is 
understaffed to meet demand. 

64. In my experience, they are all ok to put clients on hardship variations, but not keen on 
debt waivers, even for family violence and extreme mental health issues.

65. We are seeing more and more people having five or six different BNPL accounts and 
using these for food, fuel, gift cards and utilities. Some with fortnightly repayments of 
$500-$900.

66. With the interest rate rises, lower/medium-income earners will rely more on these 
products rather than apply for a credit card – BNPL is already aware of the spike in 
applications.

67. Clients with BNPL debts feel overwhelmed after all their outstanding debts presented 
to them in a list. Therefore, as a general observation when they present for financial 
counselling, they have so many BNPL debts they don't even know exactly how much is 
owed in total.
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68. I’m regularly seeing two types of clients with significant BNPL debt. 

1. Low-income earners (Job Seeker)

2. Single mothers

These clients are easily racking up debt that at times is getting close to $10,000 by 
using serval BNPL services. These clients could not get a loan for $10,000 yet they are 
able to acess multiple services and there is no duty of care for these clients. 

69. Too easy for clients to get multiple BNPL facilities.

70. Centrelink benefit is going straight to the BNPL service and they then have to use 
BNPL to pay for essentials again.

71. BNPL has less protection and rights for consumers. Zip and Afterpay link up visa/
mastercard and so spending can be uncontrollable. Very hard to track payments. 
Fees add up quickly. Trouble of overspending and falling behind in payments 
may affect credit ratings. Consumers with lower financial literacy become more 
vulnerable to BNPL.

72. BNPL in itself is not inherently bad. For example, if I want to purchase an item of 
$1,000 I might use Afterpay because I don’t want to pay it all upfront and potentially 
leave myself short if an emergency arose. Therefore, I would use Afterpay so that I can 
spread out the costs but receive my item instantly without paying any fees (as long as I 
pay on time).

The issue with BNPL is that services don’t cross-check, it can be abused to purchase 
basic living expenses and there is no barrier to entry.

The three suggestions I have are:

1. Find a way to prevent people from using Afterpay to purchase gift cards then use 
these gift cards to pay for food etc. This is enabling people to dig themselves into 
massive debts.

2. You should not be able to have access to 6 or 7 different BNPL services. There 
needs to be a way for you to demonstrate affordability or checks to prevent this 
happening.

3. Require more stringent account opening criteria. For example, customers provide 
payslips/Centrelink Income Statement at sign-up, bank statements and/or ID (have 
seen people easily impersonate someone else to set up BNPL accounts).  

73. People often prioritise their BNPL repayments then don't know how to pay for rent or 
rates, power or fuel. I have worked with very stressed out people where we turn this 
around - pay for essentials first, then make affordable repayments. 

74. I am not anti-BNPL, for clients that have income and the ability to pay for essentials 
it can be a good cashflow management tool and an excellent alternative to interest 
bearing lending. However, it does not do enough confirmation that the client can 
afford the payment and that they are not putting themselves in financial difficulty by 
taking it on.

75. They seem happy to sign people up regardless of the financial situation they are in, or 
will be left in, once they need to repay their debt.  
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76. BNPL needs to be regulated to ensure that a client’s financial situation is assessed 

before they can access this type of credit, and guarantee their access to financial 
hardship options, and conciliation at AFCA

77. Very frustrating with Afterpay not contactable by phone – delays with email.

78. This product should be banned, doesn’t add any value to people but causes misery. 

79. Clients often like to 'keep' their BNPL accounts.

80. All clients I have seen with BNPL accounts are vulnerable clients. They have all said it's 
just so easy to use.

81. It's a growing issue, where clients have multiple debts they are struggling to repay. They 
will often prioritise BNPL payments over essentials such as food and utilities, as they 
want to preserve the arrangements in case of future emergencies.

82. All creditors need to take BNPL payments into account when assessing the request for 
finance as many are being used for essential living expenses.

83. It is hard to get a phone response.  

84. People are at a disadvantage by literally living on credit which they can ill afford. By the 
time it's time to pay people are left with no money for essential items such as food.

85. Please regulate BNPL as the only winners are the shareholders and the people most 
affected are already doing it tough. Regulations will not adversely affect those that use 
them well.

86. BNPL is reflecting a false economy. If people don’t have money for purchases, they 
prop up with BNPL services. It may appear that retail spending has not declined despite 
the state of Australia’s economy. It doesn’t show the real impact of the rise in cost of 
living. It is readily available to all and greatly adversely affecting the vulnerable.

I find Zip to be difficult to obtain waivers with. This is even in cases where community 
members are in dire/destitute situations. At best they ‘re-set’ the account despite all 
evidence showing the community member has zero ability to repay.

87. Too easily accessible where the applicant uses BNPL to pay for needs and bills before 
working out or understanding the longer term impact on their wellbeing. 

88. Afterpay & Zip are generally responsive, Openpay not really, have not had any dealings 
with other BNPLs.

89. Communication with them is very difficult and usually only via email. I have not been 
able to speak to any of them over the phone. I often have had to follow up on hardship 
requests because I have not received a response.

90. Urgent need to be regulated, it is causing serious financial harm, leading to mental 
health issues as well. The whole family suffer the consequences of this credit, regulate 
it as such.
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91. I find their practices predatory for vulnerable people, once an account is opened and 

is managed for a small amount they offer more and more credit which can lead to over 
commitment, there are also no real checks around how many accounts a person can 
have, for example people can open multiple BNPL accounts with different providers 
and I have actually seen people on government payments have as many as 5 different 
accounts that they cannot manage. This should be regulated and credit checks done 
before accounts can be opened the same as any other lender that provides a line 
of credit.

92. My financial counselling clients with BNPL problems (75%+) are often trapped in a 
debt spiral if on Centrelink or low incomes. This is much worse with clients who have 
experienced family violence and are trying to escape. The key problem is if they use 
more than one company or the BNPL limit exceeds $500 across all debts. It gets 
impossible if small amount credit contracts are used or credit card limits maxed out. 
Two debts with BNPL companies, is a red flag for problems. Three debts and the client 
is in trouble. 3-4 BNPL is normal for my clients.

BNPL debt is often mixed with other debts, ie Small Amount Credit Contracts and 
personal loans. Perpetrators of family violence have often used multiple companies, 
sometimes fraudulently, sometimes forced, however the perpetrators do not have to 
face the consequences of this abuse. 

Big differences between the way clients view Afterpay (want to keep this company) and 
the rest of the industry. 

Credit cards do a lot of harm, SACCs are often disastrous, so if the industry was 
regulated, then the bill smoothing effect of BNPL could be ok to supplement 
Centrelink’s Centrepay system and the no-interest loans approaches. The bottom 
dwellers need to be ironed out. A well regulated BNPL industry could eliminate or out 
compete the predatory alternative loans, like the pawn brokers and SACCs.

93. Government needs to regulate the amount of different BNPL that a customer can have.

Should be able to have only 1 payment combine for each BNPL not multiple payments 
for the 1 BNPL. 
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94. For most of my clients it ends up putting individuals and families in a debt spiral. They 

are incredibly hard to get hold of and ignore requests for hardship. This is a common 
response from Zip:

“Hi there, 

We sincerely apologise for the delay in responding to your enquiry. We are experiencing 
an increased volume of contacts. We will do our best to be in touch as soon as possible.

In the meantime, our virtual agent Zigi can help you with your enquiry here, or 
alternatively, you may refer to our Help Centre for further assistance.

If you no longer require assistance, please reply with “close my ticket”.

We thank you for your patience. 

Team Zip”

Then it is followed with a message like this, because of their delays:

“Hi there,

We have recently reached out to help solve your enquiry and unfortunately have not 
received your reply. We are closing this enquiry for now, but please don’t hesitate to 
respond to this email at any time and we’ll get back to you as soon as possible.

Kind regards

Customer Care”

So you have to resend the request. 

BNPL needs to be regulated!

95. Although BNPL companies have improved their hardship processes, there are still 
significant gaps in support (specifically around efficient communication and hardship 
options for vulnerable people) when compared to regulated creditors. Also, there 
needs to be more robust regulation around the relationship between vendors and the 
BNPL provider, as advocacy can often involve both parties passing the buck when a 
resolution is being sought. 

96. The scheme is in the long run unsustainable and will collapse but the heartache it 
creates in the meantime is incalculable.

97. Communication with BNPL companies is difficult - it is like you are talking to computers 
not people - makes it difficult to negotiate as well as they take a long time to respond.

98. Something needs to be done about how easy it is to obtain these products, and not just 
one, but multiple products.

99. Need limit to number of loans repaying concurrently.

100. Zip pay and Zip money, are exceptionally hard to contact, you wait on the phone for up 
to 40 minutes to get a worker, then you get directed to the hardship team. There should 
be a dedicated number for financial counsellors and email address without having to 
call them for it.
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101. BNPL needs to provide a service after clients obtain credit, follow up if they are unable 

to pay, provide contact details and advise the client that there are hardship policies and 
that they can negotiate an affordable amount to repay.   

102. Only that once they waive the debt they cannot access the service in the future, this 
means when women are back on their feet after FDV (family/domestic violence), they 
need this service for school cost and emergencies – BNPL is not all bad.

103. It is now very common to see someone who is experiencing financial hardship using 
BNPL to make ends meet. Many people are now turning to BNPL to meet the cost-of-
living crisis and hoping they will be able to get on top of things, then finding they are 
having to borrow to repay existing BNPL products. A high proportion of my vulnerable 
clients have at least one, if not multiple, BNPL products.  

104. If we have a brokerage to help a client pay off a debt, they make it very difficult to repay 
a debt in full. They will not allow a credit card, they will not send a tax invoice or receipt 
for payment.

105. It's a vicious debt circle that clients get in.

106. They need to be regulated, only poor people use them.

107. I'm not clear that some of the original drivers of BNPL products foresaw or wanted the 
spread of usage beyond discretionary upsold products (and I'm not sure that we saw 
how it would spread either). But in infiltrating day-to-day budgeting decisions and being 
now used as a means of juggling finances, the need for regulation is acute.

108. BNPLs can be insidious and is often viewed as more 'friendly' than predatory by 
the consumer. Afterpay is often prioritised because it can be used to buy food, but 
repayments – by being fixed and relatively large compared to the minimum repayment 
of a small credit card – can cause outsized harm in managing a shoestring budget. 'My 
Pay Now' and bill deferment marketed products are also increasing in usage. 

109. It's unfair when BNPL firms don't carry out financial assessments before approving 
credit, but when consumers cannot pay them back, the firms report adverse credit 
listings. The adverse credit listings make many people unable to connect electricity and 
gas in their own names eventually.

110. Poor communication. Difficult to contact and negotiate with.

111. Because BNPL advertise as interest free, many of my client don't realise that the 
'lending' side does charge interest. For example, Zip Money is 23.9%. Or they believe 
they will be able to pay back the money before the interest-free period ends, but the 
minimum repayments aren't high enough to do that.

112. Some clients use BNPL well. I have a client who budgets $40 per fortnight and at the 
beginning of the year writes a list of birthday, Christmas presents and school shoes 
needed for the year. Puts this list in order and only spends budget amount each 
fortnight.  By end of year all presents and shoes paid for.
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113. Lack of regulation means they just keep giving loans with no appropriate accountable 

assessment of the client’s circumstances. They are devastating so many people and 
not just financially.  The impact of their practices leaves people feeling shame and 
humiliation.

114. The stress of even a small overdue balance should not be underestimated. Often it is 
the number of accounts that create the stress.

Hardship programs are not flexible enough 

BNPL companies have been supportive of holds for individuals detained in prison,

Sometimes long delays in email communication with hardship teams – phone calls not 
possible without long holds

Waivers should be offered more often (as provided by other lenders)

Clients often totally unaware these products are not regulated

Credit checks should be regulated to prevent excessive use

Reducing credit limits to a far lower minimum should be possible online - to create 
empowerment and autonomy

115. Why when the banking review was done did these get past the review? Now the banks 
are backing them.

116. Regulation is key to reducing hardship cases and encouraging more people to lobby 
the government for a fairer cost-of-living package.

117. Using the BNPL provider's money (rather than the individual's own money) is simply 
too easy to do.  With little or no credit checking, and a quick response, consumers with 
poor money management skills and/or poor impulse control over expenditure stands 
little chance of resisting the temptation of immediate gratification of "wants", at the 
expense of "needs" being prioritised first.

118. Many are buying gift cards to use for food as emergency relief is not meeting 
their needs

119. Clients will protect their BNPL accounts because they feel it is a financial safeguard 
and access to funds where they believe there are no other options.  

120. There is no question that BNPL needs be regulated so that vulnerable clients are not 
ruthlessly targeted.  However, we need to address the underlying reason(s) that makes 
it possible for such companies to thrive in the first place by targeting this community - 
especially when it is known that they are adopting opportunistic and unconscionable 
methods to profit from those in hardship. The success of these companies reflects our 
failure to sufficiently financially support our vulnerable community.  The reason this 
community can be so easily targeted by such companies is because they are living 
below the poverty line and forced to make choices about essential, basic items such 
as whether to have dinner or pay their rent or turn on heating this week. Regulation of 
BNPL is one side of the equation. The other essential side is raising the rate so that 
our vulnerable community can live in financial dignity and not be forced to borrow from 
unregulated companies. 

121. BNPL is definitely the privatisation of emergency relief
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122. BNPLs can be the start of a continuous debt cycle that client's prioritise over essential 

items. BNPLs are very hit and miss with their responses to hardship, especially in 
relation to alcohol/drug clients/family violence clients.  

123. No consequences for not abiding by code of practice when dealing with vulnerable 
customers.

124. BNPL is a debt trap that puts people on low incomes into greater financial difficulty. 
Hundreds of dollars each fortnight are being paid to BNPL. These payments make 
it difficult for a person to learn new budgeting habits and keeps them in a spiral of 
endless debt. This adds stress and causes a household to struggle.

125. I had an experience with a financial capability worker appointment, I asked why they 
used that particular BNPL. Client said they needed paint from Bunnings and were 
offered a BNPL from Bunnings so decided to take it up, as they were short on income. 

126. So easy to get hooked on BNPL and it becomes a vicious cycle.  Clients become 
addicted and the only the way out is to pay them off and delete the BNPL apps off their 
devices. Clients often unaware of how much they are paying in fees and are often really 
shocked when I point out how much they are actually spending in fees. The sooner they 
are regulated the better. Thank you FCA for all your advocacy and lobbying work. Very 
impressive indeed! 

127. Buy now pay later has a place in our market for choice to buy items in smaller 
increments which would otherwise be unaffordable or would be purchased with the 
use of other credit products with interest charges, however without regulations and 
protections there is little to no safeguards for consumers.

128. It's proving to be a false economy (again) and those with multiple BNPL are in long term 
significant hardship.

129. As a financial literacy educator, the biggest thing I have seen is people using it to buy 
things they perhaps they would go without, then not being able to afford their weekly 
expenses because of how the payments accumulate. Some of the accumulative 
payments have been over $200 a week, one client had payments of up to $350 
some weeks. 

130. Regulating means they will be able to make a listing on people's credit file when people 
are unable to pay them. The person wouldn't have been in the situation if the company 
assessed them fully before lending so a credit file listing would be unfair if they 
continue to lend without full assessment and correct responses.

131. My clients aren't paying their utilities and cutting down on food to pay the Afterpay 
debts, they are worried about their credit rating.

132. There is a sudden increase of usage associated with the possible diminishment of 
power they have, or restriction of the amount they can loan.

133. Often very difficult to communicate with, as a financial counsellor. Zip in particular is 
frustrating, having to respond to auto generated emails to "keep place in the queue" 
for support.
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134. BNPL are ok used as a one off debt having been credit checked to ensure the client 

is able to afford the loan.  Now clients have many accounts with different companies 
as well as higher living expenses I am receiving calls from so many clients in 
financial stress.

135. Zip NEVER get back to me! Debt waivers are getting harder.

136. Zip response times are extremely slow. Many weeks to respond. 

137. Clients say they need to use BNPL to juggle funds and keep up with bills.  If they were 
limited to just one account with a low limit I see the benefit but only if they've got 
capacity to pay it back on time - most don't.

138. Generally quite difficult to get hold of these companies to discuss client’s situation and 
often little support provided.

More luck negotiating if family violence is involved and they are provided copy of a 
family violence order.

139. BNPL companies claim to be innovators in the financial services industry. Yet the 
most innovative thing they have been able to accomplish is to convince Australian law 
makers that they are NOT simply another credit card.

It is likely not in a BNPL company’s best interest to lend money irresponsibly to people 
who have no capacity to make repayments. Regulation of the BNPL space will be 
mutually beneficial for both clients and BNPL companies due to:

	◗ Clients not being placed further into financial hardship by opening a BNPL account 
when they have no capacity to make repayments;

	◗ BNPL companies having reduced remediation and collections costs;

	◗ Being able to better allocate the funding and resources that are currently being 
spent on hardship departments within BNPL businesses (due to a potential 
reduction in the amount of requests for assistance due to financial hardship), to 
more profitable business ventures.

140. Tends to be slow replies and inadequate responses to hardship variations.

Oftentimes the credit granted was unsustainable.

141. I am relatively new to financial counselling and have really only had experience with ZIp 
Pay and ZIP Money

142. I strongly believe BNPL should be regulated under the credit code. The capacity to click 
on the computer and gain credit without proper assessment is creating more hardship.

143. Yes. Upon sending an email requesting a full debt waiver on a community member’s 
behalf I have unwittingly alerted OPENPAY(in receivership) to hardship where upon 
receiving my email they have drawn the total debt balance from my client’s account, 
leaving them with nothing to live on and without warning. After speaking with them over 
the phone I received an email from them promising to refund around 75% of what was 
taken. In the same email they also declined the full debt waiver request.
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144. Clients are accessing due to cost-of-living increases for standard living costs such as 

food and fuel. Some clients have up to 20-30 BNPL running at one time. Majority of 
clients have minimum 2-3 BNPL running.

145. This product is aimed at the most financially vulnerable in our society and is destroying 
their capacity to stay on top of their finances. The slow drip feed of the payments 
means that the clients don't realize how much trouble they are in until it is too late. 
Then the BNPL companies shrug off responsibility to support the clients when they get 
into trouble.

146. I find they are unwilling to share information, or just give you minimal information.  They 
are hard to contact. 

147. Time consuming negotiations. Misunderstanding of request. Slow responses. Difficult 
to contact by phone.

148. There has been an increase in clients' BNPL accounts as some of them heavily rely on 
basic living expenses and childcare bills. In general BNPL hardship teams understand 
the issues and in my experience, they provide solutions that are beneficial for the 
client's circumstances. in my opinion, it is inevitable that we will deal with BNPL more 
often than ever. 

149. That women experiencing financial abuse or leaving a DV situation use BNPL and this 
places them in a worse financial position. This is often due to a bad credit rating from 
financial abuse.

150. BNPL providers are very difficult to communicate with. They generally do not provide a 
contact number for hardship or email address.  Often the only method to communicate 
is via their online form, which does not provide flexibility to able to articulate the issues 
facing clients

151. People use BNPL for desperate measures. People also use this as they find it difficult 
to save their own money due to ill-discipline, economic conditions or personal 
circumstances.

152. Clients are using BNPL to buy gift cards to buy food so that frees up cash. Then giving 
the cash to family or spouses. 

153. Inconsistent outcomes and responses to requests for information. Lack of 
understanding of family violence - make it difficult for victims to obtain statements of 
accounts even though this is agreed to in the Code.

154. Get rid of them!

155. Extremely difficult to get a debt waiver.

156. I've seen evidence of some BNPL providers lifting their game recently in terms of 
financial hardship cases, but better regulation can't come soon enough IMO.

157. BNPL have to be regulated as they place vulnerable clients into permanent hardship.
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158. Most of the clients I see who use BNPL have Centrelink payments as their only income, 

the rate of these payments is not enough to live on (obviously a government problem 
not a BNPL problem) but they resort to short term fixes that leave them spiraling into 
more and more debt that they can't afford.

159. Many clients have small amount credit contracts and medium amount credit contracts 
so go to BNPL as these are not regulated. 

160. I am concerned about clients using BNPL to pay for food, it demonstrates their 
desperate situation. Particularly in the past there was no checking on the suitability of 
this product for clients.

161. It is okay to have a product to help people on low incomes but their limits are too high 
and a community member should not be unable to access more than one.

162. What about payday loans? I have also had bad experiences with BeforePay, WagePay 
and MyPayNow. They are unregulated.

163. As cost of living pressure go up, clients are using this as a revolving credit to pay for 
things, but also admit they often buy more and use other BNPL companies to get more, 
as the repayments are spread out.

164. People don’t know how to budget and don’t realise they can’t afford the repayments. 
Clients should be assessed if they can afford the repayments before being given 
the credit. Also they should be told that hardship is available if they cannot afford a 
repayment.

165. In the last month I have had 2 clients present with BNPL debts.  I wrote to Afterpay 
and Zip Pay seeking account information and balances.  I did not say that they were 
in hardship, nor did I request or imply I would be seeking a waiver.  Both companies 
suspended the accounts immediately without referring back to me or the clients.  The 
clients were using BNPL as defacto credit cards to manage peaks and troughs and 
the suspension left them unable to purchase medicines/essential living items.  The 
suspension caused significant issues, and the reversal is proving to be a long process, 
usually requiring the authority to be removed.  

166. Majority of people I see are on government benefits or low income, often don't 
recognize they are in a debt spiral due to their use of BNPL. Often people have three or 
more accounts with deductions on different days which they lose track of. 

167. Better legislation consistent with National Credit Laws should be applicable to Buy Now 
Pay Later.

168. BNPL impacts on all of my clients’ ability to meet their everyday expenses. 

169. It is too easy to secure the loans. Regulation is needed.

170. People who take out BNPL loans do it because they can't get money anywhere else 
or do not understand what they are taking on. Either way, these contracts prey on the 
vulnerable. In their current form and without genuine governance and accountability 
they are unethical. 
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171. It’s very difficult to get a phone number to ring them.

172. The difficulty of speaking to someone and to get replies to emails makes it challenging 
to help the clients in a timely way.

173. Some clients don't understand the implications of using BNPL. I have a client who 
seems to really struggle to understand the impact that using BNPL has on her finances.  
She seems to be under the impression that if she uses BNPL to pay for an item she 
can just take it out of her budget as it is now debt rather than an expense.  She doesn't 
understand that she still has to have the money available to make the BNPL payments.

174. Too easy to access and clients more inclined to use BNPL for something they do not 
really need. They are very hard to communicate with. Both for the clients themselves 
and financial counsellors. Clients try advocating on their own but receive no response, 
no assistance etc.

175. They should be banned altogether. 

176. So many done online and phone etc what sort of checks are done?   

177. Ease of getting loan from BNPL facilitates impulsive/ emotional buying. Most clients, 
if not all, would have the experience of asking  themselves "why did I buy that?".  It 
happens across all age groups. BNPL as it is now promotes irresponsible spending,  
guilt after spending! 

178. Most of my clients are using for non essential purchases ... spending makes 
them happy

179. Difficulty being able to actually speak with someone.

Difficulty stopping direct debits.

180. Needs to be tightly regulated or closed down. A race to the bottom for people who 
are financially illiterate or in dire hardship. BNPL work on percentages and allow for a 
percentage write off whilst charging high default interest rates. Financially vulnerable 
people need to be protected from the financial snakes in the world! 

181. This product fills a need in the community, but better protections for the consumer 
would be invaluable in assisting those using these types of services, consumers using 
these services have little knowledge of the consequences of using these products and 
can often place the person in an ongoing unaffordable cycle using these products for 
everyday living expenses

182. Very uncertain re regulation and ability to have confidence re hardship options. Also 
clients become addicted to it as a financial safety blanket and don't want to lose it 
as an option. Very hard to support them to stop using it - it is a behavioral addiction 
providing a sense of financial security despite it further entrenching vulnerability. Very 
rarely have I seen someone use it in a positive way.

183. No, thank you. Good luck with the changes that need to take place. And good on you 
for putting in the time and effort.
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184. It is very difficult for clients and financial counsellors to make contact at times. Long 

waits on the phone, if a phone number is provided at all.

185. Most clients don't want to apply for hardship in case they are stopped from using 
BNPL. They prefer to continue paying and will forgo paying other things.

186. It is far too easy to get. Generates significant problems for clients when there are 
multiple payments coming out. Encourages excessive and thoughtless spending.

187. Many clients who have taken on BNPL at the point of sale, as opposed to using 
maxed out credit cards, are solicited to take on more profitable lines of credit such as 
personal loans or lines of credit, eg Zip Pay to Zip Money. These loans are usually for 
higher amounts than BNPL balances. If regulated, BNPL will be subject to stricter rules 
regarding solicitation to other higher amounts of credit - similar to credit cards.

188. Responsible lending would allow for clients to still have affordable credit that doesn’t 
plunge them into unaffordable debt. 

189. Regulation is essential to protect our clients.

190. I also had interaction with Openpay and payright and they're not easy to deal with.

191. The amount of pressure repaying this debt is placing on clients is astronomical. These 
products are too easily obtained with little thought to the outcome of the customer. 

192. Concerned with the number of accounts clients have. Difficult in contacting the 
creditors when required. Easy to get a loan, yet hard to get assistance when required. 

193. BNPL does not do a financial assessment with clients and often do not tell clients about 
the hidden cost.

194. Marketing to young Australians (18-26 years old) is unethical. I saw a sign in Glue 
(clothing store) We now have Afterpay. Like it's so much fun to have debt. Yay 

195. It seems to be far too easy for people to obtain BNPL and when people use this service 
they are buying something they can't afford at the point of purchase, or using it to 
postpone a problem which will eventually become unavoidable.  

196. Sometimes a community member will prioritise these repayments before basic needs.

197. BNPL are way too easy to access.  I have clients that keep applying until they get one 
and they cannot believe how easy it is to do it.

198. Some clients have cut back of food etc to pay the BNPL first, because the fees and 
charges will out weight the original cost of the purchase in the long term.

199. Both Zip Pay and Afterpay's application does little to show the client the total they owe 
and when payments will fall due, Zip in particular. Clients are in most cases prioritising 
to pay at least 1 BPNL debt, so that they retain the use of the service.  

Clients report being suspended multiple times. Clients unaware of the total fees they 
have paid for the service so far, and the ‘cost’ of the service to them, given their 
payment history.
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200. Clients try to cope with food insecurity and access BNPL product to get groceries, 

not accessing emergeny relief from community services, they get into a vicious cycle 
where they cannot afford food because they are paying off the BNPL food vouchers 
they got two months ago. Without asking for help the cycle continues. The client is then 
reluctant to ask for hardship with BNPL as it has become a way of coping in a crisis, 
they don’t want the financial counsellor to interfere with the relationship with the BNPL. 
If and when they finally come to see a financial counsellor, we need to find a way for 
them to pay off the debt, and stop using BNPL, whilst still paying their everyday living 
costs. This is difficult. They also fall behind or pay the minimum to their utilities because 
they are paying BNPL as a priority, causing higher debt and risks of disconnection.  I 
have been a financial counsellor for 10 years and this is one of the greatest challenges 
we face with our clients. They should not be able to access this without being able to 
afford it. 

201. I went to Internal Dispute Resolution (IDR) at Zip and the person responding to the 
complaint seemed to be the same person who I had been dealing with originally before 
approaching IDR. This does not seem appropriate to me. Not sure if this is across 
the board. 

202 There should be a financial assessment completed with each application in order 
to establish capacity to pay. I strongly disagree with BNPL constantly increasing 
spending limits.

203. It is just too easy for clients to access these products.

204. These companies don't check to see how many other debts a customer may have, 
resulting in 4 or more unaffordable debts to them. 

205. The BNPL market seems to be absorbing the same type of client as to unregulated 
scenarios with the small amount credit contracts from a number of years ago. Some 
clients treat it as the last option as they have exhausted other avenues. A small minority 
look at it as free credit, without the intention of paying these sums back.

206. As a financial counsellor, I have found it very difficult to communicate with BNPL, it 
is very hard to find their hardship team contact phone numbers and email.  It is very 
time consuming and frustrating. BNPL is encouraging people who are on Centrelink-
only income to buy things they cannot afford and which have not been budgeted or 
planned for.  Many people have not even considered good services like lay-by or no-
interest loans.

207. Afterpay and Humm were both very cooperative to set up affordable payment plans 
and to suspend services until full payment. This was appreciated as clients were 
forsaking basic needs in order to pay for excessive purchases. This does put a load on 
emergency relief agencies who provide food assistance. 

208. Often harder to contact.

209. Many clients don’t want advocacy support with BNPL products as it is their “lifeline” 
especially when using the products for fuel vouchers. I have found I need to specifically 
ask if they have these products as they are not viewed as debt. Clients are unaware 
how much they are actually spending with products especially when payments are 
broken into four.
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210. It’s the beginning of the debt trap a lot of people experience. The spiral just gets 

worse and worse until they can get a Centrelink advance to pay it off then the cycle 
starts again

211. Often community members are happy to continue making payments to the BNPLs 
because the payments come out on the day they get paid they do not see them as 
a problem. Community members will use them as a safely net when they run out 
of money. 

212. All have difficult avenues of contact, all have poor websites to look up financial 
hardship. Question - how is it that a shop sales assistant with no finance training or 
accreditation can sell a credit/financial product?

213. Zippay will not put a stop on my client’s payments until he presents a police report. I 
had notified them he was in custody at the time of the purchases and they kept debiting 
money from his account. I had provided them with proof of him being in custody but 
that did not make a difference.

214. They are much easier to set up hardship payment plans with once the debt has been 
passed on to a debt collection agency. I have found it hard to even contact some of the 
BNPL providers. 

215. Because the BNPL companies tend to be more proactive about their debts (ie calls, 
SMS, emails) clients feel more pressured to pay these first although they should be one 
of the lowest debt priorities. Clients say they have been paying them over food/rent etc 
to stop the constant contacts.

216. In my experience, there is a much higher prevalence of financial abuse when BNPL 
products are involved.  I’ve worked with many clients that have had card fraud by 
ex-partners linked to BNPL accounts that aren’t in their name.  Also finding a lot of 
particularly women, coerced into taking BNPL and not receiving financial benefit.  Also 
see women affected by relationship breakdown where there was family violence and 
financial abuse, resorting to accessing BNPL products to pay for essentials, because 
they are already overburdened in debts and other financial commitments as a result of 
the relationship breakdown and previous financial abuse. 

217. For some clients, this has been a real help, but only for those who utilise the BNPL 
option wisely and within their means.  I’ve found it increasingly difficult to get a hold 
of the BNPL companies and even when you do, they do not respond to your actual 
questions.

218. BNPL prey on the poor and vulnerable in our community.

219. BNPL has become a normal "income" boost for clients and they don't realise it’s not 
boosting, but it's hindering. All my clients say they spend more than they should on 
BNPL when questioned.

220. Often client’s financial circumstances are worse off due to BNPL and the fear around 
non payment is actually worse than any other debts.
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221. Some of our clients are getting themselves into a debt cycle of relying on BNPL 

products to pay for food, bills, school costs etc. Due to this some people prioritise 
paying back these BNPL debts over others so that they can access again in the future 
which is leading to a debt cycle that they struggle to get out of

222. Customers apply out of desperation, and they apply for multiple accounts. For some 
the option of BNPL needs to be removed through tighter regulations. The use of this 
product creates an endless debt spiral which some are unable to get out of.
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