
 
 

 

 
Have payday lenders kept the  
promises they made in their  
Good Practice Customer Charter? 
 
In November 2012 the four main trade associations covering payday lenders 
implemented a Good Practice Customer Charter. To monitor whether lenders 
were doing what they said they would, Citizens Advice launched a survey to 
help people who have payday loans to check whether their payday lender was 
sticking to the Charter. Over 4000 people completed the survey and one year 
on, here is what we found: 

 
Lenders promised to: 
 

Our survey found: 

1 Act fairly, reasonably and responsibly in all 
our dealings with you. 
 

There were no loans for which the 
lender complied with all the other 
promises. 

2 Not pressurise you to enter into any loan 
agreement or to extend (‘roll over’) the term 
of your existing loan agreement. 

Lenders did this for 30% of the 
loans.  

3 Tell you that a payday or short-term loan 
should be used for short-term financial 
needs and is not appropriate for long-term 
borrowing or if you are in financial 
difficulty. 

Lenders did this for 43% of the 
loans. 

4 Tell you how the loan works and the total 
cost of the loan (including an example of 
the price for each £100 borrowed, together 
with fees and charges) before you apply. 

Lenders explained how the loan 
would work for 83% of the loans. 
 
Lenders explained the cost for 
79% of the loans. 

5 Check whether the loan is suitable for you 
taking account of your circumstances. 

Lenders did this for 39% of the 
loans. 

6 Carry out a sound, proper and appropriate 
affordability assessment and credit vetting 
for each loan application and before the 
loan is extended (rolled over), to check you 
can afford the loan. 

Lenders did this for 39% of the 
loans.  
 
Lenders did this for 6% of the 
loans that were rolled over 

7 Explain in general terms what types of 
information we will consider in making a 
decision, if you ask us to. 

Unknown.  ? 



 
 

 

 
Lenders promised to: 
 

Our survey found: 

8 Explain how we will communicate with you 
during the term of the loan, how payments 
will be deducted from your bank account 
and how you can contact us by phone, 
email or online. 

Lenders did this for 46% of the 
loans. 
   

 
 

9 Set out clearly how continuous payment 
authority works (if we use it) and your 
rights to cancel this authority, so you can 
decide if this type of repayment is 
acceptable to you. We will remind you that 
if you cancel, you will still owe any 
outstanding debt and will need to provide 
an alternative method of repayment on the 
due date to avoid going into default. 

Lenders that used CPA explained 
it for 23 % of the loans.* 
 
 
Lenders that used CPA explained 
how to cancel one for 5% of the 
loans.* 

10 Always notify you by email, text, letter or 
phone at least three days before attempting 
to recover payment using continuous 
payment authority on the due date. This 
notice will ask you to contact us if you are 
in financial difficulty and cannot repay. 

Lenders that used CPA did this 
for 40% of the loans.* 

11 Deal with cases of financial difficulty 
sympathetically and positively and do what 
we can to help you manage what you owe. 

Lenders did this for 17% of the 
loans. 

12 Freeze interest and charges if you make 
repayments under a reasonable repayment 
plan or after a maximum of 60 days of non-
payment. 

Lenders did this for 16% of the 
loans.  

13 Tell you about free and independent debt 
counselling organisations who can also 
help you. 

Lenders did this for 9% of the 
loans.  

14 Tell you about our complaints-handling 
procedure when you take out a loan or 
whenever you ask us to. We will also 
include details about our complaints 
procedure on our website or make them 
available at our business premises (where 
appropriate). 

Lenders did this for 19% of the 
loans. 

   * Figures only available from 1 August 2013 – 25 November 2013 
 

 
Find out more at citizensadvice.org.uk/paydayloans 


