
Fact Sheet

Negotiations with lenders during the 
Coronavirus (COVID-19) pandemic
The COVID-19 pandemic is impacting the lives of 
people across Australia. There are many resources 
which provide information about available 
assistance and services to help resolve your 
financial concerns. If you are experiencing financial 
hardship as a result of the COVID-19 pandemic, 
support is available. 

This factsheet provides a summary of what you can 
do to contact and negotiate with banks and other 
lenders, and guidance on the resources available 
to help you resolve any financial concerns. 

If you want support with these steps please contact 
the National Debt Helpline on 1800 007 007 to speak 
with a financial counsellor.  Financial counsellors 
offer support, information and advocacy to people 
who are experiencing financial hardship.  
The services are free, confidential and non 
judgemental. 

Care has also produced a COVID19 Financial Hardship Factsheet, which may also be of 
assistance to you. That Factsheet covers what it means to be experiencing financial hard-
ship and your associated legal rights in more detail.

Eligibility 
What is financial hardship? 

You may be in financial hardship if you are strug-
gling to meet your financial obligations such as 
paying bills or repayments on your loans or debts.
Your financial obligations may include: 
    •  Mortgages
    •  Car loans
    •  Personal loans
    •  Credit card debt
    •  Payday loans
    •  Consumer leases
    •  Buy Now Pay Later services 

If you could never afford the loan you should seek 
legal advice immediately.

If you are experiencing financial hardship, you may 
be entitled to protections under Australia’s 
consumer credit laws. 

You must be having (or will have) trouble 
making your loan repayments because of 
reasonable cause e.g. illness or unemployment as a 
result of the COVID-19 pandemic. 
You can request any type of repayment 
arrangement as long as it will reasonably repay the 
loan.

More information about the protections under 
Australia’s consumer credit laws provide can be 
found in Care’s COVID-19 Financial Hardship Fact-
sheet.

When should I contact my bank, lender or provider?

If you are struggling financially due to the COVID-19 
pandemic, it is a good idea to contact your bank, 
lender or provider as soon as possible to arrange a 
repayment option that you can afford.

They are threatening to take me to court?!

If you have received a default notice and/or the 
lender or provider is threatening to take you to court 
you need to act urgently. You should:
    1. Immediately contact the lender or provider and 
        ask for financial hardship arrangement be put 
        in place on your account. Its best to put this in 
        writing if you can.
    2. Lodge an application with the external dispute 
        resolution scheme if available (for most 
        lenders this will be the Australian Financial 
        Complaints Authority)
    3. Contact a financial counsellor or lawyer for 
        advice 
If you are served with court documents you should 
also urgently obtain legal advice. 
You can obtain free legal advice by calling the 
Consumer Law Centre on 6143 0044
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Evidence and preparation 

Evidence of hardship 

Gather and review any documentation you may 
have which demonstrates that you are experiencing 
financial hardship. Depending on your situation, this 
could include information to indicate your financial 
and/or health circumstances, such as: 
    •  letters from employers
    •  Centrelink or other government records (e.g.                                             
        JobKeeper/ JobSeeker information)
    •  payslips
    •  doctors certificates or other health records
    •  bank records
    •  evidence of other financial obligations (i.e.       
        mortgage repayment schedule, loan 
        repayment agreement);
    •  other bills or receipts.

This will assist you to clearly explain your financial 
position to the provider.

Your lender may have information published about 
COVID-19 assistance on their website and/or a 
financial hardship policy. This may include a list of 
the documentation or evidence required for you to 
prove financial hardship. 

If you aren’t sure what to provide, or if a lender is 
asking for information you don’t want to provide, 
contact a financial counsellor for further informa-
tion and support. Call the National Debt Helpline to 
speak to a financial counsellor – it is free, 
confidential and non-judgemental

Preparing for a conversation with your lender/bank/
provider

Ahead of a conversation with your lender/bank/
provider, consider the following questions:
    •  How much can I afford to repay per week/fort
        night/month?
    •  When will the debt be paid off? Is the amount I 
        think I can repay sustainable?
    •  Is my financial position likely to change in the    
        future?
    •  What is the reduction in your net income from 
        when I acquired the debt? (I.e. how has
        your pay changed, this will help demonstrate
        how your position has changed) 

In preparing for this conversation it is a good idea to 
do a household budget to help you work out what 
you can afford. If you need help preparing a bud-
get, or working out what is affordable for you, speak 
to a financial counsellor for assistance.

What assistance can I ask for?

You can ask for any type of payment arrangement 
as long as it will reasonably repay the loan. This could 
include: 

•    Reducing or deferring payments
•    Temporarily pausing your payments
•    Changing the terms of your loan or 
      agreement, for example extending the term 
      of the loan to give you more time to repay it 
•    Accessing the available funds in your loan if 
      you are ahead on your repayments

Refer to the provider’s financial hardship policy if avail-
able.
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During and after negotiation 

Keep records

When dealing with lenders and/or providers it is 
important to keep records about what you spoke 
about. Make and keep notes of your conversations 
including:  
 
    •  the dates and times of the conversations 
    •  details of what is spoken about including 
        details of any agreements that are made 
    •  the name of the person you speak to

Explain your circumstances

Explain your circumstances and how you have 
been affected by the COVID-19 pandemic, 
including whether you are in receiving any 
government payments such as JobSeeker or 
JobKeeper, and any changes to work hours or 
payment arrangements.

Persistence 

Under Australian Consumer Credit Laws lenders are 
required to provide you a response in writing within 
21 days. 
Be prepared to respond to requests for further 
information from the provider.
If you haven’t received a response you may be 
able to make a complaint to the Australian 
Financial Complaints Authority (AFCA) 

Seek external advice if necessary 

If you are unhappy with the provider’s response, 
you can ask the provider to revisit their response.
If the lender says ‘no’ or does not respond to your 
request for a hardship variation, you can apply to 
AFCA for a request to vary your credit contract on 
the grounds of financial hardship. 

AFCA provides external dispute resolution services 
for financial matters and is independent and free 
for consumers. See our COVID19 Financial Hardship 
Factsheet for more information.

You can contact a financial counsellor or 
lawyer for further advice and guidance on ways to 
help resolve the dispute. 

If your bank or loan lender is taking legal action 
against you, please contact a lawyer immediately.

Need some more help?

For free information and support about your situation please call the 
National Debt Helpline: 1800 007 007 and speak to a financial counsellor. In the ACT, the 

National Debt Helpline is operated by Care. 

You can access free legal advice from 
the Consumer Law Centre: (02) 6143 0044, regarding consumer credit, debt recover, 

banking, bankruptcy, insurance, simple contracts, and general fair trading and consumer 
protection. 

AFCA Significant event hotline: 1800 337 444 may be able to offer support and information if 
you have been financially impacted by COVID-19.

The ACT Government has set up the COVID-19 Helpline: (02) 6207 7244 to provide advice 
and support for Canberrans across the Territory.

Need some more help?

You can access further information on financial 
hardship and COVID-19 from the following websites:

•    National Debt Helpline, Covid-19 Financial 
      Survival Guide (Overview), 

•    Money Smart, COVID-19 making financial       
      decisions,

•    Australian Financial Complaints Authority, 
      Coronavirus (COVID-19) pandemic - support 
      hub, 

•    Australian Banking Association, Support during  
      COVID 19
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