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Key complaint and industry trends
Complaints related to Low-Cost Credit Contracts
(LCCC), including Buy Now Pay Later (BNPL)
products rose 9% in 2024-25, reaching 2,099, up
from 1,929 in 2023-24.

Complaints about service quality increased by
20%, together with a 7% increase in complaints
regarding financial firms’ failure to respond to
requests for assistance.

Most of these complaints occurred before the
new regulatory regime for LCCC, including BNPL
products, which started operating on 10 June
2025.

2024-252023-24Issue
158244Credit enquiry
157118A fee or charge

153237Unauthorised 
transactions

127106Service quality

122114
Financial firm failure 
to respond to request 
for assistance

Top five BNPL complaint issues (received)
Time taken to close BNPL complaints
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RIGHT TO DISPUTE 
INFORMATION STATUTORY 
PROVISIONS

Every person has a right to challenge the accuracy of any information concerning that 
person - (i) that is the subject of a proposed report contemplated in paragraph (a); or 
(ii) that is held by the credit bureau or national credit register, as the case may be, and 
require the credit bureau or National Credit Regulator, as the case may be, to 
investigate the accuracy of any challenged information, without charge to the 
consumer.

Section 72(1)(c) of the Act states that:

If a person has challenged the accuracy of information proposed to be reported to a 
registered credit bureau or to the national credit register, or held by a credit bureau or 
the national credit register, the credit provider, credit bureau or national credit register, 
as the case may be, must take reasonable steps to seek evidence in support of the 
challenged information, and within the prescribed time after filing the challenge must –
(a) provide a copy of any such credible evidence to the person who filed the challenge, 
or (b) remove the information, and all record of it, from its files, if it is unable to find 
credible evidence in support of the information, subject to subsection (6).

Section 72(3) of the Act states that:

If the accuracy of the consumer credit information has been challenged by a consumer 
in terms of Section 72(3)(a) and (b) of the Act, the person to whom the challenge has 
been made must take reasonable steps set out in Section 72(3) within 20 business days 
after the filing of the challenge.

Regulation 20(2), states as follows regarding timeframes:
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GUIDELINE ON CREDIBLE 
EVIDENCE FOR DISPUTED 
CREDIT BUREAU 
INFORMATION 005/2025 
DECEMBER 2025

NCR GUIDELINE ON CREDIBLE EVIDENCE

Dispute/Challenge means: where a consumer challenges the 
accuracy of consumer credit information on their credit profile in 
terms of section 72(3) of the Act. 

Credible evidence means: Objective, reliable and verifiable 
information that is sufficiently detailed to prove, on a balance of 
probabilities, that the disputed credit information is accurate. This 
typically includes documentary records generated in the ordinary 
course of business (such as contracts, statements of account, court 
orders, cession documents, system logs and communications 
records) that can be independently verified. Furthermore, what 
constitutes credible information depends on the nature of the 
consumer's factual enquiry and factual dispute. 

Data supplier means: Any person or entity that supplies consumer 
credit information to a credit bureau, including credit providers. 
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PRINCIPLES OF THE 
CREDIBLE EVIDENCE 
GUIDELINE

Accurate and verifiable credit information is essential for the integrity 
of the credit reporting system. Where disputed information cannot be 
supported by credible evidence, it must be removed in accordance 
with section 72(3).

The Guideline provides clear parameters for what constitutes credible 
evidence to ensure that credit information is verified, reported 
accurately, and classified correctly. 

Consistent standards support fair treatment of consumers, reliable 
credit decision-making, and compliance with the Act and its 
Regulations.

Although some data suppliers fall outside the NCR’s direct regulatory 
jurisdiction, their conduct affects the quality and integrity of credit 
information. The Guideline therefore outlines expectations for all 
entities that provide data to credit bureaus.
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PRINCIPLES FOR CREDIBLE EVIDENCE

Data protection compliance: All evidence must be obtained, stored and shared 
in line with applicable privacy and confidentiality laws

Data protection compliance: All evidence must be obtained, stored and shared 
in line with applicable privacy and confidentiality laws

Sufficiency: Evidence must, on a balance of probabilities and prima facie, 
confirm the accuracy of the disputed information

Sufficiency: Evidence must, on a balance of probabilities and prima facie, 
confirm the accuracy of the disputed information

Traceability and auditability: Evidence must be capable of independent audit, 
including system logs that show dates, times and communication channels 

Traceability and auditability: Evidence must be capable of independent audit, 
including system logs that show dates, times and communication channels 

Contemporaneity: Evidence should, wherever possible, have been created at or 
near the time of the event being verified

Contemporaneity: Evidence should, wherever possible, have been created at or 
near the time of the event being verified

Objectivity: Evidence must consist of objective, factual records and not opinions 
or unsupported assertions

Objectivity: Evidence must consist of objective, factual records and not opinions 
or unsupported assertions

In applying the Guideline, credit bureaus and data suppliers are required to ensure:
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MINIMUM CREDIBLE EVIDENCE 
COVERAGE

Outdated retention periods relating to payment profile information, judgments, sequestrations, Admin Orders, enquiries 
and trace alerts

Duplicated information

Factually incorrect information where the account, adverse listing, judgment does not belong to the consumer

Accounts not updated, not in arrears

Adverse listing process followed including providing 20 business days notice before an adverse listing is forwarded to the 
bureaus

Fraudulently opened accounts

Prescrition, on sold debts 

Debt counseling statuses
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OBLIGATIONS RELATING TO CREDIBLE EVIDENCE FOR CREDIT 
BUREAUS

Take reasonable steps to seek and 
provide credible evidence in 
support of disputed credit 
information within twenty (20) 
business days as required by 
section 72(3) read with Regulation 
20(2) to the Act.

Provide a copy of such evidence 
to the person who filed the 
challenge.

Upon receipt of a dispute, 
temporarily mask the disputed 
information during the 
investigation. 

If credible evidence supporting 
the information cannot be 
obtained within the prescribed 
period, the credit bureau must 
remove the disputed information 
and all record of it from their files.

Keep adequate records of all 
disputes, the evidence obtained 
and the outcome of each dispute, 
in a format that allows effective 
auditing by the NCR and other 
authorised bodies.

Ensure that procedures are in 
place to prevent the re-insertion 
of information that has been 
removed whether due to a lack of 
credible evidence or because 
credible evidence indicates the 
information is inaccurate, unless 
new credible evidence is 
subsequently obtained.
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CREDIT PROVIDER AND DATA SUPPLIER OBLIGATIONS

Keep adequate internal records to support the 
information they submit

Respond promptly and reasonably to requests for 
information from credit bureaus in relation to 
consumer disputes

Provide objective, verifiable records in line with the 
minimum evidence requirements in the guideline

Ensure that the gathering, storage and disclosure of 
information complies with applicable data protection 
and confidentiality laws 



© Copyright of the SACRRA | Slide 68

COMPLAINT ESCALATION PROCESS

NCT

NCR 

Ombud?

Credit Bureau

Credit/Data Provider

Under the changes, which take effect from 10 June 2025:

• All providers of Buy Now Pay Later products, including 
low cost credit contracts, must comply with the National 
Credit Act, National Credit Code, and responsible lending 
obligations. 

• They must also consider financial hardship requests and 
credit reporting.

• Mandatory obligations for providers will include holding 
an Australian Credit Licence, becoming a member of 
Australian Financial Complaints Authority (AFCA) if not 
already, and establishing appropriate processes and 
mechanisms for addressing consumer complaints.

• Full detail on the new obligations is available via the 
Australian Securities & Investments Commission (ASIC) 
website: Buy Now Pay Later | ASIC

BNPL COMPLAINTS HANDLING IN AUSTRALIA
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• A fragmented dispute resolution 
process and escalation path may 
reduce access to redress for consumers

• Consumers cannot exercise rights they 
do not understand and as a result all 
stakeholders need to take responsibility 
for consumer education

GAPS FOR CONSIDERATION

Different dispute types 
need different evidence, 

owners, and remedies

Without clear definitions, 
disputes may be handled 

inconsistently across 
providers

No clear consumer 
redress pathway specific 

to BNPL. Where 
regulation is still evolving, 
consumers may not know:

(a) who to complain to 
first

(b) when to escalate to a 
bureau, ombud, regulator, 

or tribunal

(c) whether BNPL 
providers fall under the 
same external dispute 

framework as other credit 
providers
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No reporting or governance obligations on dispute trends. 
Regulators may also want to consider whether BNPL participants 
should be required to track and report:

• dispute volumes
• root causes
• repeat error categories
• resolution times
• correction rates
• systemic issues by merchant, product type, or channel

This may help identify market conduct risks early

GAPS FOR CONSIDERATION


