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The Charter says: 
 
When providing payday or short-term loans, we will –  
 
Not pressurise you to enter into any loan agreement or to extend (‘roll over’) 
the term of your existing loan agreement. 
 
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. 
 
An East of Scotland CAB reported of a client whose son and husband had lost their 
jobs. She was earning around £700 per month, and her husband had taken out 
payday loans to meet the shortfall in income. One was for £500 with a repayment of 
£625, and the other for £400 with a repayment of £500. She was now struggling to 
meet the interest payments for January which came to £225.  She had been to see 
the companies asking for reduced payments but been told that she could only pay 
the interest and roll the loans over.  
 
A client at a West of Scotland CAB had borrowed £200 from a payday lender in April 
last year. He had agreed to pay £62 per week despite only having £65 per week 
after his rent was paid. Attempts to reduce the weekly payment resulted in the client 
now having four loans which he claimed he knew nothing about. On the day he 
attended the CAB, the loan company had taken all monies - £52.50 - from his bank 
account leaving him with £10. He had contacted the local church organization for 
assistance to survive the week. 
 
A West of Scotland CAB reported of a single mother working part-time. She found 
herself having to take top-up loans of £400 per month to survive financially; her loan 
company was taking £518 in repayments. The client has no literature explaining 
terms and conditions, just an email congratulating her on successfully getting a loan. 
 
 
The Charter says: 
 
When providing payday or short-term loans, we will:  
 
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. 
 
An East of Scotland CAB reported a client who came in with her support worker. The 
client had taken out a payday loan but being on IS and DLA is unable to make the 
repayment. She feels the terms and conditions were not fully explained, and has 
spoken to the lender who were hot helpful – they also have the wrong name on the 
agreement.   
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An East of Scotland CAB reports of a client who visited the CAB on behalf of her 
son, requesting guidance.  The son works full time so cannot come to the CAB 
earning £260 per week, living at home with his mum. He took out a payday loan with 
Wonga for £300. She believes that the son took out the loan responding to an 
unsolicited text message, does not think he got any paperwork or terms and 
conditions of the loan. He was receiving frequent phone calls and texts demanding 
he have £630 in his bank account by the end of the week.   
  
An East of Scotland CAB reports of a client who came in with her support worker – 
she took a payday loan out with a payday lender on the 8 December, total 
repayment is £350 due on 9 January.  Client is on Income Support and Disability 
Living Allowance and is unable to make the repayment.  She feels the terms and 
conditions were not fully explained, and has spoken to the lender who was not 
helpful – they also have the wrong name on the agreement.   
 
 
The Charter says: 
 
When providing payday or short-term loans, we will:  
 
Check whether the loan is suitable for you taking account of your 
circumstances. 
 
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. 
 
A North of Scotland CAB reported of a client living on Job Seekers’ Allowance. He 
had multiple debts including council tax, rent arrears and court fines. Despite being 
on JSA he obtained five payday loans totalling £3000.   
 
A client attended a North of Scotland CAB. She was in receipt of the Disability Living 
Allowance care component due to mental health issues. She had many debts 
including rent, council tax arrears, bank overdrafts, personal loans, store card, 
utilities and Provident. She also had a total debt of £2500 in payday loans with five 
payday loan companies.  She said that many of the unsecured debts were incurred 
when she was in a “high mood”.   
 
An East of Scotland CAB reported client with multiple debts including rent, council 
tax, gas, electricity, mail order debt, hire purchase agreements and car finance. The 
client took out one pay day loan but was unable to repay when due.  As a result, she 
took out additional payday loan debts to repay the original, and so now had 3 payday 
loans in addition to her existing debts.  No affordability checks were done by the 
payday lenders, and the client applied for all the loans online. 
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The Charter says: 
 
When providing payday or short-term loans, we will - 
 
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. 
 
Always notify you by email, text, letter or phone at least 3 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. 
 
An East of Scotland client borrowed £450 as a payday loan which rose to £1600. By 
way of repayment, the payday lender was removing £161 from her joint account 
every month. She visited the high street lender and told them they could no longer 
remove money as the account was empty. They took out funds nonetheless, leaving 
her with no money to pay for direct debits, putting the account in the red and 
incurring bank charges.   
 
A client attended an East of Scotland CAB after a payday loan company took funds 
out of his account in January and February despite a debt agreement being 
cancelled in December.  As a result he was overdrawn and expecting £30 of bank 
charges.  
 
The bank account of a West of Scotland CAB client was frozen when her payday 
lender took out unauthorised payments.  She had no access to her wages and no 
access to any cash for food or other expenses.   
  
 
The Charter says: 
 
If you are having problems repaying your loan, we will:  
 
Deal with cases of financial difficulty sympathetically and positively and do 
what we can to help you manage what you owe. 
 
Freeze interest and charges if you make repayments under a reasonable 
repayment plan or after a maximum of 60 days of non-payment. 
 
A South of Scotland CAB reported of a client who was being hounded by a payday 
lender. The lender had been telephoning him repeatedly throughout the day until 
about 9pm, breaching OFT guidelines. In addition, another lender contacted his 
employer and told his employer about his financial situation. 
 
A Client advised that he has been having considerable problems with a number of 
creditors. He had received 34 calls from them in 3 days - 21 calls in the last 24 
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hours, and 7 calls over a 2 hour period this morning. He answered the first call he 
received from them and had advised that CAB were dealing with the matter.  
 
A client visited a West of Scotland CAB regarding a payday loan she had been 
making payments on.  She missed one payment and was advised by a financial 
advice website to cancel her debit card to ensure payment couldn’t be taken, which 
she did. The lender then threatened to visit her place of work to confirm her income. 
Sheriff officers would then also attend her place of work to serve a notice of 
arrestment.   
 
 


