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Question 1: have you 
heard of buy now pay 
later?



Question 2: Is buy now, 
pay later a regulated 
product?



What is buy now, pay later 
(BNPL)?

● Buy now pay later (BNPL) is a credit product that allows people to spread 
or delay the cost of their purchase. 

● The major BNPL providers in the UK include Klarna, Clearpay, Laybuy, 
Openpay and PayPal.

● BNPL is often offered as a payment option at an online retailer’s checkout. 
Most providers allow customers to pay for their purchase in instalments 
over a number of weeks or months. Some also offer an option to delay 
payment, for example by 30 days.

● Buy now pay later providers often market their services to retailers as 
being able to increase the sales that retailers will achieve.



Why is BNPL unregulated?

The Financial Services and Markets Act 2000 
(Regulated Activities) Order 2001, 60F (2) creates 
an exemption for credit agreements…

● To be repaid over not more than 12 
payments

● To be repaid within 12 months
● Provided without interest or other charges

https://www.legislation.gov.uk/uksi/2001/544/article/60F


Who uses BNPL?
27% of UK adults have used buy now pay later in the last year

● 45% of 18-34 
year olds 

● 31% of 35-54 
year olds

● 11% of over 
55s

Age

Ethnicity

of 
disabled 
people 

of people with 
a mental 

health 
problem 

37% 45%



What do people use BNPL to 
buy?

33% used it to buy 
electronics

29% used it to 
buy clothes

24% used it to buy 
white goods

On average 
people 

are paying back 
£63 per month

The average buy now 
pay later user has 

used it 5 times in the 
last year



There are problems at each stage of the 
customer journey 

Deciding 
whether to use 

BNPL

Advertising 
and offers 

At the
checkout

Approval from the 
BNPL provider

Making 
payments

Missed 
payments 



Shop now, pay later! With YPay! 10% off when you pay using YPay
Code: YPAY10

PROMO/STUDENT CODE: YPAY10
YPAY10 saving 10% (-£10)

Payment type                                                       CHANGE

Pay in 3 instalments with YPay 

🛈 3 interest free payments of £31.32

● Shop now and pay later in three interest-free instalments.

Eligibility criteria applies to use this credit offer. YPay uses a soft search with credit reference agencies. This will not affect your 
credit rating. By continuing I accept the YPay terms. Pay no fees when you pay on time.*

🛈 Save for future use

DATE OF BIRTH:

 YPay needs your date of birth to confirm your identity. You must be 18 years of 
age to use YPay.

🛈 MORE INFO

PAY NOW WITH YPAY

£31.32 today £31.32 in 30 days £31.31 in 60 days

Card number

MM/YY CVC



People may not see key information



There are problems at each stage of the 
customer journey 

Deciding 
whether to use 

BNPL

Advertising 
and offers 

At the
checkout

Approval from the 
BNPL provider

Making 
payments

Missed 
payments 

Adverts don’t always 
make it clear 
enough that BNPL is 
a credit product.

Some adverts 
promote 
unaffordable 
spending as an 
aspirational 
lifestyle.

Some retailers offer 
discounts for using 
BNPL.



There are problems at each stage of the 
customer journey 

Deciding 
whether to use 

BNPL

Advertising 
and offers 

At the
checkout

Approval from the 
BNPL provider

Making 
payments

Missed 
payments 

BNPL is often the 
default payment 
option on retailers’ 
websites.

The process of 
signing up to BNPL is 
slippery.

There’s not enough 
information on what 
BNPL is and the 
consequences of 
non-payment.



There are problems at each stage of the 
customer journey 

Deciding 
whether to use 

BNPL

Advertising 
and offers 

At the
checkout

Approval from the 
BNPL provider

Making 
payments

Missed 
payments 

The design of the 
checkout page 
often encourages 
people to spend 
more than they 
can afford.

BNPL often isn’t 
presented as a 
serious credit 
product.



There are problems at each stage of the 
customer journey 

Deciding 
whether to use 

BNPL

Advertising 
and offers 

At the
checkout

Approval from the 
BNPL provider

Making 
payments

Missed 
payments 

Not all BNPL 
providers conduct 
affordability checks.

Spending limits set 
by providers are 
inconsistent.

When people use 
BNPL products with 
multiple providers it 
quickly becomes 
unaffordable.



There are problems at each stage of the 
customer journey 

Deciding 
whether to use 

BNPL

Advertising 
and offers 

At the
checkout

Approval from the 
BNPL provider

Making 
payments

Missed 
payments 

Information 
about setting up 
payments is 
often missing 
from the 
checkout. 

Methods for 
setting up 
payments are 
inconsistent. 



There are problems at each stage of the 
customer journey 

Deciding 
whether to use 

BNPL

Advertising 
and offers 

At the
checkout

Approval from the 
BNPL provider

Making 
payments

Missed 
payments 

Support for 
people in 
financial difficulty 
is inconsistent. 

Many providers 
charge late fees 
and some refer 
people to debt 
collectors.



3 key issues with BNPL

The design is 
slippery

Treatment of 
people in 
financial 

difficult is 
inconsistent

It encourages 
people to spend 
more than they 

can afford



Slippery design

Of people who’ve used BNPL 
in the last year:

● 40% think BNPL isn’t 
“proper” borrowing

● 42% didn’t fully 
understand what they 
were signing up for

BNPL is often the 
default payment option 

at the checkout

39% of people who used 
BNPL in the last year 

have done so without 
realising.

At the checkout there’s not 
enough

information on what
BNPL is and the
consequences of

non-payment. 

If the information is there, 
it’s often in the small print.



Affordability issues

A quarter of people 
who have used BNPL 
in the last year have 
regretted using it.

The number 1 reason 
for regret was 

spending more than 
they can afford.

Affordability checks are 
inconsistent. 

Some providers conduct soft 
credit checks, some perform 
hard checks, others perform 

none.

52% of BNPL users have 
another debt or repayment 

to manage alongside their 
BNPL repayments.

Adverts and offers 
promote unaffordable 

spending as an 
aspirational lifestyle.

Checkout designs often 
focus on the price of 

instalments more than 
the total price.



Treatment of people in 
financial difficulty is 
inconsistent

Some providers refer 
people to debt 

collectors 

Late fees range from 
none to £12, and 

caps range from £15 
to £36

3 in 10 users faced a 
fee they didn’t expect

More than 2 in 5 
BNPL users have 

struggled to 
make a 

repayment 2 in 5 BNPL users have 
been unable to pay 
for an essential (like 
food or bills) because 
they were making a 

BNPL repayment



Question 3: Compared to other 
forms of credit, does BNPL feel:

More risky?
Less risky?
About the same?



Question 4: have you 
seen clients who are 
struggling with BNPL 
repayments?





Leo signed up for a BNPL agreement. He found it 
extremely easy to sign up, but didn’t realise how the 
agreement worked or what its terms were. 

Leo is homeless, has multiple mental health 
conditions, and has had his working hours at a pub cut 
because of the covid pandemic. 

He can’t afford to repay the £200 he now owes. Leo is 
now being chased by a debt collection agency, and the 
stress of this is making his mental health worse. This is 
leaving him struggling to go to work and unable to cope.



Sarah lives in local authority housing with her two young 
children. She has multiple debts and mental health 
issues which cause her to online shop compulsively. One 
provider rejected Sarah’s application to use BNPL, but 
she was still able to take out agreements with another. 

Sarah has been spending almost all of her income 
making repayments for these BNPL products. 

She’s fallen  in rent and council tax arrears which she is 
unable to repay, along with not being able to meet her 
minimum payments to other creditors.



gone without paying for another debt because of a BNPL fee or repayment

weren’t able to afford essentials like bills and rent because of BNPL repayments



Upcoming regulation should 
focus on 4 themes:

Product design

Affordability

Information and 
understanding 

Fair and consistent 
treatment of people in 

financial difficulty



Beyond BNPL?

Are you seeing any other 
new financial products that 
are causing concern?



Thank you

Rachel Beddow 
rachel.beddow@citizensadvice.org.uk

Matt Vaughan Wilson 
matt.vaughanwilson@citizensadvice.org.uk

Read the report Buy now, pain later 

mailto:rachel.beddow@citizensadvice.org.uk
mailto:matt.vaughanwilson@citizensadvice.org.uk
https://www.citizensadvice.org.uk/Global/CitizensAdvice/Debt%20and%20Money%20Publications/BNPL%20report%20(FINAL).pdf

