
  Help if you cannot pay your 
credit cards or loans 



 

  

 

Blue words 

Some words in this book are blue. 

We write what the blue words mean. 

Help with this book 

You can get someone to help you 

● understand this book 

● find more information. 

Contact information is at the end of this book. 
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About this book 

This book is about what to do if you need help 

to pay your loans. 

Loans can be when a bank gives you money to 

buy something. 

For example, a car. 

Loans can also be when you get a credit card. 

You have to pay back the money. 

You also have to pay interest. 

Interest means extra money you pay when you 

pay back the loan. 

Page 3 



 

 

 

 

 

 

 

 

Why you might find it hard to pay  
back your loans 

You might not be able to pay back your loans 

if you 

● are sick or injured 

● lose your job. 

You might not be able to pay back your loans 

if things in your life change. 

For example, if there is a natural disaster. 

A natural disaster might be 

● a bushfire 

● a flood. 

We can help you if you find it hard to pay back 

your loans. 
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What you should do if you need  
help to pay back your loans 

You can contact us if you need help to pay 

back your loans. 

You must fill in a Financial Harship 

application form. 

You can fill in the form online. 

Website 

citibank.com.au/hardship/online/index. 

html?l=en_AU 
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The form will ask you questions about your  

financial situation. 

Your financial situation means things like 

● how much money you have 

● how much money you get paid 

● how many bills you have to pay 

● what things you own 

– for example, a car. 

You will need your mobile phone with you  

when you fill out the form. 

We will send a code to your phone so we know  

it is you filling out the form. 
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If you cannot fill in the form online you can  

print the form and fill it in. 

You can send us the paper form in the post 

if you 

● have a Credit Card 

● have Ready Credit 

● have a Personal Loan. 

Send to 

PO Box 3453 

Sydney NSW 2000 
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You can also scan the form and email it to us. 

Email dms.au@citi.com 

If you only need help with one account 

●   call our Hardship team. 

●  do  not send us the financial hardship form. 

Call 1800 722 879 
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What happens after you send the  
hardship application form? 

We will write to you within  21 days to say 

● if we can help you or not

● how we can help you

● if we need more information from you to

decide how we can help you.

We might ask you for more information or  

documents about your financial situation. 

For example, bank statements. 
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How we might be able to help you 

We can give you help when we know the type 

of money problem you have. 

We might be able to 

● ask you to pay less interest 

● ask you to pay less fees 

● give you more time to pay back your loans 

● say you can pay back less money for a set 

amount of time. 

We will tell you how much time the help will 

last for. 
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What if you are not happy with  
our decision? 

You can contact us to tell us what you are not 

happy with. 

Email 
aust.customeradvocacyunit@citi.com 

If you are in Australia call 
1300 308 935 

If you are in another country call 
+61 2 8225 0615 

Or you can send us a letter in the post. 

Citi Customer Relations Unit 

GPO Box 204 

Sydney NSW 2001 
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What if you need more   
financial help? 

You can contact us if you need 

● to tell us your financial situation 

has changed

 or 

● more help than we gave you. 

Email 
dms.au@citi.com 

Call 
1800 722 879 
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More information 

For more information contact us. 

Call 
1800 722 879 

Email 
dms.au@citi.com 

You can read the full information on 

our website. 

Website 
citibank.com.au/hardship 
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If you need help with English 

Our interpreters can help you with information 

on our products and services. 

We understand that you might want to speak a 

language that is not English. 

Our interpreters can speak many different  

languages. 

You can call to get an interpreter to help you. 

Call 13 24 84 
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If you need help to speak or listen 

Use the National Relay Service to make a 

phone call. 

You must sign up to the service first. 

Website accesshub.gov.au/nrs-helpdesk 

Call 1800 555 660 
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This is a National Australia Bank Limited service, using certain 

trademarks temporarily under licence from Citigroup Inc. or as otherwise 

agreed by Citi and NAB. 

National Australia Bank Limited (ABN 12 004 044 937, AFSL and 

Australian Credit Licence 230686) (“NAB”) is the credit provider and 

issuer of Citi branded credit products. NAB has acquired the business 

relating to these products from Citigroup Pty Limited (ABN 88 004 

325 080, AFSL and Australian Credit Licence 238098) (“Citi”) and has 

appointed Citi to provide transitional services. 

This Easy English document was created by Scope (Aust) Ltd. in 

June 2024 using Picture Communication Symbols (PCS). PCS is 

a trademark of Tobii Dynavox, LLC. All rights reserved. Used with 

permission. This document must not be sold to third parties. The images 

must not be reused without permission. For more information about the 

images, contact Scope on 1300 472 673 or visit scopeaust.org.au 

https://www.scopeaust.org.au/
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