Centrepay Reform
Centrepay is a voluntary and free bill paying service.
Customers can use it to arrange regular deductions from their Centrelink payment for regular bills and other expenses, such as rent and electricity.
We're updating Centrepay to make it work better for both customers and businesses, bringing Centrepay in line with its original objective as a regular bill-paying service. 
We’re doing this by improving customer protections and safeguards and making sure Centrepay businesses understand their obligations when using Centrepay.
 
Centrepay is designed to: be a tool for financial empowerment, and help customers manage their own money.
To do this we need to make sure: the right products and services are available, Centrepay’s not used for high-risk services, businesses comply with the rules and obligations, like not passing on Centrepay transaction fees to customers, and we help customers and business manage complaints. This means customers know what to do when things go wrong, and how they can get help when they need it.
 
We’ve worked with community advocates, regulatory bodies, and state and federal government agencies to reform Centrepay.
Most importantly, we’ve talked to a wide range of customers and businesses to find out what’s working and what we can do better.
We talked to: people living in remote communities, Aboriginal and Torres Strait Islander peoples, older Australians, people with disability, culturally and linguistically diverse people, and Centrepay registered businesses.
We made changes in 5 key areas of Centrepay: policy, service reasons, business obligations, compliance, complaints.
 
Centrepay can be used to pay for goods and services from registered businesses, and Centrepay deductions can be set up from most Centrelink payments.
Customers can keep using Centrepay for: Accommodation - includes rent, bond and arrears, Education and childcare expenses, Health services, Finance services, Legal services, Transport services, Utilities and household related costs such as water and council rates.
However they can’t use Centrepay for things like mobile phones, tablets, laptops (except when purchased as part of the ‘No Interest Loan Scheme)’.
 
We’ve also removed some other higher risk service reasons and one’s that weren’t used a lot. These include: Lease, hire or rent-to-buy of household goods, basic household items, funeral expenses, motor vehicle registration, employment expenses, social and recreational commitments, and savings.
 
From November 2025: customers can’t start new deductions for these items, and if they cancel a current deduction for one of these items, it cannot be set up again.
Current deductions can continue for up to 12 months, to help adjust to the changes.
A different payment method will need to be put in place by November 2026.
It’s important to note that while customers can no longer use Centrepay for these things, they can still purchase these items using a different payment method, such as a direct debit from a bank account.
They can speak directly with the business to arrange another payment method.
We can also connect customers with a financial counsellor or other support services.
If a customer lives in a remote or very remote location they’ll still be able to use Centrepay for Food Provisions. However, we’re removing food provision in all other regional and urban locations.
Meals on Wheels services will also still be available.
We’ll keeping working with customers, local businesses and the community to understand other improvements we could make to food provision in remote and very remote locations.
 
Changes will start from November 2025. To find out more about the changes for customers or businesses, select one of the video’s below.


Customers Video
As part of the reform, there’s a new Centrepay Deduction Authority form.
When you give your consent on this form to start a deduction, you’re saying you understand it’s your choice to set it up and you know what payment options are available to you.
All Centrepay businesses have to use this form if they set up a deduction for you.
However, businesses aren’t allowed to complete it for you.
There’s a new business declaration section on the form. As part of this, businesses will agree that if you’ve paid too much to them they’ll take steps to get the money back to you.
There’s also a way you can set up deductions verbally with some businesses, instead of filling out the form.
 
There’s a customer deduction guide with information to help you understand: how to start, change or cancel a deduction, what you should know about Centrepay, how to make a complaint or give feedback, where to go for help if you’re experiencing financial hardship, and your options as a Centrepay customer, such as financial counsellor services and alternative payment methods. You can find it on our website, or ask your Centrepay registered business for a copy.
 
We’re introducing mandatory conditions to improve customer protections.
This means target amounts and end dates must be applied to certain Centrepay deductions.
A target amount is the maximum amount you’ll pay to a business through your Centrepay deduction. The business must set a maximum target amount when they set up your deductions.
You’ll need to decide on a suitable fortnightly deduction from your Centrelink payment to reach this target. Once you meet the target amount, your deduction will stop
End dates are when a deduction will stop on a specified date. For example at the end of the calendar year for education expenses.
 
Under the new rules, a business can’t hold any extra payments you’ve made as credit if they won’t be used within a certain period.
That’s 12 months if it’s for utilities or 6 months if it’s for other goods or services.
If you’ve paid too much you can: reduce your deduction amount, suspend your deduction for up to 13 weeks, cancel your deduction, or contact the business to ask them to refund you the excess credit amount. The business may also need to automatically pay excess amounts back to you if we tell them to.


Businesses Video
The new Centrepay Terms of Use and Policy for Businesses will start from November 2025 if you’re an existing Centrepay business. There’ll be a transition process to help you and customers adjust to the new contract arrangements.
You can apply for an extension to comply with the terms of use in certain circumstances.
 
We’ve updated the Centrepay policy and terms to make contracts clearer and easier to apply.
Importantly, if you’re an existing Centrepay business you’ll automatically transfer to the new terms of use if you keep accepting Centrepay deductions from November 2025.
You can read the new Terms of Use and Policy for Businesses on our website.
If you don’t want to, or can’t continue your Centrepay agreement, contact us before the 31st of October 2025 to opt-out.
 
There’ll be some changes to Food provisions from November 2025.
We’ll rename the food provision service reason to "Food Provision for remote areas".
It will be open to existing and new businesses who: are a retail community store, are in a remote or very remote area, and don’t primarily provide meat or meat products.
Meals on wheels providers will still be eligible and will be moved to the Home Care and Trade Services service reason.
We’ll remove businesses who are no longer eligible for food provision when they don’t have a customer deduction in place OR from November 2025.
 
We’re introducing mandatory conditions to improve customer protections.
You need to apply mandatory conditions such as target amounts and end dates on deductions for certain service reasons.
You can find a list of the goods and services that must have a mandatory condition applied to them in the Terms of Use on our website.
 
If you’re a current registered Centrepay business, you don’t need to reapply. We’ll support you as we transition into the reforms.
If you’re a new business, you can apply once the new business application process opens in September 2025. If approved, you can start using Centrepay once the new Terms of Use and Policy for Businesses starts in November. 
Find our updated application form on our website once the new application process opens.
 
There’s a new Centrepay Deduction Authority form for you to collect consent and set up deductions on behalf of a customer. You need to use this for all new deductions from November 2025.
The form includes a new business declaration section, and a new section for customers to acknowledge you’ve informed them of all alternative payment options. 
Under the new business obligations, you’ll also need to give customers a copy of the new Centrepay customer deduction guide when you create a new deduction on their behalf. You can find it on our website.
We’re also changing how you obtain verbal consent. If you’re an existing business you’ll need to follow the new process by February 2026, unless we agree to a later date.
You need approval to use verbal consent. You can get this by contacting our Centrepay for business helpdesk.  
 
An overpayment is now called an ‘incorrect’ payment.
If a customer makes an incorrect payment, you should refund the full amount immediately.
You can make sure customers pay the correct amount by including target amounts and end dates, as per the mandatory conditions.
You need to: maintain accurate record keeping, review deductions, monitor and report incorrect payments and be able to give customers account statements if they ask for them.
If a customer pays too much, you or the customer can: reduce the ongoing amount, suspend the deduction for up to 13 weeks, or refund the incorrect payment amount to the customer.
If a customer didn’t authorise a deduction that was set up and paid, they can ask you to correct or stop the deduction, or ask for a direct refund.
Under the new Centrepay Terms of Use, you can no longer hold incorrect payments as store credit.
 
We want to help you do the right thing and help our customers to pay and manage their bills.
This includes setting up, tracking and reconciling deductions, dealing with incorrect payments, not passing on costs and fees, keeping accounts and records, and having a process to manage complaints.
We’ll help you adjust and transition to the new contract arrangements. 
We’ll also give you guidance and support so you can understand and meet your obligations.
Our compliance specialists will regularly undertake audits to make sure the new Centrepay program is operating as intended. 
We’ll suspend and remove businesses who don’t comply with the new contract arrangements.
You can withdraw from Centrepay at any time if you can’t meet the required obligations and expectations.
Find out more about our Centrepay compliance strategy on our website.
 
We’re standardising the Centrepay transaction fee. All businesses must pay $0.99 per Centrepay transaction.
We’ll only apply a fee waiver in some circumstances, such as No Interest Loans Scheme. You can’t pass this fee, or other costs onto customers. If you do, it’s a breach of the terms of use and will result in compliance actions against your business.
Complaints
We’re improving the Centrepay complaints process.
This includes making sure your business has a complaints process that’s clear, simple and easy for customers to understand and use.
Our complaint specialists will engage with businesses and customers to investigate and resolve complaints.
 
The new Terms of Use will come into effect from November 2025. You should make yourself aware of the changes and what it means for your business before this time. The transition process will continue until November 2026.
You must use the new Centrepay Deduction Authority form for all new deductions and any changes to existing deductions from November 2025.
Changes to the process for obtaining verbal consent will start from February 2026.
Contact our Centrepay for businesses helpdesk if you’d like to: withdraw your business from Centrepay, or make changes to your existing Centrepay business details.
You can do this by contacting us on 1800 044 063, or email centrelink.business.support@servicesaustralia.gov.au
