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Introduction
In late 2015, the Office of the Privacy Commissioner (OPC) conducted a spot check on the three
national consumer credit reporting companies that comprise the credit reporting industry. The spot
check tested credit reporter practice for giving individuals access to their credit information.
The spot check was conducted by a ‘mystery shopping’ type process. To do this, we arranged
through a contractor for a number of people to seek their own credit reports and report on their
experience.
OPC arranged 30 access requests to be made from the three national consumer credit reporters.
The project found that:
 Two of the three national consumer credit reporters failed to respond to at least two access
requests
 One credit reporter provided credit reports significantly faster than the other two credit reporters
 One credit reporter’s credit reports did not include a required written transcript for codified
repayment information

Background and context
Broadly speaking, the Credit Reporting Privacy Code 2004 (the Code) gives people the right to see
the reports that credit reporters hold about them. It also gives people the right to see their information
quickly, and to see it for free.
The Code does allow credit reporters to charge up to $10 for an expedited report within 5 working
days (clause 7) but it also requires credit reporters to provide credit reports for free as quickly as
practicable.
The spot check tested whether credit reporters complied with access rules and limits on charging.

Methodology
We collected data contained in this report through a contractor who recruited people to request their
own credit reports from each of the three national consumer credit reporters – Centrix, Dun and
Bradstreet and Veda. Each person then answered various questions about their report, such as
whether they received it and how long it took to arrive.
Each person was instructed to request their credit information through either an online or offline
channel. Online requests involved an application form submitted through the credit reporter’s website,
and offline requests included phone requests, personal visits to the credit reporter, application forms
sent by post and letters sent by post.
Roughly half of the people approached the three national consumer credit reporters through online
channels, while the other half approached through offline channels.
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Credit reporter
Centrix
Dun and Bradstreet
Veda

Requests made
28
28
27

Online requests
13
12
12

Offline requests
15
16
15

This report focusses exclusively on the information obtained from the people who participated in spot
checks.
Findings
Credit reporter
Centrix
Dun and Bradstreet
Veda

Requests made
28
28
27

Responses received
28
25
24

Reports received
26
22
21

Centrix provided a response to all access requests while Dun and Bradstreet and Veda failed to
respond to two or more offline requests.
Usually responding to an access request would include a credit report but in several cases credit
reporters responded asking people to complete an online or paper application.
Online requests
Credit reporter
Centrix

Requests made
13

Responses received
13

Reports received
13

Dun and Bradstreet
Veda

12
12

12
12

12
12

All online requests received credit reports from all the three national consumer credit reporters.
Offline requests
Credit
reporter
Centrix

Requests
made
15

Responses
received
15

Reports
received
13

Dun and
Bradstreet

16

12

10

Veda

14

12

8

Notes on reports not received
Centrix responded to a letter and a
telephone advising that requests must
be made online.
Dun and Bradstreet advised 3 telephone
requesters to complete online
applications or offered to send forms. 3
letter and postal requests did not receive
a response.
Veda advised 3 telephone requesters to
complete online applications. A letter
request received a form to be completed.
2 postal requests did not receive a
response.

Neither the Code nor the Privacy Act 1993 specify that information has to be requested in a specific
way. This means that credit reporters must appropriately process the requests they receive,
regardless of how the requests are made.
While there can be clear benefits from providing an online request service (particularly in terms of
timeliness) not every individual will have online access, or will be willing to make their request online.
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As such, credit reporters must ensure they have appropriate processes in place for dealing with
requests made through offline channels.
Feedback given by people participating in this spot check mentioned the need for credit reporters to
provide information on how to make offline access requests.
Access time
The Code requires credit reporters to give individuals their credit reports as quickly as practicable,
and within 20 working days. The 20 working days is a maximum, not a minimum. If credit reporters
can deliver credit information in fewer than 20 working days, they are required to do so.
There were significant differences between each credit reporter’s average amount of time taken to
provide people with their credit reports.
Centrix provided credit reports the fastest, across both online and offline channels. Veda took the
longest to provide the credit reports, across both online and offline channels.
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Diagram 1: Credit report delivery time

There was also a discrepancy between channels within credit reporters.
Credit reporter
Centrix
Dun and Bradstreet
Veda

Online channel delivery time
(working days)
5.07
8.25
17.1

Offline channel delivery
time (working days)
6.61
14.33
15.7
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Delivery time per channel (working days)
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Veda

Delivery time per channel

The diagram shows that while there was a discrepancy between the online and offline channels for
each credit reporter, there was no clear pattern characterising all three credit reporters. Centrix was
generally faster than the other two, while Veda was generally slower than the other two. Dun and
Bradstreet had the greatest difference between the online and offline channels.
Charging
Credit reporters can charge up to $10 to provide expedited reports within 5 working days. All three
national consumer credit reporters complied with this part of the Code. Dun and Bradstreet and Veda
both offered expedited reports for $10 or less. Centrix offered all reports for free.
This is excellent practice on Centrix’s part, as the Privacy Act calls for agencies to provide information
as quickly as practicable. The $10 charge is a tool that credit reporters can use, but Centrix is setting
the standard by providing information quickly for no charge.
Written transcripts
The Privacy Act requires agencies to provide a written transcript for codified repayment information.
This written transcript puts repayment information in context.
Veda and Dun and Bradstreet both provide written transcripts alongside repayment history. In spot
checks Centrix did not provide a transcript and on those occasions did not meet the requirement of
the Privacy Act (see Appendix for excerpts of reports from each credit reporter).
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Conclusion
This spot check found a number of issues that credit reporters should investigate and address:


Two of three national consumer credit reporters failed to respond to 2 offline access requests.
Credit reporters need to make sure they respond to all access requests, regardless of
whether they are online or offline.



Centrix with an average of 5.64 working days delivery time provided reports significantly
faster than Dun and Bradstreet and Veda.



Centrix’s credit reports did not include a written transcript while Dun and Bradstreet and Veda
did. We’ve been advised that Centrix since October 2015 has been providing a written
transcript of codified repayment information.

The Office of the Privacy Commissioner may carry out more spot checks in the future.
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APPENDIX – REPORT EXCERPTS
These report excerpts show how each credit reporter is treating written transcripts alongside
repayment histories. Veda and Dun and Bradstreet both attach transcripts to repayment histories.
Centrix does not.

Centrix report excerpt
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Veda report excerpt
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Dun and Bradstreet report excerpt

.
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