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Frequently Asked Questions 
Information accurate as at 20 October 2020. Not for further distribution. 

How is BOQ communicating with customers who are about to roll off a repayment deferral period? 

BOQ continues to regularly check-in and connect with customers who have accessed our COVID-19 Banking 

Relief Package and whose repayment deferral period is coming to an end soon. Customers are being 

contacted via a number of channels, including SMS, phone call, email and/or letter. The purpose of these 

communications is to determine whether the customer is in a position to start making their loan 

repayments or whether additional support is required. 

What options are available to customers rolling off a repayment deferral period? 

There are four options available to customers as they roll off their current repayment deferral period. 

(1) Start making their loan repayments 

Customers who are in a position to start making their loan repayments should do so following the 

expiry of their current Banking Relief Package. While a customer is deferring their repayments, interest 

will continue to accrue on their loan balance and their loan balance will increase as interest is added to 

the loan. To reduce the total amount the customer will need to repay over the term of their loan, it’s a 

good idea for them to start making their loan repayments as soon as their circumstances allow. 

(2) Apply to extend their Banking Relief Package by up to a further four months 

Customers who are not in a position to start making their loan repayments can apply to extend their 

Banking Relief Package by up to a further four months, subject to an assessment of their financial 

circumstances. This could be the right option for customers who expect they will be in a position to 

start making their loan repayments within the next four months.  

Note: It's important for customers to understand that while they are deferring their repayments, 

interest will continue to accrue on their loan balance. Their loan balance will increase as interest is 

added to the loan, which means they may end up paying more. In addition, the customer’s loan term 

will be extended by the duration of their Banking Relief Package period, which means it may take 

longer for the customer to repay their loan. 

(3) Apply for financial hardship assistance 

Customers who are not in a position to start making their loan repayments can apply for BOQ’s 

financial hardship assistance. This could be the right option for customers who require a more tailored 

solution to help them get back on track. A customer’s eligibility for this assistance and the nature of any 

assistance that may be provided will be determined based on an assessment of the customer’s financial 

circumstances.  

(4) Apply to switch to a one year Interest Only period or extend an expiring Interest Only term for an 

additional year 

Customers with an existing variable rate home loan who are ready to start making their loan 

repayments but would prefer to reduce these repayments for a period of time, can apply to switch to a 

one year Interest Only period or extend an expiring Interest Only term for an additional year.  
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What options are available to customers who have not yet accessed financial relief but feel this may be 

required? 

There are three options available to customers who are just starting to feel the financial strain of the 

pandemic and would like to seek repayment relief. 

(1) Apply for the Banking Relief Package 

BOQ continues to accept applications for the COVID-19 Banking Relief Package. These applications will 

be assessed based on the customer’s financial circumstances.  

Customers who successfully apply for this relief and whose repayment deferral period commences 

between Thursday, 1 October and Saturday, 31 October 2020 can defer their loan repayments for up 

to six months, with a three month check-in. Customers whose repayment deferral period commences 

between Sunday, 1 November and Thursday, 31 December 2020 can defer their loan repayments for a 

maximum period of three months. 

Note: It's important for customers to understand that while they are deferring their repayments, 

interest will continue to accrue on their loan balance. Their loan balance will increase as interest is 

added to the loan, which means they may end up paying more. In addition, the customer’s loan term 

will be extended by the duration of their Banking Relief Package period, which means it may take 

longer for the customer to repay their loan.  

(2) Apply to switch to a one year Interest Only period or extend an expiring Interest Only term for an 

additional year. 

Customers with an existing variable rate home loan who are currently making Principal and Interest 

repayments can apply to switch to a one year Interest Only period or extend an expiring Interest Only 

term for an additional year.  

(3) Apply for financial hardship assistance 

Customers who require a more tailored solution to help them get back on track can apply for BOQ’s 

financial hardship assistance. A customer’s eligibility for this assistance and the nature of any assistance 

that may be provided will be determined based on an assessment of the customer’s financial 

circumstances.  

What is the impact to Broker trail if a customer accesses COVID-19 relief? 

Trail will continue to be paid for BOQ Brokers where a customer accesses the Banking Relief Package due to 

COVID-19. 

 

Who can customers contact for more information? 

BOQ customers should: 

 Call the Banking Relief Team on 1800 079 866; 

 Visit their local BOQ branch; or 

 Visit the BOQ website.  

 

Who can Brokers contact for more information?  

Brokers can contact your BOQ Relationship Manager, who will be happy to help.  

https://www.boq.com.au/help-and-support/assistance
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Disclaimer: 

Credit provided by Bank of Queensland Limited ABN 32 009 656 740 (BOQ) AFSL and Australian Credit Licence 

No 244616. 

Terms, conditions, fees, charges, eligibility and lending criteria apply. Available to approved applicants only. 

Interest rates are subject to change without notice. Interest will continue to be charged to customers’ loans 

during any repayment relief period. This information has been prepared without taking into account 

customers’ individual and/or business needs and objectives. Customers should obtain and consider the 

relevant terms and conditions and Guide to Fees and Charges for any product before making any decision 

about whether to acquire or continue to hold it. Full terms and conditions are available from your BOQ 

Relationship Manager. We recommend that customers obtain independent financial, legal, tax and other 

relevant advice prior to making any decision. BOQ will monitor and review these relief measures regularly 

and may be required to make changes without notice.  

Content intended for broker use only and should not be distributed to customers or third parties. 

 

 


