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Key Findings
Topline insights gathered from focus group participants 
about their experiences with payday loans and their impact.
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Seven per cent of Manitobans have used a payday loan.

▪ Responses to Probe’s omnibus survey suggest that 70,000 

Manitobans have used a payday loan service at some point - one-half 

within the last five years.

Payday loan users come from all walks of life.

▪ Probe’s omnibus survey found that loan users are twice as likely to be 

Indigenous and three times as likely to be parents. Borrowers are 

more likely to be middle-aged (35-54) and tend to have lower incomes 

and lower educational attainment (high school or less).

▪ However, participants in the focus groups reflected all incomes and 

levels of educational attainment, with most working full-time. Students, 

retirees and people receiving disability and EIA were also represented. 

Half were parents, including many single parents.

Turning to a payday lender often starts with an 

unavoidable need.

▪ Most participants in the focus groups began taking on loans because 

of an unexpected expense they couldn’t handle (rent, moving 

expenses, death, illness, job loss, divorce, car repairs, children’s 

expenses, etc.). These situations were typically time-sensitive, 

requiring immediate action.

Payday loans are there when other sources aren't feasible.

▪ Participants in the focus groups expressed gratitude for access to 

payday loans when they had nowhere else to turn. For most, 

approaching loved ones for a loan wasn’t possible, and credit cards 

were either already maxed out or simply not an option because of poor 

credit. Poor credit also meant a bank loan or line of credit was a no-go. 

Participants also said banks never loan small amounts and frown on 

applicants who have used payday lenders in the past. 

The ease and convenience of payday loans makes them 

tempting when you’re in a financial bind.

▪ Convenient locations, friendly service, easy applications and fast 

receipt of money drive borrowers to payday lenders. Online lenders 

and apps turn borrowing into a quick swipe of a screen.

One loan leads to another, and many borrowers end up 

juggling multiple loans at the same time.

▪ Nearly all participants experienced taking a second loan to refinance 

their first (or a third to refinance the second, etc.), and most owed 

more than one outstanding loan at the time of the focus groups.

▪ Avoiding the 7-day waiting period – viewed as an obstacle to re-

loaning – is a primary reason participants in the focus groups turn to 

multiple lenders. They may also turn to other lenders to gain faster 

access to funds or receive more credit.
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Borrowers try to limit the negative impacts of taking out a 

payday loan.

▪ Participants preferred to limit loans to $100-$200, measuring them in 

$20 or $50 increments. Few reported being offered less than 

requested, though most were wary of offers for more.

▪ Most participants used true payday loans with 14-day terms. While 

many described taking subsequent loans to refinance their initial loan, 

some preferred to extend repayments to two or three pay periods to 

make it more manageable.

Borrowers have a variety of tactics to manage paying off a 

payday loan.

▪ The most common tactic is taking out another loan. Participants also 

reported using other financial products, limiting loans to extra income, 

working overtime or a second job, borrowing from friends and family 

and reducing expenses.

The best way to pay back your loan – and avoid another 

one – is to reduce expenses (often groceries).

▪ Participants cut groceries, personal expenses and other discretionary 

spending to pay their debts. Some deferred bills, most often cellphone 

bills, or delayed picking up prescriptions, to maintain budget flexibility.

▪ Some participants went "cold turkey," but often continued to feel the 

budget impacts for months after the debt was resolved.

There is mixed understanding of the terms and conditions, 

fees and “interest rates” associated with payday loans.

▪ Though most participants felt they had a pretty good understanding, 

very few of them recognized the interest rate equivalent of their loan. 

The legal language of documentation, the length of documents and 

unanticipated charges were also challenges for borrowers.

As difficult as payday loans are to pay off, larger loans from 

payday lenders feel even more impossible.

▪ While large loans from payday lenders were the exception in the focus 

groups, they were the loans that weighed the heaviest on borrowers, 

that they most wanted to avoid in future. Participants described big 

monthly repayment amounts that prioritize payment of interest and fees 

as opposed to the principal. They also noted the terms of these larger, 

$3,000 or $4,000 loans penalize early repayment of the debt. 
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There is shame in the financial circumstances that lead 

people to payday lenders.

▪ Participants expressed shame and a sense of failure for needing a 

payday loan. Embarrassment often led to reluctance to ask for help, 

even in their interactions with payday lenders.

Having outstanding loans causes borrowers to feel 

anxious and out of control.

▪ The genuine relief of receiving a loan is short-lived – followed by 

extended periods of anxiety and dread as borrowers deal with paying it 

back.

Online payday loans are really easy to get and may not 

have the same level of oversight as loans from brick-and-

mortar providers.

▪ More than three-quarters of participants in the focus groups have used 

online lenders, typically in addition to brick-and-mortar establishments. 

Online loans are viewed as easier and requiring less paperwork, with 

faster receipt of funds. However, this easy access may come at the 

expense of user understanding.

Borrowers are acutely aware of their credit rating.

▪ Participants in all three focus groups said they have bad credit and 

know that other refinancing options, like a bank loan, are not 

available to them.

▪ A few borrowers use payday loans to avoid credit checks.

Payday lending has been gamified and 

incentivizes borrowers to extend their relationship with 

loan providers.

▪ Lenders, especially online lenders and lending apps, use a number 

of tactics to entice users, including gamifying the borrowing process 

by creating achievement levels, and offering more funds or referral 

bonuses to frequent borrowers. Payday lenders also reach out to 

borrowers with special offers based on their repayment history and 

have expanded the products they offer beyond typical payday loans.  

Even knowing that a payday loan isn’t a good idea is not 

enough to stop someone from taking one on.

▪ Despite warnings, witnessing the struggles of their loved ones and 

their own experiences with payday lenders and loans, most 

participants expect to take out another loan in the future if an 

emergency financial situation arises.



Project Background
The research objectives, methodologies and approach.
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Research Objectives

The Public Interest Law Centre (PILC) is representing 

the Aboriginal Council of Winnipeg, Community Financial 

Counseling Service, Harvest Manitoba and the Manitoba Branch 

of the Consumers' Association of Canada in an upcoming hearing 

before the Public Utilities Board (PUB). In preparation for the 

hearing, PILC asked Probe Research to conduct three focus 

groups with Manitobans to better understand their experiences 

using payday loans. 

Approach

Online discussions were convened in October 2024 with people 

who have used payday lending services in the last two years. The 

sessions were held on Zoom.

Probe’s Mary Agnes Welch and Erin Jonasson designed the 

research approach and moderator’s guide in consultation with 

PILC – with Mary Agnes moderating and Erin observing and taking 

notes at each session. Staff from PILC did not observe the groups.

Participant Recruitment

Participants for the focus groups were identified from Probe’s panel, 

responses to Probe's September Omnibus survey questions on 

payday lending and additional outreach to Indigenous and rural 

communities. Participants were recruited to each session using a 

telephone screening questionnaire. They were offered $125 in 

exchange for sharing their time and opinions.​

Participants were segmented into three distinct groups, detailed on 

the next page. In total, there were 22 focus group participants.

Cautions​

A focus group is a sample of convenience and not representative of 

the entire population. Therefore, this report’s qualitative findings 

cannot be extrapolated to all payday loan users in Manitoba. ​It’s 

worth noting that, by nature, more engaged and opinionated 

residents are likely to agree to participate in focus group research. 

This response bias means the findings of these sessions cannot be 

considered perfectly representative of the unique subgroups in 

each of the three sessions.​

Focus group methodology
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Group 1 Group 2 Group 3

Date Tuesday, October 1 Tuesday, October 1 Wednesday, October 16

Time 5:30 pm 7:30 pm 5:30 pm

Geography Winnipeg Winnipeg Rural/northern

Population

Indigenous Winnipeggers

(8 participants)

▪ 2 men/5 women/1 Two Spirit

▪ 5 First Nations people/3 Métis 

people

▪ Most aged 35-54, mix of 

incomes

▪ All employed

▪ Mostly residents of the core area

Non-Indigenous Winnipeggers

(9 participants)

▪ 7 men/2 women

▪ 1 racialized person

▪ Most aged 35-54, mix of 

incomes

▪ 8 employed/1 retired

▪ Most residents of the suburbs 

(Transcona, Southdale, etc.)

Mixed Manitobans 

(5 participants)

▪ 3 men/1 woman/1 non-binary

▪ 1 First Nations person

▪ Most aged 35-54, mix of 

incomes

▪ 4 employed/1 on EIA

▪ From Virden, Brandon, 

Thompson, etc.



11

To understand the breadth of payday loan use in the province and to identify potential 

focus group participants, Probe Research surveyed a random and representative 

sampling of 1,000 adults residing in Manitoba between September 5 and 17, 2024.

With a sample of 1,000, one can say with 95 per cent certainty that the results are within 

± 3.1 percentage points of what they would have been if the entire adult population of 

Manitoba had been surveyed. The margin of error is higher within each of the survey’s 

population sub-groups.​

The sample consisted of 465 Manitobans randomly recruited via live-agent operator, 311 

randomly recruited via Interactive Voice Response (IVR) and 224 members of Probe 

Research's online panel. All respondents completed the survey on an online platform. 

Modified random digit dialing, including both landline and wireless numbers, ensured all 

Manitoba adults had an equal opportunity to participate in this Probe Research survey. 

Minor statistical weighting has been applied to this sample so that age, gender and 

regional characteristics properly reflect the province’s population. Probe used SPSS 

software to do all statistical analysis.​ Detailed data tables from the omnibus survey are 

available in the appendix. 

Survey methodology



Exploring Payday Loan Use
To begin the discussion, we explored participants’ use of 
payday loans over the last five years.
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Probe Research’s omnibus survey data suggests that about 

70,000 Manitobans have used a payday loan service at some 

point in the past. One-half of those used a lender within the 

last five years.

Bricks-and-mortar lenders like Money Mart and Cash Money 

were the most common payday loan providers Manitobans 

used. According to the survey, 62 per cent of those who have 

used a payday lender used a Money Mart, and another 19 

per cent borrowed from Cash Money. 

However, almost all focus group participants used online 

providers via websites and apps, as opposed to bricks-and-

mortar stores. 

Seven per cent of Manitobans have used a payday lender.

Payday loan use

Yes, 
7%

No, 
93%

Have you ever used a payday loan service?

Source: Probe Research omnibus survey, Sept. 5-15, 2024, N=1,000
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▪ Probe Research’s omnibus survey found that payday loan 

borrowers are twice as likely to be Indigenous, and a little 

more likely to be middle-aged (35-54).

▪ Though survey data suggests those who use payday lenders 

tend to be lower-income and have lower educational 

attainment (high school or less), participants in the focus 

group discussions ran the gamut in terms of income (from 

$10,000 to over $150,000 annually). Most worked full time at 

a variety of jobs (community worker, labourer, computer sales, 

automotive service advisor, payroll administrator, etc.).

▪ Those participants not working full time are typically living on 

a fixed income – students, retirees, people on disability or EIA 

– and needed flexibility and just a little extra cash to get to the 

end of the month.

▪ Survey results suggest payday loan users in Manitoba are 

three times as likely to be parents, and parents were heavily 

represented in the focus groups, representing about one-half 

of the participants. Many were single parents raising their 

children alone.

Payday loan users come from all walks of life.

Payday loan users

7%

7%
6%

7%
6%

7%
11%

3%

13%
8%

3%

14%
6%

5%

15%

16%

Total YES

Men
Women

Winnipeg
Non-Winnipeg

18-34
35-54

55+

High school or less
Trades/some post-secondary

University grad

<$50K
$50K-$99K

$100K+

Parent with kids at home

Indigenous identity

Have you ever used a payday loan service?

Source: Probe Research omnibus survey, Sept. 5-15, 2024, N=1,000

% of 

respondents 

to Probe’s 

omnibus 

survey
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Most participants began taking on payday loans because of an 

unanticipated expense they couldn’t handle on their regular income, such 

as:

▪ Being short on rent

▪ Unexpected moving expenses

▪ Death in the family

▪ Illness

▪ Lost job, including bridging finances between jobs

▪ Divorce

▪ Car repairs

▪ Glasses and other expenses for a child – kids’ needs are often 

unanticipated.

Typically, borrowers' needs are also time-sensitive. Participants in the 

focus groups spoke of having little time to waste when their need arose – 

they had to make a quick decision about where to turn to get the funds.

Turning to a payday lender often starts with an unavoidable need.

Triggers to borrow

So much can happen unexpectedly, especially 

when you have kids. Things come up!

- Group 1 Participant

At those [payday loan] stores, you see a lot of 

people in a lot of pain. I don’t think anybody is 

going to these places because they want to.

- Group 3 Participant

I needed the money within 72 hours, or I 

would lose my car. It all came up at the last 

minute.

- Group 3 Participant
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Why a payday loan?

Payday loans themselves aren’t necessarily the problem in 

the eyes of participants – several expressed gratitude for 

having access to these kinds of products when they’ve been 

in a bind and had nowhere else to turn.

There were a number of reasons for going to a payday lender 

instead of other sources, including:  

▪ The understanding that banks won’t give small loans of a 

couple hundred dollars only. 

▪ Having previous payday loans might be seen as a red flag 

at the bank.

▪ Traditional banks won’t loan to people with poor credit.

▪ The process at banks is exponentially slower and more 

onerous than a payday lending app that can get an e-

transfer done within minutes.

▪ Although several participants turned to credit cards initially, 

for others, their credit cards or other financial tools (like 

lines of credit) were not sufficient, or their cards were 

already maxed out. 

▪ They don’t want to, or simply can’t, ask family or friends for 

the help they need, partly out of embarrassment.

Payday loans are there when turning to other sources isn’t feasible.

When banks see you’ve got payday loans, they 

don’t want to work with you.

- Group 1 Participant



17

It costs so much to pay back and keeps you stuck. 

For myself, every other payday I’m having to 

borrow again, something always happens – 

knowing in the back of your head that the option is 

there keeps you coming back.

- Group 3 Participant

Why a payday loan?

When asked to describe payday loans, the idea that they are 

convenient and easy to access came up over and over again. 

Participants spoke of payday loans as helpful, getting them 

out of financial binds when they needed the support most.

Many of the brick-and-mortar lenders have locations that are 

close to home for participants. Nearly all participants felt that 

the customer service at payday loan providers was much 

better than at banks. Payday lenders tend to have staff that 

are more friendly and willing to help, while participants felt 

that banks have significantly reduced human and local 

presence (less staff, fewer branches, etc.).  

With online loans and cellphone apps, access is even simpler 

and faster than ever. The online process is streamlined, so 

once the initial paperwork is uploaded, a borrower really 

doesn’t have to do much to apply again.

The ease and convenience of payday loans makes them tempting when you’re in a financial bind.

Having that easy access makes it so much 

harder to not do it when you need it. You don’t 

even have to leave your house.

- Group 1 Participant

Maybe you don’t really need it, but it’s easy… 

and then you use another company to pay off 

the previous loan – it’s a never-ending cycle.

- Group 1 Participant
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Every participant recognized that once you take out a payday 

loan, you are at risk of falling into a cycle of debt. Such 

comments included:

▪ “You get caught in a loop.”

▪ “You think you can catch up, but then it snowballs.”

▪ “You’re putting yourself in that hole and you keep digging 

deeper.”

▪ “You get stuck in this forever cycle of borrowing and 

owing.”

Nearly all participants had the experience of taking out a 

second loan to refinance their first one (or a third to refinance 

the second, etc.), with majorities in each group currently 

owing more than one outstanding loan.

The 7-day waiting period was a pain point for participants. 

Though this is a protection for users, it was viewed more as 

an obstacle to get through so a borrower can get another 

loan.

Those with multiple loans often turn to several lenders to 

keep the money flowing. In many cases, this was to avoid the 

7-day waiting period that might prevent a borrower from 

rolling into another loan. However, some went to multiple 

lenders for other reasons, such as accessing funds faster or 

being offered more money at one time by certain lenders. 

“You can’t do it just once” – One loan leads to another, and many borrowers end up juggling 
multiple loans at the same time.

It feels like they own you because you have to 

keep borrowing after payday.

- Group 2 Participant

You take out one loan and pay it back on your 

next cheque, but then you’re short for paying 

your next bills. So, you wait seven days until 

you can re-loan and get back on your feet 

until the next payday.

- Group 2 Participant

Experience managing loans
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Participants in all the focus groups preferred to limit their 

loans to $100-$200 at a time to keep them more 

“manageable” for repayment. They tended to show great 

discipline in this – measuring loans in $20 or $50 increments 

rather than $100 increments – and taking only what they 

thought they really needed to get through a tough spot.

While most participants said they received the amount they 

asked to borrow, a few were offered more. Although receiving 

more money was tempting, participants with this experience 

tended to be wary of taking on more debt than they could 

carry. Only very few participants, one in Group 2 and one in 

Group 3, said they were offered less than they originally 

asked to borrow.

Most participants talked about their loans as true payday 

loans, which they would pay back on their next cheque. 

However, some preferred to extend their repayment to a 

month, allowing them to repay over two or three pay periods.

Borrowers try to limit the negative impacts of taking out a payday loan.

Experience managing loans

You know when you go to them, it’s the last 

resort. Kind of like going to a loan shark. The 

simplest way is to keep it as low as possible 

to pay back on your next cheque or the one 

after that.

- Group 2 Participant If I repay over a couple of paydays, it feels 

like I’m paying back less, even though it’s 

the same amount.

- Group 1 Participant
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Beyond limiting loan amounts to their need, participants have 

a number of other personal tactics and techniques for 

managing their loans and staying on top of repayment:

▪ The most common tactic was to take out another payday 

loan to pay off the first loan.

▪ Some with access to other financial products, like credit 

cards, other loans, and lines of credit, might turn to these 

sources to help pay off their loan. As one participant in 

Group 2 said, “it’s robbing Peter to pay Paul.” 

▪ A few tried to limit their loans to extra income, like against 

child tax benefits rather than their regular paycheques, 

with the hope that they could pay it back a little easier 

because it’s “extra” money.

▪ Several noted working side gigs (e.g., Uber Eats) or 

overtime at their job to earn enough money to pay back 

their loan.

▪ In several other cases, participants had to borrow from 

friends and family to pay back their loans (though this was 

a cause of embarrassment).

▪ All participants looked for ways to reduce their personal 

and household expenses (see next slide).

Borrowers have a variety of tactics to manage paying off a payday loan.

Paying back loans
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When asked how they repay their loans, participants suggested 

the only way that really works is by tightening their belts and 

cutting back on discretionary spending. This was principally 

accomplished by reducing grocery purchases. 

▪ Many participants noted that their other bills are fixed, 

whether these were rent or utility bills, whereas they had 

more flexibility in food spending. In addition, as one 

participant in Group 1 noted, “There are food banks if you 

really need them.”

The exception to deferred bill payments is cellphone bills. A few 

participants said they might postpone paying cellphone bills by a 

few weeks when they need to pay their loans and are tight on 

funds. These bills are seen as more flexible than utilities and 

other fixed living expenses, like heat, water or rent.

Parents typically try to cut down on their own needs in order to 

provide for their children; therefore, they trim things like self-care 

items and haircuts from their budgets.

A participant in Group 2 said that, on occasion, they have 

either delayed or deferred buying one of their more expensive 

prescriptions. This tactic allowed them enough cash to put 

toward their loan on time.

A few also suggested they reduced spending on “luxuries” 

such as dinners out or a night at the movies, or by cutting 

down on doing things with friends (e.g., even a trip to 

someone’s cottage is a no-go because there’s no money to 

bring a couple steaks or pay for gas to get there).

But some expenses are simply not possible to cut. For 

example, participants in the rural and northern group 

emphasized the need to maintain their vehicles on the road.

Each focus group had at least one participant who had paid 

off their loan and emerged from the cycle of debt they'd 

incurred. These participants often likened the experience to 

"going cold turkey". They suggested the effects of repayment 

were felt for months after the loan was repaid as they 

continued to cut costs until they got back to more solid 

financial footing.

The best way to pay back your loan – and hopefully avoid another one – is to reduce expenses 
(often groceries).

Paying back loans
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Understanding terms and conditions

In general, participants felt they had a pretty good 

understanding of their responsibilities when they took out 

their first loan. However, most admitted that, in hindsight, they 

really didn’t understand it as well as they thought they did.

Nearly all participants were familiar with the idea of ‘’17 bucks 

on a hun” or fees of about $17 for every $100 borrowed. But 

they were less clear what that really meant in terms of the 

interest rate they were paying, particularly when the typical 

loan is only for 14 days. Only a handful of participants, about 

one in each group, understood that the fees combined with 

the short length of the loan created a situation comparable to 

interest rates of over 500%. 

Loan documentation was part of the challenge for some 

participants. While those who reviewed their documents 

agreed that the terms of the loan were detailed there, many 

also commented that these documents are written in legal 

language that can be confusing and that the documents were 

often very lengthy. When one participant in Group 3 noted 

that their latest loan document was 11 pages long, another in 

the group retorted, “that’s nothing, my loan came with a 27-

page document.”

There is mixed understanding of the terms and conditions, fees and “interest rates” associated with 
payday loans.

They're screwing you, but they tell you how 

you’re being screwed.

- Group 3 Participant
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In each group, participants noted being hit by unexpected 

fees, like insurance on their loan, e-transfer fees and 

unexpected administration fees. They stressed that paying 

attention to the fine print is fundamental to understanding 

what is owed and the terms and conditions of repayment.

However, not all participants were vigilant about reviewing 

their documents. After their first loan, several said they paid 

less attention to the forms, terms and conditions on their 

subsequent loans. 

A few participants who began using payday loans in the 

1990s and early 2000s noted the interest rates and fees were 

higher at that time, and they knew a little less about the 

current interest rates and fees.

Rent-to-own programs, which came up somewhat in 

discussions, were seen as more predatory than payday 

loans. A small number of participants had used rent-to-own 

programs and noted, for example, a mattress that might cost 

$200 ends up costing $1,000.

There were hidden fees on my loan, an 

administrative fee that I wasn’t told about. I 

knew about the interest going in, so I had a 

sense of what I had to pay back, but there 

was an additional charge because I opted for 

e-transfer instead of direct deposit. So, I 

owed about $40 more than I expected. I 

should have read the terms more closely – 

it’s my own fault.

- Group 1 Participant

Understanding terms and conditions
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Although most borrowers took on smaller payday loans, a few 

participants noted taking on very large debts from payday 

lenders in the past – $3,400, $4,000, $8,000. These loans 

were exceptions. Participants felt these large loans nearly 

ruined them and were the kinds of debts they most wanted to 

avoid in the future.

The size of repayments for large loans was the principal 

challenge for borrowers, testing their financial limits.

▪ A participant in Group 3 chose to take out a $4000 loan to 

cover moving and other expenses, anticipating that one 

large loan would be easier to manage than repeated loans 

over several months. While the larger loan did reduce their 

need to repeatedly refinance, paying it back costs them 

more than $400 each month. This leaves them living 

paycheque to paycheque to cover the debt. 

As difficult as payday loans are to pay off, larger loans from payday lenders feel even more 
impossible.

Experience with other loan products

That loan was the biggest mistake of my 

life!

- Group 1 Participant

The bigger loans have given me 

stomach issues.

- Group 3 Participant
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Repayments on large loans prioritize payment of interest and 

fees, keeping borrowers indebted to the last repayment. 

▪ A participant in Group 1 with a loan of $3400 spoke about 

how their repayments were over $120 biweekly. When 

reviewing their loan materials, they learned, to their 

surprise, that over the first year they had paid nothing back 

to the principal of the loan.

Some borrowers found that even if they want to pay back 

these loans faster by putting more money down on 

repayments, they are locked into paying full interest and fee 

charges based on the schedule set by the lender.

Experience with other loan products

All I’ve paid are fees. After all that [repayment], I 

haven’t contributed anything to the principal!

- Group 1 Participant

My biggest issue is that it would have cost us 

more if I had tried to pay it off early. I didn’t 

appreciate that you would be penalized if you 

tried to pay back more. You’re locked in.

- Group 3 Participant



Impact of Payday Loans
Participants explored the effect of payday loans on their 
finances and their wellbeing.
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Personal impact of payday loans

In each group, participants expressed shame and a sense of 

failure for needing the payday loans to begin with. This self-

blame tended to become more intense if their finances 

spiraled out of control because of the loans. Many struggled 

with the idea of taking on debt at all, expressing that they 

hated to be indebted to anyone. 

While most participants took out loans for emergencies, a few 

participants’ initial loans were due to non-urgent needs and 

wants – extra money to celebrate a birthday, to go on a 

vacation, or to simply have spending money for an evening 

out. Typically, those borrowers were younger, often in their 

late teens or early 20s, when they began taking on these 

loans. They tended to look back on their decision to take out 

a payday loan as reckless. 

They also often expressed personal disgust and 

embarrassment with their turn to payday loans for these 

expenses – as well as over the ensuing difficulty they had 

paying the debt. 

There is shame in the financial circumstances that lead people to payday lenders.

I was almost embarrassed to ask for money. You 

don’t borrow against something you don’t have. I 

just felt dirty at the end, taken advantage of.

- Group 3 Participant
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Personal impact of payday loans
Embarrassment due to unplanned financial needs often led to 

embarrassment in asking for help. Several noted not wanting 

to ask family or friends for a loan, even if they wouldn’t have 

to pay fees or interest, and certainly not if they might have to 

turn to them repeatedly for help.

The shame also extended to participants’ experiences of 

going to a payday lender, with consequences for asking 

questions and getting clarity about their loan.

You don’t want to go to your family to 

lend you money and have them ask 

you 20 questions.

- Group 2 Participant

I was embarrassed about having to get a 

payday loan. I just wanted to get in and out 

as fast as possible. I didn’t ask any 

questions while I was there.

- Group 2 Participant
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Personal impact of payday loans

While borrowers spoke frequently about the relief they felt 

when they were approved for their loans, this feeling was 

almost always short-lived.

Once their initial needs were met, it rarely took more than one 

pay period for participants to feel like their finances were out 

of control again, with rising anxiety and dread about having to 

deal with the debt.

Having outstanding loans causes borrowers to feel anxious and out of control.

The loan saved me. But it also put me deeper in 

the hole.

- Group 2 Participant

I applied for $2000, got the money and I was so 

happy to get that, it really fixed my immediate 

predicament. But that feeling didn’t last long.

- Group 3 Participant

It rectifies your immediate need, so there is 

some sense of relief. But I’m just plugging holes 

now.

- Group 3 Participant

I don’t have control anymore if I’m using a 

payday loan. I don’t like the idea of not 

having control. I don’t like the anxiety.

- Group 3 Participant

When I actually calculated it, I realized how 

much I’d have to spend to repay the loan. I 

was almost angry. It was short-term 

gratification. In the end, if I would have 

waited another 8 to 10 days, I wouldn’t have 

even needed it.

- Group 3 Participant
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Ease of access

Most participants in the focus groups have used online 

lenders to take out payday loans (5/8 in Group 1, 7/9 in 

Group 2 and 5/5 in Group 3) as opposed to – or more often, 

in addition to – in-person at a Money Mart, for example. 

Having access on your phone makes it much easier to 

consider turning to a payday lender for another loan in the 

future – you have an established relationship, you know the 

terms, and all it takes is a few swipes to apply.

In addition, participants in all three groups felt that online 

lenders asked fewer questions and required less paperwork 

than traditional payday lenders. Similarly, most participants 

with online lender experience felt they received their money 

more quickly than from a brick-and-mortar location.

Participants in each group suggested another benefit of 

online lenders is that you can avoid the 7-day waiting period 

between loans, although not all participants had this 

experience and some expressed confusion. It was suggested 

that perhaps this might be a jurisdictional difference – one 

participant in Group 2 said one of the lenders they turned to 

“tries to avoid giving loans to Manitobans” due to the 

regulations on payday loans in the province.

The ease of borrowing with an online lender comes at a cost 

– there is less oversight to ensure that borrowers truly 

understand the terms and conditions of their loans.

Online payday loans are really easy to get and may not have the same level of oversight as loans 
from brick-and-mortar providers.

I submitted my online request and two minutes 

later, the money was in my account.

- Group 1 Participant

Apps seem to downplay the interest owed. They 

really should make a bigger deal of it because 

people don’t really understand. Someone might 

have okay credit but are not very observant, or 

someone might have intellectual problems – apps 

could ensnare them in debt really easily.

- Group 3 Participant
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Awareness of credit rating

In all three groups, most participants said they know they 

have bad credit, so most refinancing options are simply not 

on the table for them.

For others, avoiding a credit check that would impact their 

credit rating also came into play. For example, one participant 

in Group 3 uses payday loans as a bridge between 

paycheques. With a set timeline on the horizon until they can 

access retirement funds, they purposefully chose payday 

loans instead of traditional lending products to prevent 

impacts to their credit rating.

Borrowers are acutely aware of their credit rating.

I have bad credit so I can’t get a regular loan from 

the bank!

- Group 1 Participant

I didn’t want them to check my credit score. It was 

soon after [being turned down for financing] so I 

knew I couldn’t get a bank loan.

- Group 2 Participant

Before I even started with payday loans, my credit 

was in shambles. That’s why I went to them.

- Group 3 Participant

I don’t want any hard credit hits because of 

payday lenders. If I get a [full] loan, it’ll hit my 

credit. If I get a small amount [in payday loans], 

they don’t.

- Group 3 Participant



32

Gamification of payday lending

Payday lenders, particularly online lenders, use a number of 

tactics to gamify and incentivize borrowing. 

▪ One participant in Group 3 spoke about achieving user 

levels by borrowing, with each level offering greater perks, 

such as reductions in the 7-day wait times to re-loan.

▪ Other focus group participants noted that some online 

lenders start by providing micro-loans of $20 or $25. Then 

they gradually increase the amount a borrower can 

request as they repay their previous loans and gain 

credibility with the lender. 

▪ In Group 2, a participant noted their brick-and-mortar 

lender offers a bonus for referrals that bring in new 

customers.

Payday lending has been gamified and incentivizes borrowers to extend their relationship with loan 
providers.

If you borrow up to ten times, you get to the ‘Prestige’ 

level. There are other levels. If you borrow so many 

times and you pay it back, you get perks like you don’t 

have to wait a week. At the top level you can ask for 

deferred payments or ask to extend the date of 

repayment.

- Group 3 Participant
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Gamification of payday lending
In addition to these incentives to borrow, several participants 

noted that lenders will often reach out and offer more money 

if a borrower consistently meets their repayment obligations – 

even when their financial situation hasn’t changed, or they 

express no need for additional monies.

With the introduction of different loan products, payday 

lenders have more ways to try to entice customers into 

additional borrowing. 

I took out a payday loan about a month ago. I’ve 

got an 8-year-old car. The lady asked whether it 

was mine, saying I could use it as collateral for a 

larger loan. They are really pushing stuff on you.

- Group 3 Participant

They do whatever they can to keep you on the 

hook. I had that with a loan pre-COVID. I was 

working less than full time but every three to 

four months, they’d call and say, you’ve paid 

us back for the last couple of months, so 

you’re preapproved for an extra amount. I also 

had them say, if you pay back so much, we’ll 

reassess your interest rate. Sometimes they 

might just say, here’s this new offer.

- Group 3 Participant
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Plans to use payday loans in future

Several participants in the focus groups noted that prior to 

taking out a payday loan, they had been warned not to start. 

Further, a few commented they had been aware of the 

difficulties of these products because they had witnessed 

their parents struggle to pay off their own payday loans.

Despite these warnings and their own experiences with 

payday loans, most participants left an opening to take out 

another loan, particularly in an emergency or as a last resort 

– even against their better judgement.

Even knowing that a payday loan isn’t a good idea is not enough to stop someone from taking 
one on.

I’m not going to say never because things 

come up, and you gotta do what you gotta to 

do.

- Group 1 Participant

I don’t plan on getting another. Only as a last 

resort.

- Group 2 Participant

It would have to be a life-or-death kind of 

emergency. That’s how bad it would have to 

be to even consider it again.

- Group 3 Participant



Recommendations
Participants were asked what could improve the experience 
of getting a payday loan and its impact.



Recommendations
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Participants suggested a number of things that might help 

borrowers manage their payday loans, including:

▪ More financial education, starting in public school, so that 

people better understand how to manage their money and 

budget for their needs.

▪ Lowering interest rates and lower and fewer fees, including 

more regulation to limit predatory lending practices.

▪ A “middle ground” lender (between payday lenders and 

banks) that doesn’t charge as much interest or fees as a 

payday lender but is more flexible than a bank.

▪ Having the banks work with payday lenders to help 

borrowers from falling into cycles of debt.

▪ More understanding of the other ways that people might 

refinance debts when things get out of control, including how to 

speak with lenders and utility providers to reduce fees, late 

charges, and interest, etc. This knowledge might help people 

avoid taking on a loan in the first place.

It feels like we’re being punished for never 

having enough money.

- Group 3 Participant

What would help?



Recommendations (cont’d)
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Participants' experiences with payday lenders also suggest 

additional efforts that might improve outcomes for borrowers:

▪ Make loan documents shorter and easier to navigate, 

highlighting the main points that a borrower needs to 

understand, including interest, fees, exclusions and terms.

▪ Look into alternatives to the 7-day waiting period for re-

loaning, such as extended repayment periods for existing 

loans or rollover options.

▪ Consider regulation of payday lenders' other financial 

products (loans in excess of $1000, loans requiring 

collateral, installment loans, lines of credit, credit cards, 

etc.)

▪ Investigate the surge in online lenders and apps, along 

with their practices.

▪ Review the incentivization and gamification of payday 

loans and financial products that lock borrowers into 

deeper relationships with lenders.
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Public Interest Law Centre  
Payday Loans Focus Group Screener 
August 22, 2024 FINAL 

 Group  Date  Time  Geography  Population  

1 Tuesday, 
October 1  

5:30 pm  Winnipeg  Indigenous  

2 7:30 pm  Winnipeg  Non-Indigenous  

3 
Wednesday, 
October 16 

5:30 pm Rural/northern Mixed (min. 3 Indigenous) 

 

Group 1: https://us02web.zoom.us/j/89433901602 

Group 2: https://us02web.zoom.us/j/84520741490 

Group 3: https://us02web.zoom.us/j/88077057744 

Hello, my name is _______ and I’m from Probe Research, a professional public opinion 

research company in Winnipeg. We’re looking for folks like you to join us for a special in-depth 

discussion that will take place on Zoom on the evening of Tuesday, October 1/Wednesday, 

October 16. 

These sessions are lively and entertaining, and you don’t need any special knowledge or skills 

to contribute. We’re just looking for friendly people who are willing to share their opinions in a 

group with around seven or eight other people like yourself. After the group, we will provide 

you with $125 in exchange for about 90 minutes of your time.  

This discussion session is strictly for research purposes and the comments you provide at this 

session are held in strict confidence. No one at this focus group will be offering to sell you 

anything or sign you up for anything.  

IF ASK HOW WE GOT THEIR NAME: You recently completed a survey for Probe and 

indicated you might be open to participating in additional research like focus groups. 

1. Do you think you might be interested in taking part in a focus group session during the 

evening on Tuesday, October 1/Wednesday, October 16? 

Yes  
No THANK AND TERMINATE 

 

2. Do you have a few minutes to answer some questions to see if you qualify for participation 

in this research? 

Yes  

No RESCHEDULE RECRUIT CALLBACK 

3. On a scale of 1 to 7 where “1” means “you are not at all comfortable” and “7” means “you 

are very comfortable”, how comfortable are you speaking up in a group of people? 

Not at all 
comfortable 

     Very 
comfortable 

1 2 3 4 5 6 7 

THANK AND TERMINATE CONTINUE 
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4. Do you or does anyone in your household work for…? RANDOMIZE, THANK AND 

TERMINATE ANY MENTIONED 

A media outlet  

A political party 

A bank/credit union 

A payday loan store/outlet 

The Public Utilities Board 

 

5. Do you have a high-speed internet connection in your household? 

Yes 

No THANK AND TERMINATE 

 

Next, a few questions about payday loans… 

 

6. Have you ever taken out a payday loan, in-person or online, from a company like Money 

Mart, The Cash Store, CashMoney, Easy Financial, etc.? 

Yes, in person 

Yes, online 

No THANK AND TERMINATE 

  

7. When was the last time you took out a payday loan, in-person or online, from a company 

like Money Mart, The Cash Store, CashMoney, Easy Financial, etc.? 

In the last month  

In the last 6 months  

In the last 12 months  

More than a year ago HOLD 

 

8. In the last five years or so, how many times have you taken out a payday loan, n-person or 

online, from a company like Money Mart, The Cash Store, CashMoney, Easy Financial, etc.? 

Your best guess is fine. 

One time HOLD 

2-4 times 

5-10 times 

More than 10 times 

 

9. Thinking about the interest and fees associated with payday loans, how well do you feel 

you understand these charges? 

Very well 

Somewhat well 

Neutral/Neither well nor poorly 

Somewhat poorly 

Very poorly 
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10. What are the first three digits of your postal code? ____ _____ _____ 

 

IF POSTAL CODE STARTS WITH R2 OR R3, CONSIDER FOR GROUP 1 or 2 (WINNIPEG) 

 

IF POSTAL CODE STARTS WITH R0B, R0C, R0E, R0L R8A, R8N OR R9A, RECRUIT TO 

GROUP 3 (NORTHERN/RURAL).  

 

FOR ANY OTHER POSTAL CODE, RECRUIT TO GROUP 3 (RURAL) 

 

IF POSTAL CODE STARTS WITH R2 OR R3 

10a. What area or neighbourhood of Winnipeg do you live in? 

 

IF ANY OTHER POSTAL CODE 

10b. What is the name of the community you live in? ______________ 

 

11. Do you identify as an Indigenous person? By this we mean a First Nations (status or non-

status), Métis or Inuit person? 

No, not Indigenous 

Yes, First Nations 

Yes, Métis 

Yes, Inuit 

Yes, multiple Indigenous identities 

(Prefer not to answer) 

 

RECRUIT ALL INDIGENOUS IDENTITY RESPONSES TO GROUP 1 IF IN WINNIPEG (R2 

OR R3 POSTAL CODE); AIM TO GET MIX (3 INDIGENOUS IDENTITY PARTICIPANTS 

MINIMUM) FOR GROUP 3 

 

12. Which of the following categories best describes your household income? That is, the total 

income before taxes of all persons living in your home. Please stop me when I get to the right 

category. 

Less than $10,000 

$10,000 to $29,999 

$30,000 to $49,999 

$50,000 to $59,999 

$60,000 to $69,999 

$70,000 to $99,999 

$100,000 to $149,999 

More than $150,000 

(Prefer not to answer) 

 
RECRUIT DETAILS:  

Your characteristics are just what we need for the discussion group. The session will take 
about 90 minutes and you will receive $125. Are you still interested in participating? 

YES ______  NO ______ THANK & TERMINATE 
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I just need to get a little more information to make sure we have a mix of people in the group. 
 
D1. What is your gender identity? GET MIX 

Male 
Female 
Other gender identity: _________________ 

 
D2. Which of the following age categories applies to you? GET MIX 

18-24 

25-34 

35-54 

55-74 

75+ MAX 1/GROUP 

 

D3. Including yourself, how many people live in your household? _________ RECORD 

 

D4.  What is your occupation? ___________________ RECORD 

 
DO NOT ASK IF INDIGENOUS 
D5. Do you identify as a racialized person or a person of colour?  

Yes 
No 
Prefer not to answer 

 
D6. Do you need any specific accommodations for a disability such as a visual impairment or 
difficulty using your hands? Is there anything we can do to help you participate in this focus 
group session? 

Yes: ________ (specify)  
No  

 
D7. Do you use any pronouns we should be aware of? 
 Yes, he/him 
 Yes, they/them 
 Yes, she/her 
 No 

D8. We will email you some instructions for the focus group session. Can you confirm your 
email address for me so we can send you this information, as well as send you an e-transfer 
for $125 for taking part in the session? 
 

______________ CONFIRM EMAIL FROM DATABASE 
 
D8 And, just to confirm we have your name and preferred phone number…CONFIRM FROM 
DATABASE 
 Name: _________________________________   

Telephone: _______________________ 

 
DETAILS FOR ONLINE GROUPS 
 

 The discussion session will take place on Tuesday, October 1 at 5:30pm OR 
Tuesday, October 1 at 7:30pm OR Wednesday, October 16 at 5:30pm 
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 The session will take 90 minutes for which you will receive $125. 
 If you need glasses to read, please have these with you during the group 
 Please make sure you are not driving or in transit while the session is taking place. 

Please make sure to connect from a quiet spot in your household/office where there 
is no background noise. 

 Please use a laptop or desktop computer for the session if possible (NOTE IF THEY 
ONLY HAVE A TABLET OR SMARTPHONE) 

 Please log into the group 5-10 minutes before it starts. 
 In the next day or so, we will send you an email invitation that includes instructions on 

how to log into and participate in the focus group session. 
 We will also be giving you a reminder call and email the day of the session. 
 Once again that is Tuesday, October 1 at 5:30pm OR Tuesday, October 1 at 

7:30pm OR Wednesday, October 16 at 5:30pm 



Appendix B: 
Focus Group Discussion Guide



Public Interest Law Centre 

Payday Loan Focus Groups 
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PARTICIPANTS AND APPROACH 

 

Group Date Time Geography Population 

1 
Tuesday, 
October 1 

5:30 pm Winnipeg Indigenous participants 

2 7:30 pm Winnipeg 
Non-Indigenous 

participants 

3 
Wednesday, 
October 16 

5:30 pm Rural/northern 
Mixed group (minimum 3 
Indigenous participants) 

 

Three online focus groups will be held via Zoom on Tuesday, October 1 and 

Wednesday, October 16, 2024. Nine participants will be recruited for each group in 

order to seat 7-8. Participants will receive $125 for their time and sharing their 

experiences. 

 

The names and contact information of potential participants were selected from Probe 

Research’s panel members and other respondents to Payday Loan questions in the 

September Omnibus survey. Participants were recruited by telephone and email by 

Trend Research, Probe Research’s recruitment partner. 

 

The outcomes of the focus groups will form the basis for Probe Research’s testimony in 

front of the Public Utilities Board (PUB) during the November PUB hearing into payday 

loans.  

 

Note that this guide is directional and not a script. It covers the themes and topic areas 

that will be discussed during the focus group sessions. Additional prompts and follow-up 

in response to participants’ comments will ensure that we capture their unique points of 

view and will provide us with greater clarity associated with their needs and 

experiences.  

 
 
 
MODULE 1: INTRODUCTION 
 

● Introduction. Facilitator introduces self, Probe Research. 



 
● Project recap if needed. This December, the Public Utilities Board will be 

reviewing the fees and other aspects of payday loans. A group of community 
organizations will be representing consumers like you in that process. To get 
ready for the PUB hearings, these community organizations want to hear from 
Manitobans like you to better understand the needs and experiences of people 
who have used payday loan services. Probe is working with this group of 
community organizations to facilitate the discussion.  

 
● Participation in this research is voluntary and confidential. No one will know 

what you said, and our report won’t mention your name. I might say “a Winnipeg 
women” or “a Brandon father” but we will never use any identifying information. 
We want you to be honest based on your experiences and feel confident that 
your data will be safe and never shared with anyone. And, if at any time you don’t 
feel comfortable in this group – let me know, and remember, it’s voluntary.  
 

● Observers and recording. Note observers, who will be on mute/cameras off. 
Also have a duty to keep what we discuss here confidential. Note recording – 
destroyed at the end of the project. 

 
● Focus group best practices 

 
o We want everyone to participate so may call on people by name – or cut 

people off – to ensure that we hear from you all. Please don’t take offense! 
But if you don’t have anything to add, don’t feel pressured to answer. I 
don’t know or pass are totally acceptable answers. 
 

o Don’t be too “Canadian” - if you don’t agree with something or have a 
different experience, don’t be shy – let me know. 

 
o This is a judgement-free zone. We’re going to be talking about money this 

evening, something everyone has to deal with and sometimes finds 
stressful. While we will be discussing payday loans today, no one is 
passing judgement on the ways or reasons for using these loans. We are 
simply interested in your experiences, expectations and understanding. 
There are no right or wrong answers. 

 
o Explain Zoom functions: Raise hand, chat, etc. 

 
● Questions? Before we get started, do you have any questions for me? Don’t 

hesitate to ask questions or for clarification at any point. 
 

● Icebreaker: To begin, let’s go around the room and quickly introduce ourselves. 
Tell us your name, where you live and a little about your favourite thing to do in 
your spare time. 

 



Total time: 10 minutes (5:40pm /7:40pm) 

 
MODULE 2: Exploring Payday Loan Usage 
Objective: To begin the discussion, we will explore participants’ use of payday loans 
over the last 5 years. 
 
Everyone in our focus group today has used a payday loan service at some point.  

 
To get us started, I’ve got a quick poll question for the group: 

• LAUNCH ZOOM POLL FOR VOTING: How many times have you taken out a 
payday loan in the last 5 years?  

o Once 
o 2-5 times 
o 6-10 times 
o More than 10 times 

 

• Who said that they’ve used payday loans more than one time? SHOW OF 
HANDS 

o How many times have you taken out a payday loan?  
o How often would you say this has been?  

▪ When was the first one? When was the last time? 
o How much were these loans usually for?  

▪ If you had to estimate, how much do you think you have borrowed 
(i.e., not including interest/fees) in total? 

 

• And who said just once? SHOW OF HANDS 
o When was this?  
o How much was the loan for? 

 

• Where did you go to get your loan(s)? Was this in-person or online? LISTEN 
FOR: MoneyMart, Cash Money, Easy Financial, online lenders, etc. 

o Why did you choose this location/lender?   
 

• How did you hear about them/their loans? PROBE ON: advertising, word of 
mouth (who?), social media, news, other  

o What did you hear about them/their loans? PROBE ON: Both positive and 
negative comments, including recommendations, ease of use/obtaining 
the loan, payback schedule, interest rates and fees, convenience, 
customer service, etc. 

 

• EXERCISE: Let’s use the chat function, just on our own for a moment. Or, if 
you’re not great at the chat, just grab a piece of paper where you can jot a few 
things down. 

o Thinking about your experience with payday loans, what is your overall 
impression? Give me a few words here, some adjectives. How would you 



describe the experience to a friend or family member? What was positive 
or negative? Like, if you had to use an emoji on your phone to describe 
the experience, what would it be? 

o REVIEW CHAT AND EXPLORE: Why do you say that? 
 

Total time: 25 minutes (6:05pm /8:05pm) 
 

MODULE 3: The Payday Loan Journey 
Objective: To understand participants’ experiences and journey with payday loans, 

including their needs, expectations and understanding.  

 
Regardless of the number of times you’ve taken out a payday loan, I’d like you to think 
back now to the last time that you got one. We’re going to walk through this experience 
together. 
 
NEED/TRIGGER 

• What did you need or want the money for? (Probe on whether this was more of a 
need or a want.) 

o Was it something you needed immediately? 
 

• How much did you need/want to borrow? (Note: max loan amounts are capped at 
a proportion of monthly income) 

o Were you able to borrow as much as you wanted/needed? Why or why 
not? (Probe on whether they received the maximum they could borrow or 
less) 

o Do you wish you could have borrowed more or less? What limited or 
expanded your borrowing? 

 

• Did you have a sense of when you would be able to pay it back? How long did 
you expect to need? 

o How long did you actually have to pay it back? 
 

• Thinking back to when you realized you needed the money, what were you 
thinking and feeling at that moment? What was going through your mind?  
 

DECISION-MAKING 

• IF NOT COVERED ABOVE What made you decide to go to a payday lender for 
this loan? Where did you end up going? 

o Did you consider using a different kind of product (like a credit card or 
installment loan)? Why or why not? 

o Did you consider or try going somewhere else for a loan? Why or why 
not? 

▪ Where did you go? PROBE FOR: Friends or family? Another 
personal connection? To another financial institution, like a bank or 
credit union? Why or why not? 



o Did you consider going to a different payday lender? Why or why not? 
 

• What made you decide to take out a loan with this lender? 
o PROBE ON: Previous experience with lender, location, ease of applying 

for/getting loan, fees, terms and conditions, interest rate, etc. 
 

• Thinking back, what questions did you have about your loan? 
o PROBE ON expectations, questions, concerns 

 
EXPERIENCE WITH LENDER (ONLY IF TIME) 
 

• Tell us about your experience when you went to get the loan. What happened 
when you went to apply?  

o PROBE ON: In-person interactions, customer service/online support, 
FAQs and information 

 

• What was the application process like? What information/documents did you 
need to apply?  

o How easy or difficult was it? 
o What were you thinking about/feeling with you applied?   

 

• How long did it take for you to get approved?  
 

• And, after approval, how long did it take you to get the money?  
 

• Thinking about the experience of applying and receiving the loan, what did you 
like about it? Why? 

o What could have been better? How? 
 
UNDERSTANDING TERMS, CONDITIONS AND FEES 
Let’s talk for a minute about all the rules around your loan – the fees and when you 
needed to repay it… 
 

• EXERCISE: First, give me a show of hands – thumbs up, thumbs down, half-and-
half – how well did you understand all the rules around your loan? 

o REVIEW AND EXPLORE: Why do you say that? 
 

• Thinking back to the information you got about your loan’s terms and 
conditions, how clear was this information and what it meant for you? 

o How well do you think you understood the terms and conditions at that 
time? 

o Did you have any questions, concerns, or uncertainties about the terms 
and conditions?  

o Did anything come as a surprise later, down the line? Or did it turn out the 
way you expected?   
 



• And what about the fees (including service fees and “interest”)? How clear were 
the fees and what they meant for you? (Note: The Act states that all fees 
associated with loans count towards the max fee of $17 for every $100 borrowed. 
Interest is not charged separately.) 

o How well did you understand the fees at that time?  
o Any questions, concerns or uncertainties about the fees? 
o Any surprises?  
 

• Thinking back, how much do you think you paid in fees and interest charges on 
your loan?  

o Is this what you were expecting? Why or why not? 
o IF NEEDED: Just so we’re all on the same page, I’ve got an example 

here. SHARE SCREEN, SHOW SLIDES. Does this match your 
understanding? Does it match what you figure you paid? 

 

• Did you ask questions of the lender? Tell us about their explanations – were they 
helpful? PROBE ON: In-person and online interactions, written materials, etc. 

 

• Thinking back, is there anything that you wish you would have known more 
about… 

o The terms and conditions? What would have helped you? Why? 
o The fees? What would have helped you? Why? 

 
REPAYMENT EXPERIENCE 

• How long did it take you to repay the loan? How many payments did you have to 
make? 

o Did you repay the loan on schedule? Why or why not? 
o What happened if you didn’t pay on time? 

▪ Did you have to take out another loan to repay the first, catch up on 
other financial needs, get an extension, etc.  

 

• How easy or difficult was it to repay the loan on time? 
o If easy, what made it so? 
o If difficult, what were the challenges or obstacles to repaying the loan on 

time? 
o Did you have to cut back on other things to pay back the loan on time? If 

so, where did you cut back? 
 

• What did you feel each time you made a payment? What went through your 
mind? What about when you made your final payment? 

 
Total time: 45 minutes (6:50pm /8:50pm) 

 

MODULE 4: Impact of Payday Loans 



Objective: To understand, in participants’ own words, the effect that payday loans have 

on their spending and household finances. 
 

•  What happened after you paid back the loan? What did you learn from your 
experience?  

 

• EXERCISE: Let’s get another show of hands – besides payday loans like we’ve 
been discussing, has anyone taken out another similar kind of loan or product 
from a payday lender (e.g., like an installment loan, installment plan, rent-to-own, 
online loans, etc.)?  

o What was the loan/product? 
o How did this experience compare to the payday loan experience? (Probe 

on similarities and differences, experience with these products, 
understanding of repayment terms and fees, etc) 

 

• What, if anything, do you wish you’d known before you’d taken out a payday 
loan? 

 

• If you could go back and use the money that you spent in fees and interest on 
your loan for something else, what would you have used it for? 
 

• EXERCISE: Final show of hands before we wrap up – who expects to take out 
another payday loan in future? 

o Why or why not? 

 
 

Total time: 10 minutes (7:00pm/9:00pm) 
 

Thank participants for their time and sharing their experiences.  

 
 
 



Appendix C: 
Omnibus Survey Data Tables



SECTION PILC
1. Have you ever used a payday loan service?

2. When did you last use a payday loan service?
3. Which of the following payday loan providers have you used?

(1000) (600) (400) (485) (507) (293) (315) (392) (155) (153) (176) (132) (160) (215)

66 42 24 34 30 20 34 11 8 21 5 11 14 6

7% 7% 6% 7% 6% 7% 11% 3% 5% 13% 3% 8% 9% 3%

934 558 376 451 476 273 281 380 147 133 171 121 146 209

93% 93% 94% 93% 94% 93% 89% 97% 95% 87% 97% 92% 91% 97%

(66) (42) (24) (34) (30) (20) (34) (11) (8) (21) (5) (11) (14) (6)

12 11 1 7 5 2 7 2  5 2 2 3  

18% 27% 3% 21% 16% 11% 21% 21%  22% 45% 21% 20%  

6 3 4 4 3 5 1  4   1 1  

10% 7% 15% 11% 9% 25% 4%  46%   12% 10%  

4 3 2 3 2 3 1  2 1  2   

7% 7% 7% 8% 5% 16% 3%  21% 6%  15%   

7 3 4 2 3 3 3 1  2  2 1 1

11% 8% 16% 7% 11% 15% 9% 8%  11%  15% 6% 15%

32 20 13 15 17 6 19 7 3 11 2 4 8 5

49% 47% 53% 45% 56% 32% 55% 61% 32% 52% 36% 37% 59% 85%

4 2 2 3 1  3 1  2 1  1  

5% 5% 7% 8% 2%  7% 9%  9% 19%  5%  

41 29 11 21 19 13 19 8 6 12 2 5 8 6

62% 70% 48% 61% 61% 66% 57% 70% 79% 58% 45% 52% 55% 92%

13 11 1 5 7 4 7 2 1 3 2 3 5  

19% 27% 5% 15% 24% 18% 22% 13% 11% 13% 28% 25% 35%  

7 1 6 2 5 3 2 2  1 1 3 1 1

11% 3% 25% 6% 17% 14% 7% 17%  6% 13% 27% 9% 20%

6 4 2 2 3 4 2  2   2 2  

9% 9% 10% 5% 12% 20% 6%  21%   15% 14%  

2 2  2   2   2     

3% 5%  6%   6%   11%     

7 7 1 4 4 4 3 1 2 2 1 2 1  

11% 16% 3% 11% 12% 20% 8% 5% 21% 8% 10% 21% 9%  

10 4 6 6 4  8 2  4 2  4 0

15% 9% 27% 17% 14%  23% 20%  20% 32%  28% 8%

BASE

CountYes

CountNo

USED PAYDAY LOAN
SERVICE

BASED: USED SERVICE

CountPast six months

CountPast year

CountPast two years

CountPast five years

CountMore than five
years ago

Count(DK/NS)

LAST USED

CasesMoney Mart

CasesCash Money

CasesEasy Financial
Services

CasesKoho Financial

CasesInstant Funding

CasesOther mentions

Cases(Refused/DK/NS)

USED

TOTAL Winnipeg Rural

PROVINCIAL REGION

Male Female

GENDER

18 - 34 35 - 54 55 +

AGE

18 - 34 35 - 54 55 +

MALES

18 - 34 35 - 54 55 +

FEMALES
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 SECTION PILC
1. Have you ever used a payday loan service?

2. When did you last use a payday loan service?
3. Which of the following payday loan providers have you used?

(1000) (166) (401) (415) (241) (753) (723) (214) (166) (339) (347) (102) (188) (97) (141)

66 21 33 12 35 31 32 30 23 20 17 16 19 11 12

7% 13% 8% 3% 15% 4% 4% 14% 14% 6% 5% 16% 10% 11% 9%

934 145 368 402 206 722 691 184 143 318 330 85 169 86 129

93% 87% 92% 97% 85% 96% 96% 86% 86% 94% 95% 84% 90% 89% 91%

(66) (21) (33) (12) (35) (31) (32) (30) (23) (20) (17) (16) (19) (11) (12)

12 4 6 2 6 6 2 9 6 4 1 5 6  3

18% 20% 19% 14% 17% 20% 8% 29% 25% 21% 7% 31% 29%  23%

6 1 4 2 5 1 2 4 3 2 2  2 2 2

10% 4% 12% 12% 14% 4% 7% 14% 14% 7% 10%  10% 17% 15%

4 3  1 4   4 3 2  3 3 2 2

7% 16%  9% 13%   15% 12% 8%  20% 17% 15% 13%

7 2 4 2 3 4 2 5 2 2 2  1 2 2

11% 8% 11% 14% 9% 13% 8% 16% 10% 8% 14%  4% 21% 18%

32 10 17 6 17 16 23 8 9 11 10 6 6 4 4

49% 47% 52% 46% 48% 51% 73% 26% 40% 56% 59% 37% 30% 41% 32%

4 1 2 1  4 2    2 2 2 1  

5% 6% 6% 4%  12% 5%    9% 13% 10% 7%  

41 16 17 8 22 19 20 19 16 13 10 9 12 10 11

62% 76% 52% 64% 61% 63% 63% 65% 71% 62% 61% 59% 62% 93% 92%

13 7 2 4 7 5 4 8 7 2 3 2 2 6 4

19% 33% 5% 34% 20% 18% 12% 26% 32% 9% 17% 13% 11% 52% 30%

7  7  2 5 2 4 3 2 1 3 3 1 2

11%  22%  7% 15% 6% 13% 15% 11% 5% 19% 16% 11% 17%

6 5  1 3 3  6 4 2  4 4 2 3

9% 24%  7% 9% 9%  20% 19% 8%  27% 22% 22% 26%

2  1 1 1 1  1 1      1

3%  3% 9% 3% 3%  4% 5%      8%

7 3 4 1 7 1 2 5 4 2 2 4 5 0 0

11% 12% 12% 6% 19% 2% 5% 18% 18% 8% 9% 24% 24% 4% 4%

10 2 6 2 4 6 8 0 0 4 3 1 1   

15% 12% 19% 14% 11% 21% 27% 2% 2% 19% 20% 8% 7%   

BASE

CountYes

CountNo

USED PAYDAY LOAN
SERVICE

BASED: USED SERVICE

CountPast six months

CountPast year

CountPast two years

CountPast five years

CountMore than five
years ago

Count(DK/NS)

LAST USED

CasesMoney Mart

CasesCash Money

CasesEasy Financial
Services

CasesKoho Financial

CasesInstant Funding

CasesOther mentions

Cases(Refused/DK/NS)

USED

TOTAL HS or less Post-Sec Univ Grad

EDUCATION

Yes No

CHILDREN <16 AT
HOME

Own Rent

RESIDENCE

< $50K $50K-$99K $100K +

HOUSEHOLD INCOME

Indigenous BIPOC LGBTQIA2S+ Disability
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