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Abstract 

Chilean regulation establishes the format and content that financial providers must 

communicate to cardholders about their transactions throughout a monthly billing 

statement. Although this information is relevant for making decisions, comparative evidence 

indicates that people have difficulty understanding and making informed decisions. 

 

This policy paper is an executive summary of a study that shows qualitative and 

quantitative evidence about the impact of Credit Cards Statements on consumers' repaying 

decisions. The study considers the current credit card statement and provides redesign 

options based on a review of the literature in the areas of economics and behavioral science. 

Four alternative prototypes to the current account statement were designed, considering (i) 

the simplification and restructuring of the account statement information, (ii) the 

incorporation of warnings about the consequences of making different payment amounts that 

generate interests, (iii) and greater relevance to the total amount invoiced over the minimum 

payment. 

 

Through a random online experiment with 1,328 cardholders, the study tested the 

impact of the four prototypes and the current statement on comprehension, shopping around 

credit cards and willingness to pay. The results indicate that the prototypes increase the 

general understanding of the credit card billing statement: 35% of people consider that the 

current statement is generally understood, while with the new designs this value increases, 

on average, to 53%. Furthermore, the four treatments improve the clarity of each section of 

the statement. In addition, the redesigned billing statements increase the number of people 

who are willing to quote another card to 40% (vs. 29% of the current statement). Regarding 

the consequences of payments, 50% of the people answered correctly that by paying the total 

amount invoiced they avoid paying additional or revolving interest (vs. 26% in the case of the 

current statement), while 55% manages to identify the minimum payment as the lowest 

possible payment to avoid default interest and possible collection costs (vs. 49% in the case 

of the current statement). Finally, regarding the willingness to pay, the statement that 

contains messages about the consequences of paying less than the total and the minimum, 

accompanied by warning symbols, and giving greater visual prevalence to the total amount 

invoiced in relation to the minimum payment, managed to increase by 12 percentage points 

the probability of the willingness to pay the total invoiced with respect to the current 

statement. Based on these findings, the Report formulates proposals for regulatory 

improvement. 

 

This policy paper summarises the main findings of a more extended Report. The report 

is only available in Spanish, and it can be requested to the Behavioural Economics Unit of 

SERNAC. 

 

 

 
  



 

 

 

Policy Paper 

 

1. Introduction 

 

Credit cards are one of the main means of obtaining direct loans. Every month, credit 

cardholders receive a billing statement with relevant credit card information. However, the 

literature indicates that this type of financial information is difficult to process (Soll, Keeney 

& Larrick, 2013). 

This work aims to answer whether behavioural science tools can help improve credit 

card statements. In particular, the objective is to establish guidelines to redesign the current 

credit card statement which is established in the regulation1, so that consumers can better 

understand their credit card statements and make better payment decisions. From a 

methodological perspective, to establish these guidelines, this work used a randomized 

experiment, which have been indicated as the gold standard for evaluating interventions, 

being widely used in different organizations (DellaVigna & Linos, 2020). 

From a public policy perspective, improving credit card financial information can 

lower unwanted debt levels. In this regard, in Chile, people have a financial burden of around 

20% and default levels close to 10% for non-bank providers (Comisión para el Mercado 

Financiero, 2019), and they have been increasing due to the current national context (Retail 

Financiero, 2020). 

 

2. Problem description  

 

Currently, around 17 and a half million bank and non-bank credit cards are estimated 

in Chile, of which around 7 and a half million were in operation in July 2020 (Comisión para 

el Mercado Financiero, 2020). The current credit card billing statement contains information 

about the total balance to be paid, payment due date, the minimum required payment, late 

payment fees, following balances to be paid, and details of purchases and interest fees (Figure 

1). Similar account statements have been examined in other countries, finding that there is 

difficulty in understanding their concepts (Giné et al., 2019). Consistently, and within the 

 
1 Its format, content and other characteristics are established for any type of Credit Card in the Regulation on 

Consumer Information on Bank and Non-Bank Credit Cards (art.3 No. 7).  



 

 

context of the present work, a qualitative stage was carried out. It indicated that people have 

difficulty in identifying the consequences of not paying the total balance or the minimum 

required payment. In addition, the evidence indicates that providing simple comparative 

information allows people to evaluate interest rates better and estimate the relative cost of 

credit cards (Chin & Bruine de Bruin, 2019). 

 

 

Figure 1: Current credit card billing statement established by regulation 



 

 

 

The complexity of credit card statements affects not only its understanding but also 

individuals’ payment behaviour. In this regard, the evidence indicates that how payment 

amounts are presented in statements affects consumer payment decisions (Navarro-Martinez 

et al., 2011; Stewart, 2009; Lunn, McGowan & Howard, 2018). This evidence indicates that 

warning about the future consequences of paying the minimum causes the minimum amount 

to be used as a reference point, and that it can lead to reducing the amounts paid, increasing 

debt levels. 

 

3. Summary of literature review 

 

The behavioural science literature proposes different tools (or nudges) to motivate 

behavioural changes (Thaler & Sunstein, 2008; Sunstein, 2014a). Within the most relevant 

nudges in the literature (Sunstein, 2014b), three tools, or areas of action, were selected to 

propose modifications to the credit card statement: (1) simplification of the statement, 

including explanations and rearranging its content, (2) incorporation of warnings of the 

consequences of paying less than the total balance and the minimum required payment, and 

(3) visual emphasis of the total balance information, in detriment of the minimum required 

payment. 

The literature indicates that simplifying messages positively affects people’s payment 

behaviour (John & Blume, 2018), as well as improving organization and clarity allows more 

users to identify the main components of credit card statements (Giné et al., 2019). Regarding 

warnings, the literature indicates that adding graphic or text warnings helps people to avoid 

risks and over-optimistic behaviours (Sunstein, 2014b). Since there is a large body of evidence 

showing that people’s attention is limited (e.g., DellaVigna, 2009), the warnings help focus 

attention on the most important elements when making a payment decision. Finally, the 

literature indicates that people use numerical values, such as the minimum amount to be 

paid, as references (Bartels & Sussman, 2017) or “anchors” (Tversky & Kahneman, 1974), 

which influence payment decisions (e.g., Salisbury, 2014). In this sense, adding warnings 

about the consequences of paying less than the total balance has shown positive effects on 

payment behaviour since it avoids those consequences and the increase in payments 

(Schwartz, 2020). 

 



 

 

4. Methodology 

 

Based on the literature review, it was proposed to focus on the changes to the credit 

card statement on the areas previously described: simplification, warnings, and information 

about the minimum payment. The study considered the realization of an online-randomized 

experiment that compared the current credit card statement (control group) with four 

variants (treatments). 

One thousand three hundred twenty-eight valid responses were registered through a 

stratified sampling procedure, ensuring a minimum sample size for different demographic 

variables. In particular, study participants were randomly assigned to review one of five 

different credit card statements. The five statements, or experimental conditions, were: 

 

• Control: 

o “Current” credit card statement. 

• Treatments (simplified statements that also included a summary table of amounts to 

be paid): 

o “Symbols with minimum”: Warnings using symbols for different payment 

amounts. 

o “Symbols without minimum”: Warnings with the same format as above and 

the summary table does not include the minimum required payment. 

o “Table with minimum”: Warnings using a table format, indicating the 

consequences of paying different amounts. 

o “Table without minimum”: Warnings with the same format as above and the 

summary table does not include the minimum required payment. 

 

In addition, a new organization of the information was introduced in all treatment 

statements; detailing in a single table the different costs that comprise the total payment 

amount, including a comparison of the equivalent annual cost (Carga Anual Equivalente, 

CAE) with the market, and adding explanations of each section and a glossary of terms. 

After viewing the assigned credit card statement, each participant entered their 

willingness to pay as if it were a statement she or he had just received, as presented in most 

of the literature (e.g., Hershfield & Roese, 2015). Then, to measure whether they understood 

the information, each participant answered questions about what amounts they must pay if 



 

 

they wanted to avoid paying additional or revolving fees, late payment, and possible collection 

fees. The study also included several questions about the clarity and assessment of the 

statements, overall and for each section, and if the participant wanted to get another credit 

card. Finally, a series of questions were asked about experience with credit card payments, 

financial literacy, attitudes towards debt, and demographic questions. 

 

5. Results 

 

General understanding. Of those participants who were assigned to the current credit card 

statement, only 35% agreed that the current statement is easy to understand. In comparison, 

45% did not agree with this (the rest were indifferent). In contrast, more than half of the 

people assigned to any of the redesigned statements (53%) reported agreeing that the 

statement is easy to understand, while only 29% reported otherwise. 

 

Clarity in sections. People who viewed the redesigned statements reported a greater 

understanding in virtually all sections, compared to the current statement. For example, 55% 

reported agreeing that the information on late payment fees is understandable, being one of 

the most challenging sections to communicate since, in the current credit card statement, 

only 25% agreed that this information is understandable. People also showed greater 

understanding in sections that provide information on interest rates (54% vs. 38% with the 

current credit card statement), on how to make the payment (65% vs. 43% with the current), 

and information regarding payment dues in the next months (77% vs. 58% with the current). 

 

Willingness to get a different credit card. The redesigned statements contained information 

that allows a comparison between the CAE2 of the credit card with the market CAE. This 

information increased the number of people who report being willing to get another card to 

40% (vs. 29% with the current statement). 

 

Consequences of payments lower than the total and the minimum. Only 26% of the people who 

saw the current credit card statement correctly answered that paying the total balance avoids 

 
2 CAE is similar to the annual percentage rate. It is defined by Regulation as an indicator (expressed as a 

percentage) and allows consumers to compare, determine and verify the suitability of making a specific 

transaction with the credit card.  



 

 

paying additional or revolving fees. This percentage increases to 50%, on average, for those 

who received the redesigned statements – the difference is even greater for those who used 

the statements with symbols (55%). When evaluating whether participants could identify the 

minimum amount as the lowest possible payment to avoid default fees and possible collection 

fees, 49% of participants who saw the current statement answered correctly. In contrast, of 

those participants who saw the redesigned statements, 55% answered this question correctly. 

This percentage increases for those who saw the summary table of amounts to be paid 

including the minimum amount (61%). 

 

Willingness to pay. The redesigned credit card statements decreased people’s likelihood of 

being willing to pay less than the total balance but more than the minimum (reduction 

between 9 and 13 percentage points vs. current statement). This reduction increases the 

probability of being willing to pay the total balance, directionally, on all redesigned 

statements, but only statistically in the case of the “Symbols without minimum” statement 

(Figure 2). For this specific treatment, the probability of being willing to pay the total balance 

increases by 12 percentage points compared to the current statement, and the ratio of the 

amount paid to the total balance increases by 7 percentage points. For the rest of the 

redesigned statements, the reduction in the revolving amount went to paying the minimum 

required payment, a phenomenon consistent with previous literature when the minimum 

amount is highlighted. The result of the statement “Symbols without minimum” is more 

pronounced for younger people and women. 

 

 



 

 

 



 

 

 

Figure 2: “Symbols without minimum” statement. 



 

 

 

6. Conclusions and recommendations 

 

This study shows that simplifying and explaining the different credit card sections 

improves its understanding, which may help people reduce their debt levels. In addition, 

based on these results, it is suggested to include warnings about the consequences of making 

different payments through symbols, and to preponderate the total amount to increase the 

probability of paying the total balance. 

This study takes a significant step forward to concretely redesign the current credit 

card statement received by millions of people in Chile, facilitating its understanding and 

helping them to make more informed payment decisions. It is recommended to continue 

examining these results in the field through a randomized field experiment, including actual 

and long-term payment behavior. It is also recommended to examine the effect of nudges in 

the payment process when using digital platforms since these are commonly used to pay 

credit card debts. This study also provides the basis for making these changes.  
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