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Paul O’Sullivan  

Optus

6 April 2010
Dear Paul,
Re: Request to drop your unfair pay-to-pay fees
Late last year, ACCAN, the Australian Financial Counselling and Credit Reform Association (AFCCRA), and Choice sent you a Christmas card asking you to remove what we are calling ‘pay-to-pay’ fees associated with paying bills with cash or cash-equivalent. 

At the same time, we asked your customers to write an email to you, asking you to also drop these fees. We were extremely pleased with the response from the media and the general public in support of our campaign.

Below are snippets from the comments made by your customers, who made the extra effort of writing to us directly. As you can see, many of your customers wrote to us expressing great dissatisfaction with other fees and charges from Optus, such as your paper billing fee and credit card surcharges (note that we haven’t changed the spelling or punctuation and have removed identifying features): 
“Yes, I would like to add a protest towards Optus for their additional fees to pay accounts other than at an Optus shop. I do not like to use a credit card to pay bills on line, how many have that capability anyway, more discrimination I believe. Thank you for the opportunity to add another voice to your work”. 

– Jack

Just another way of ripping off the public, on top of the paper account charge and non direct debit charges of course.  Like the Banks, What's wrong with profits, and stuff the public.  Thank you”

 – Bronwen

“I fully agree to fight against these unscrupulous approach adopted by Optus to charge $2.20. What is surprising is that I pay my Optus Mobile Bill using BPay and there I am not charged but I am charged to pay the Cable Services. I have been protesting and refusing to pay. Now they have put a late payment fee.” 

- A.
“Paying by direct debit for my monthly mobile account OPTUS charge me 2 dollars on my tax invoice. They get their money on time, every time ! ! ! Why ?? This is HIGHWAY ROBBERY and it should be STOPPED ! ! !  I will contact optus and ask for an explanation”. 

- Theo
“Apart from the charges mentioned for Optus, I would also like to see removed the $2 account processing fee for each month. If an Optus customer has TV, Internet and telephone, it's an extra $6 per month, equivalent to $72 per year. Why pay an extra charge to find out how much to pay them? Additionally, 2 weeks ago all their services went off line for 3 hours, however they failed to reimburse their customers!!!”  

- V.
I have been with Optus for a number of years and have been charged a $2.00 fee every month regardless of method of payment. Initially they had said it was because we recieved a paper bill - so I cancelled the paper bill. Then they said it was an account processing fee. It seems they'll call it what ever they want just so they get the extra money!! 

– John 

It was very disappointing that Optus refused our request to provide an email address for customers to write directly to a single point, which would have helped customers to contact you about an issue which affects many people, particularly those on a low income.  It certainly created the impression that Optus was not willing to listen to customers.

We recognise that accepting payment from your customers can incur costs, but do not believe it is fair to ask your customers to shoulder the costs of Optus conducting standard business transactions. Many people are not comfortable with direct debits or online billing. They are being effectively penalised for expecting to receive a tax invoice in order to pay for your services. 
This business practice is seriously disadvantaging your less tech-savvy and lower income customers.   The fact you are proposing to raise this charge to $1.30 as of 1 May 2010 will exacerbate this unfair charge. 

You have the opportunity to act as a market leader.  We ask Optus to repeal fees charged for paying at the Post Office. 

Yours sincerely,
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Allan Asher

CEO

Australian Communications Consumer Action Network 
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Christopher Zinn

Director, Campaigns & Communication
Choice
Carmel Franklin
Carmel Franklin

Chair

Australian Financial Counselling and Credit Reform Association 
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