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Nigel Dews

Vodafone Hutchison Australia

6 April 2010
Dear Nigel,
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 Three and Vodafone, 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): 
“I'm Three customer, I believe for paying by direct Credit Card debit they charge me about $0.50 or around that price and I'm not happy about that either. I'm on a plan and I was surprised to see the additional price for paying the bill.
I agreed to pay fixed amount for a plan (doggy as it is with it's 'CAPED you never pay more' usage of $120 but once you go over that you PAY MORE - not sure which definition of caped they use), and was surprised to see extra charge for processing bill. I understand that they might have extra expenses from processing bills but I would assume that's already calculated in the package price.
What's next? Extra charge for them using clean bottled water in their offices where they process payments? Where does it stop? Why are they allowed to do this?
I don't see any reason for adding new charges to the bill once I agreed with specific terms. And if it states somewhere that they can charge extra for bill processing then that's nonsense as well because what's to stop them next month to charge $10 for bill processing? ... Anyway, I can't help since I don't pay my bill at post office, maybe if the campaign aimed at removing these extra bill payment charges I would help”.
· Stefan
“I saw you story on Sunrise this morning, Tuesday 22/12/09, and would like to thank you for organising the campaign.  I have sent an email to my service provider, Three.  

As mentioned in the story other charges such as the charge for receiving a paper bill is ludicrous.  Although there is a choice, it comes at a cost which I find outrageous.  Having seen your story and reading about your campaign it is up to consumers to stand up and take action”.

· Katherine 

“Another trend creeping into Telco billing systems is a $2 charge for sending a printed copy of your bill. It seems ridiculous that if people don't want to receive their bills by email (they may very well have accounting requirements that need paper copies and don't want spend time printing their own bills) they should be charged for the privilege. Hutchison 3G in particular charge for each phone owned even if the bill is sent to the same address. If you can stamp out this insidious charge it would also be appreciated”.

· Charles

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 VHA 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.   

You have the opportunity to act as a market leader.  We ask VHA to repeal:
· $1.50+ GST fee for paying Vodafone accounts at the post office

· $1.00+GST fee for paying Three accounts 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
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