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Who am I?

I live in Sydney
I use a mixture of credit card, debit card, Apple Pay and
cash for transactions.
I am not within the payments industry, I am a consumer.

I wish to particularly address:

2.6. Surcharging The RBA seeks feedback on whether
and how the issues with surcharging raised in Section
2.1 should be addressed.

Unlike the current mess arrangements, the answer is
simple:

Banning card surcharges more broadly

Follow the EU and the UK and ban card charges
completely to prevent hidden costs to consumers.

The current scheme is a mess

Please don’t make it even worse
with convoluted rules for
different cards: ban card
surcharges to consumers.



Why do consumers hate surcharges?

Surcharges have become drip pricing

Because the fees are usually not indicated in advance…

And this lack of adherence is not policed…

The current surcharges system is tantamount to drip
pricing…

… which is supposed to be illegal.



A nasty surprise - most of the time - because…

Most businesses don’t bother with signs anymore

Here is one clear example in Sydney CDB, but in reality most businesses no longer display any
warning about card surcharges.

Enacon Pty Ltd
2 Cathedral St, Sydney NSW 2000

No indication of surcharges prior to entry to the car park, only when it finally comes to pay

I made a complaint to staff who said it was normal and no reply was received to a complaint I
made to ACCC.

Sat & Sunday Rates - “$15 Flat Rate” “All parking rate include the state Govt parking
levy & Federal Govt 10% GST



No notification on the way in Insert ticket - still $15

“Flat Rate $15.43” doesn’t sound so good does it?





Tourists hate surcharges

“Is this legal?”



Utter confusion

My email of 28 September 2024 to Ace Hotel
47-53 Wentworth Ave, Sydney NSW 2000

Attn: General Manager

Hi Ace Hotel Sydney,

We were in your bar last night and noticed the attached surcharge notification on the menu:

"Ace Hotel Sydney is a cashless venue. Card payment only. Credit card surcharge of 1.5%
applies"

The ACCC website is very clear about this - surcharges cannot be added if card is the only
way to pay:

"If there is no way for a consumer to pay without paying a surcharge, the business must
include the surcharge in the displayed price."

Link
https://www.accc.gov.au/consumers/pricing/card-surcharges

Could you confirm you've abolished your card surcharges and consider refunding the ones
you've been taking within the next fourteen days?

REPLY - Wed 2 Oct 2024

Hi Julian,

Thank you for your taking the time to write to us about the credit card charges and for being
a guest in our bar, we appreciate your business.

When we established the business model for the hotel nearly three years ago we wanted to
be a cash free venue due to many factors involved with cash handling procedures and the



convenience for guests to pay electronically. As such we investigated what were the legal
and operational obligations and requirements involved to do this.

You are 100% correct, it is illegal to impose credit card charges, if this is the only payment
option. Therefore at any payment transaction we ensured there are always two options to
pay: 1. Credit Card which attracts a surcharge and 2. EFTPOS that is a free payment option
available via the same transaction terminal. Both options are available and the credit card
charge is a widely accepted standard practice in most businesses throughout Australia. See
below the screen shot of both payment options.

Making guests aware of the methods of payment available and of any credit card charges is
also a legal requirement for any transactions which is why, as you observed, we publish
notification that we only accept payment by card and the credit card charge on our menus
and points of payment throughout the property.

Ace Hotel Sydney is a cashless venue. Card payment only. Credit card surcharge of 1.5%
applies"

Your email has prompted us to consider that we have always assumed people know that
Debit Cards don't attract fees, because the payment is immediate and the money comes
directly from the guest's account. Perhaps there are guests who are not aware that Debit
Cards do not attract charges and thereby could avoid the 1.5% credit card charge. This has
definitely given us pause for thought and will consider the need to adapt any future
messaging or staff training requirements to communicate this.

I hope this email has assured you that our current practices are compliant with Australian
law and our intentions are to ensure our guests are informed of all potential charges.

It would be great to see you return and I'll even buy you a beer for taking the time to write
and thus causing us to consider options to improve communications.

Best
RUSSELL DURNELL
GENERAL MANAGER, ACE HOTEL SYDNEY



Surcharges are increasing

For example:

Menzies Bar, Shell House,
37 Margaret Street, Sydney NSW 2000

Paying with the same credit card, same venue and
same payments platform - Tyro. The credit card
surcharge has INCREASED from 1.5% to 1.9%

16 May 2023 ` 16 October 2024
Via Tyro - 1.5% Via Tyro - increased to 1.9%



Businesses are scamming consumers

Widely reported that businesses are receiving extra
benefits and passing these on as card surcharges.

Small businesses are hitting customers with far higher debit and

credit card surcharges than needed, and are rewarded with

Qantas Frequent Flyer points for their trouble

https://www.afr.com/companies/financial-services/businesses-pass-on-higher-fees-to-customers-f
or-qantas-points-20241010-p5kh89




