
Overall, 83%  
of Australian consumers feel that 
surcharges are a concern, or that they 
have bothered them in the past

EVERY 
GOOD BUY 
IS THE 
NEXT HELLO
AUSTRALIA WANTS TO SEE SURCHARGES REMOVED.

4 in 5 
consumers are resistant 
to surcharges

HOW DO SURCHARGES MAKE CONSUMERS FEEL?

44% of 
consumers feel that they have 
no choice but to pay surcharges

impression in  43% 

of consumers

Surcharges make  38% 

feel that the business does not 
appreciate their purchase

SO WHAT DOES 

THIS MEAN 

FOR BUSINESS?
 CONSUMERS ARE LIKELY  

( 7.2 out of 10 ) 

to tell their friends to avoid a business because it 
surcharges – male consumers even more so

MORE THAN  

1 in 3  
consumers rate not being surcharged as 
	  EXTREMELY 		
    IMPORTANT 

for their satisfaction with a business 

MORE THAN 90% 
of customers consider not being 
surcharged as important to their repeat 
business (1 in 3 consider  
it critical)

1 in 4  retail consumers will not return to 
a business after they are surcharged

93% 

Surcharges evoke a bad last

would like to see 
surcharges removed

of consumers will abandon an online 
purchase when faced with a surcharge

Surcharges have the 
biggest negative effect 
on online transactions

30%  
tell others about it 

28% 
are unlikely to return 
to the business

30% 
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