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Direct Debit Request Service 
Agreement 
 

This Direct Debit Request (DDR) Service Agreement sets out the terms and 

conditions which apply to the processing of Invoiced Amounts via direct 

debit through Arctel’s Authorised Third-Party Payment Provider.  You 

agree to these terms and conditions upon submission of the Direct Debit 

Request in accordance with this Direct Debit Request. 

1. In submitting a Direct Debit Request and providing your Payment 

Details at the time of requesting the Services you agree to the terms 

and conditions set out in this Direct Debit Request Service Agreement.  

You also warrant you are the owner of the bank account or you have 

the authority of the owner of the bank account provided in the Payment 

Details and authorise debit of the Invoiced Amounts on a recurring 

basis. 

2. You are required to pay any transaction fees associated with the 

payment method you provide for direct debit.  These charges will be 

disclosed to you when entering your Payment Details. 

3. All Debit Payments will be actioned on the 5th day of each month (or 

the next Business Day if that day falls on a weekend or public holiday), 

unless otherwise agreed.  You agree that Debit Payments will include 

any applicable fees, including Failed Payment Fees, Dishonour Fees, 

reconnection fees or administrative charges, in accordance with our 

Trading Terms. 
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4. Debit Payments will only be arranged whereby a Direct Debit Request 

has been completed and will be processed through our Authorised 

Third-Party Payment provider. 

5. We do not store any Payment Details, with all Payment Details being 

handled securely by our Authorised Third-Party Payment Provider in 

accordance with industry standards. 

6. Where a Debit Payment is to be processed on a day that is not a 

Business Day then the Debit Payment will be processed on the next 

Business Day. 

7. If you wish to change your Payment Details, you can do this at any time 

by providing a new Direct Debit Request.  If you wish to cancel your 

Direct Debit Request you must ensure other arrangements are made to 

pay any Invoiced Amounts by the Due Date.  At least 5 Business Days’ 

notice is required for any change of Payment Details or cancellation of 

a Direct Debit Request. 

8. Subject to clause 7 above, this Direct Debit Request will remain in effect 

until cancellation of the relevant Service and payment of the final 

Invoiced Amounts is made. 

9. You acknowledge that the amount of each Debit Payment may vary 

from time to time based on the Services provided, including fixed 

charges, usage-based charges, fees, and any outstanding amounts.  

We will provide notice of any material variation to the timing or 

frequency of Debit Payments in accordance with applicable laws and 

industry requirements. 
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10. You authorise us to debit any overdue or outstanding Invoiced Amounts 

from your nominated account at any time after the Due Date, including 

amounts that were not successfully processed on a previous Debit 

Payment.  Where a Debit Payment has failed, we may reattempt to 

debit the outstanding amount without further notice, acting 

reasonably. 

11. You acknowledge that failure to maintain sufficient funds or valid 

Payment Details may result in additional fees and enforcement action 

or suspension or termination of the Service and you are responsible for 

ensuring the funds for the Invoiced Amounts are available at the time 

of the Debit Payment on the scheduled date.  You should check your 

statements regularly to ensure the correct amounts are being debited.  

If you believe a Debit Payment has been made in error or without 

authorisation you should notify us immediately.   

12. You indemnify us against any loss, cost or expense we incur as a result 

of:  

12.1. incorrect Payment Details provided by you;  

12.2. insufficient funds in your account; or  

12.3. any action by your financial institution in relation to the Direct Debit 

Request,  

except to the extent caused by our error 

13. Where any Debit Payment fails or is unsuccessful for any reason not 

attributable to Arctel or our Authorised Third-Party Payment Provider, 

you will be charged a Failed Payment Fee and any Dishonour Fees and 
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it may also result in removal of any Promotional Pricing applied to the 

Services and/or suspension or termination of the Services in 

accordance with our Trading Terms.   

14. All inquiries, changes to or cancellation of a Direct Debit Request must 

be directed to us in the first instance. 

15. You acknowledge that if Invoiced Amounts are not paid by the Due 

Date, we may take steps to recover the outstanding balance, including 

referral to a debt collection agency or disclosure of payment default 

information to a credit reporting body in accordance with our Trading 

Terms and Privacy Policy. 

16. If you are experiencing financial difficulty and are unable to meet your 

payment obligations, you should contact us as soon as possible as we 

may be able to provide assistance in accordance with our Hardship 

Policy, including payment plans, extensions or other relief measures. 

17. Where any dispute in relation to a Debit Payment or the Direct Debit 

Request arises, the following dispute resolution procedure will apply: 

17.1. Notify us in writing as to the dispute at support@arctel.com.au or 

telephone us on 1300 272 835 

17.2. We will make all attempts to resolve the dispute directly with you 

and if you are not satisfied with the outcome you should refer to 

our Trading Terms for the dispute resolution process.  If you are not 

satisfied with the outcome of any complaint dealt with via our 

dispute resolution process you should refer the matter to your 

financial institution. 

https://arctel.com.au/wp-content/uploads/2026/01/Trading-terms-Arctel-01.06.2026.pdf
https://arctel.com.au/wp-content/uploads/2026/01/Trading-terms-Arctel-01.06.2026.pdf
https://arctel.com.au/wp-content/uploads/2026/01/Privacy-Policy-01.06.2026.pdf
mailto:support@arctel.com.au

