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So we worked with the team at BBC Skillswise to 
put together this handy guide highlighting some
of the key areas you contact us about most often.

It’s full of consumer tips and advice on how to 
complain and who to complain to, as well as 
pointers on practical skills like working out the best 
deal for yourself and writing a letter of complaint.

We hope you find this guide a useful starting point 
to help you feel more confident as a consumer.

The Rip-Off Britain Team

Here at Rip-Off Britain, we receive 
hundreds of emails and letters from 
you, the British public, telling us
how you feel you’ve been ripped off 
and asking for advice.

ContentsIf you have a
story for us,
get in touch:
ripoffbritain@bbc.co.uk

Rip-Off Britain
BBC Quay House
MediaCityUK 
Salford, M50 2QH
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Energy bills

Top Tip: 
Don’t just 
choose the 
cheapest 
energy 
company 
– customer 
service 
is also 
important 
if things go 
wrong

Top Tip:  
Insulate 
your loft 
and close 
your 
curtains in 
the evening 
to stop heat 
escaping

 Look at your energy bills and write down the 
following details:

Rip-Off 
Fact

£ 1,365

Pay less for gas and electricity
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Gas Electricity
Company name
Name of tariff 
Pay by Direct Debit
or  quarterly bill?
Monthly cost or    
quarterly bill £ £

Cost per year 
(monthly cost x 12 or 
quarterly cost x 4)

£ £

Electricity

En
er

gy
 b

ill
s

This meter
reads 12959

This meter
reads 33828

This meter
reads 00427

 Find out how much money you could save by 
switching your gas or electricity company, or both, using 
an online or phone comparison service.
Contact Citizens Advice for independent advice about 
switching supplier on 03454 04 05 06 or visit www.
ofgem.gov.uk for a list of comparison sites accredited by 
the Confi dence Code.

 Give the new company your details and it will
arrange to switch your gas and electricity, normally
within a few weeks. 

Tips: 
 Switching energy company doesn’t involve changes 

to your gas pipes or electricity cables.

 You can have your gas and electricity from the
same company (dual fuel), or have different
companies for gas and electricity.

How to read your energy meter 
Knowing how to read your gas and electricity meters 
accurately could help you work out how much energy
you use. It could also mean your energy bills are more 
accurate, as you can give your energy suppliers actual 
meter readings.

Standard and digital meter:
• Gas is measured in cubic metres (m³) or cubic feet (ft³).
• One cubic metre is about 35 cubic feet. 
• Ignore numbers in red, or after the decimal point.

Dial meter:
• Ignore dials marked ‘100 per rev’ and the big main 
 dial if you have them.
• Ignore any red dials.
• Read the dials in order from left to right.
• If the pointer is between two numbers, read it as the  
 lower number.

Energy saving tips: 
 Turn down your room thermostat by one degree: save 

around £75 and 310kg carbon dioxide a year.   

 Turn off lights when you leave a room and don’t
leave your TV or other appliances on standby – turn them 
off at the plug whenever you can. Use energy-saving
light bulbs.

 Only boil as much water as you need in kettles
and use full loads in the washing machine, tumble dryer
or dishwasher.

the average UK 
household dual 
fuel energy bill 
in 2014
(Source: Ofgem)



TV and broadband Phone contracts
Pay less to watch TV and get online Get a bett er deal on your phone calls

Top Tip: 
Check that 
you are free 
to switch 
without 
being charged 
a fee

Rip-Off 
Fact

17.8Mbit/s
the average 
speed of 
broadband in 
the UK
(Source: Ofcom)

 Look at your TV and broadband bills and write down
the following:

 Look at your home phone and mobile bills and write 
down the following:

 Compare the cost of broadband services for the 
speed and download limits you need using an online 
comparison service. Ofcom has a list of accredited 
broadband and TV comparison services. Contact them
on 0300 123 3333 or 020 7981 3040 or visit 
consumers.ofcom.org.uk

 Give the new broadband company your details and 
it will switch you over, normally within a few days. You 
may also have to switch your home phone and pay for 
monthly line rental with the new company.

Tips: 
 Consider using Freeview. You can get lots of 

channels for free including high defi nition (HD) channels 
from Freeview. All you need is a set-top box. Most new 
TVs now have Freeview built in. 

 It may be cheaper to get your home phone, 
broadband and TV from the same company. 

Top Tip: 
Don’t pay 
for phone 
services you 
don’t need

 Compare the cost of phone and mobile services 
using an online comparison service. Ofcom has a list 
of mobile and home phone accredited comparison 
services. Contact them on 0300 123 3333 or
020 7981 3040 or visit consumers.ofcom.org.uk. 
Check if you are free to switch without being charged 
a fee. 

 Give the new company your details and it will switch 
you over, normally within a few days. 

Tip: 
 Look at your past home phone and mobile bills and 

work out when you use your home phone most. With 
your mobile, work out how many minutes of calls, texts 
and downloads you use.6 7

Company name
Name of package
Speed of downloads Mbps
Monthly download limit  
or unlimited downloads GB
Monthly cost £
Cost per year (monthly x 12) £

Br
oa

db
an

d

Company name
Name of package (Sport, TV?)
Monthly cost £
Cost per year (monthly x 12) £

TV

Company name
Name of tariff 
Cost per month £
Cost of extras per month £
Total monthly cost £
Total cost per year (monthly x 12) £

H
om

e p
ho

ne

Company name
Name of tariff 
Contract or Pay-as-you-go?
Inclusive call minutes per month
Inclusive texts per month
Data allowance per month
Total monthly cost £
Total cost per year (monthly x 12) £

M
ob

ile



Banking

Top Tip: 
Set up an 
overdraft 
in case of 
emergencies – 
banks charge 
more for 
unauthorised 
overdrafts  

Credit cards

APR stands 
for Annual 
Percentage Rate. 
It gives you an 
idea of how 
many pence per 
pound it will cost 
to borrow money 
per year. At 17% 
APR you will pay 
17p interest per 
pound each year

Jargon
Buster 

APR

 Look at your bank statements and write down 
the following:

 Look at your credit card statements and write down 
the following:

It’s easy to switch your bank account Pay less for your credit card debt

 If you aren’t happy with the service you get 
from your bank, consider switching to another. For 
information about bank accounts and how to switch, 
contact the Money Advice Service on 0300 500 5000 
and moneyadviceservice.org.uk or use an online 
comparison service.

 Switching bank accounts can be easier than you 
think. From Sept 2013 switches should take seven 
working days. Direct Debits and standing orders and 
any payments that come into your account will be 
transferred automatically from the old account to the 
new account.

Tips: 
 Check if you are paying fees for a bank account 

with added benefi ts, like breakdown cover or travel 
insurance. If you aren’t sure, ask your bank. You could 
be paying for benefi ts you don’t need or already have, or 
may be able to buy more cheaply elsewhere. 

 If you think you were mis-sold an account with a 
monthly fee, complain and ask for your money back.

 Brush up on your maths skills to help you understand 
bank charges. Visit the BBC Skillswise website at
bbc.co.uk/skillswise

 If you owe money on a credit card, check if you 
can move it to one with a 0% interest rate for a fi xed 
period. For help switching your credit card, contact 
the Money Advice Service on 0300 500 5000 or 
visit moneyadviceservice.org.uk or use an online 
comparison service.

 Apply for a new balance transfer credit card and give 
details of the credit card you want to pay off. You will be 
charged a fee for each balance transfer, typically 3%. 
So if you transfer £1,000, it will cost around £30. 

Tips: 
 If possible, always pay off your credit card bills in 

full, or you will pay high rates of interest. Set up a Direct 
Debit so you will always pay your credit card bill on time 
and avoid charges.

 Keep an eye on how much you owe and the card’s 
credit limit, so you don’t go over it.

 If your credit card company increases your interest rate, 
you can ask them to cancel the card and then you pay off 
the debt at the old rate. Credit card companies have to 
give you this option if they increase their interest rates.
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Bank name
Name of bank account
Overdraft limit £
Monthly fee for bank account £
Balance in account today £

Ba
nk
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et
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ls

Card 1 Card 2
Company name
Name of credit card
Credit limit £ £
Outstanding balance £ £
Interest rate on purchases % %

Cr
ed

it 
ca

rd

Top Tip: 
Avoid using 
a credit card 
to withdraw 
cash as it 
can be very 
expensive



 If you are worried about your debts, contact the 
companies you owe money to as soon as possible.   
They may be able to help you with your debts and     
need to know if you are having fi nancial problems.

 Try not to panic. Get some free debt advice from 
StepChange on 0800 138 1111 or the National Debtline 
on 0808 808 4000. Citizens Advice can help you sort 
out money, legal and other problems for free online,
face-to-face and over the phone. Contact Citizens Advice 
on 03454 04 05 06.  

Tips: 
 It’s much more important to pay priority debts like your 

mortgage or rent, as you risk losing your home.

 Write down what money you have coming in each 
month and what you spend it on. Working out a budget 
is a good way to see where your money is going and if 
you could cut back on your spending.

Payday loans Dealing with debt
Payday loans let you borrow money for a few weeks 
to cover a shortfall until you are paid. You can normally 
borrow up to £800 for up to a month.

Payday loans are expensive when compared with other 
ways of borrowing money, especially if you take out 
several payday loans in a row. When you take out a 
payday loan, a credit check will normally be carried out.

Alternatives to payday loans
If you are struggling to make ends meet, you can get 
advice. See page 11 for more information about how to 
deal with debt.

Borrowing money using a credit card or an authorised 
overdraft on your bank account will usually be cheaper 
than a payday loan. Before taking out a payday loan
you could:      

• get help from a credit union. Credit unions offer 
loans and savings accounts to their members in a local 
community, organisation or company. Contact the 
Association of British Credit Unions on 0161 832 3694.

• check if you could get some money from the 
government’s Social Fund for emergencies. To fi nd out 
what help you can get, contact Turn2Us on
0808 802 2000 or Citizens Advice on 03454 04 05 06.

You can download a useful tool to help you 
compare monthly and annual interest rates
from the BBC Skillswise website at 
bbc.co.uk/skillswise/learners/rip-off-britain

Example 
of Payday 
Loan costs 
How much 
does it cost to 
borrow £200 
for 28 days?

Typical 
authorised 
overdraft, at 
annual rate of 
14%: £2
Typical payday 
loan, at annual 
rate of 
1737%: £50

What to do if you are worried about debt

Top Tip: 
Make a list 
of your 
debts and 
prioritise 
them 

 Work out how much you owe – write down              
the following:

Choose the cheapest way to borrow money

10 11

Rent/mortgage arrears £
Loans secured against property £
Council tax arrears £
Utility bills arrears £
Unsecured loans £
Credit cards and store cards £
Doorstep loans £
Other - catalogues, friends £
Total £

De
bt

s

£6,300  
the average 
amount each 
household owes 
on unsecured 
debts, such as, 
credit cards, 
overdrafts 
and unsecured 
loans.
(Source: Bank of England )

Rip-Off 
Fact



SavingsGett ing help with 
your fi nances
How to get independent fi nancial advice

Working out how best to invest your money or save for 
your retirement can be very confusing. Independent 
fi nancial advisers (IFAs) can help you understand and 
select the right product. IFAs can normally help you buy 
pensions, investments, life insurance, income protection 
and mortgages. 

It’s best to pay a fee for independent fi nancial advice as 
it means the adviser won’t be tempted to recommend a 
product that would give them the highest commission 
rather than the best product for you. 

From January 2013 fi nancial advisers aren’t allowed to 
take commissions for selling investment products and 
will usually charge a fee instead. However they can still 
earn commission when selling non-investment products 
such as income protection insurance, critical illness 
insurance and term life insurance. You can fi nd a local 
independent fi nancial adviser by visiting Unbiased at 
unbiased.co.uk, The Personal Finance Society on 
020 8530 0852 or fi ndanadviser.org

Other places to get fi nancial help
The Money Advice Service has an online ‘Money Health 
Check’ tool to check how your fi nances are doing. Go 
to moneyadviceservice.org.uk

The site also has a budgeting tool to calculate how 
much money you have coming in each month and how 
much you spend on bills, debts, housing and food.

Move your savings to get a bett er rate

Top Tip: 
Keep only as 
much money 
as you need 
immediate 
access to
in your main 
bank 
account, as 
you probably 
get litt le or 
no interest 
on it

 Work out how much money you have in savings 
accounts and write down the following:

 Check what interest rate you get on your savings 
and move your money to another account if you fi nd 
a better rate. Go to the Money Advice Service at 
moneyadviceservice.org.uk to fi nd a better account. 
Or use an online comparison service.

 If you pay tax and have savings, you could consider 
a cash ISA. Cash ISAs are just like other savings 
accounts, but the interest you get is tax free.

 Stocks and shares ISAs are tax-free investments in 
stocks and shares.

Tips: 
 Locking your money away for a year or more in a 

fi xed rate savings account could give you a higher 
interest rate. Be aware that you normally can’t get
at your money during the fi xed rate period, or
only if you pay a fee.

 Keep three to six months’ salary in savings
that you can get to quickly in emergencies without 
being charged a penalty.

Top Tip: 
Spend 
some time 
reviewing 
your 
fi nances and 
think about 
gett ing some 
independent 
fi nancial 
advice
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Account 1 Account 2
Bank or building society
Name of account
Interest rate % %
Is this an ISA?
Balance in account £ £

Sa
vi

ng
s

 Locking your money away for a year or more in a 
fi xed rate savings account could give you a higher 
interest rate. Be aware that you normally can’t get

that you can get to quickly in emergencies without 



Pensions
Plan ahead for a more comfortable retirement

Top Tip: 
It’s never 
too late to 
start saving 
for your 
retirement, 
but the 
earlier you 
start the 
bett er

Many people in the UK aren’t saving enough for their 
retirement. Plan for your retirement so that you will have 
money to live on and do the things you want to do.

The earlier you start saving for your retirement, the better.

If your employer offers an occupational pension then you 
should consider joining it, or you will miss out on the 
money the company will contribute.

You can fi nd out how much you will get from the state 
pension by getting a pension forecast from the Future 
Pension Centre on 0845 3000 168 or gov.uk/state-
pension-statement.

If you already have a pension, you should check it to 
make sure you will have enough money in retirement. If 
your pension looks like it won’t give you the income you 
need in retirement, take some action now to help make 
sure it does. 

If you don’t have a pension at work, are at least 22 years 
old and earn more than £10,000 a year, you could be 
enrolled automatically into a workplace pension and your 
employer will contribute towards it.
Automatic enrolment started in October 2012 and 
will be fully rolled out by 2018. You can fi nd out when 
you will be enrolled at gov.uk/auto-enrolled-into-
workplace-pension.

The earlier you start saving, the better 
The sooner you start your pension, the more you will 
have to live on in retirement. If you saved £250 a month 
from the age of 30 to 65, you could have a private 
pension of £8,400 per year, but if you didn’t start saving 
into a pension until you were 50, you might only get 
£2,500 per year to live on.

Typical private pension per year at age 65
if you saved £250 per month:

Based on simplifi ed long-term model of 7% annual growth, 1% annual management 
charge, 2.5% infl ation, £20k income. Actual pensions would vary and depend on 
investment returns.

Tips: 
 If you have money saved in a pension be very wary 

of companies offering you the chance of accessing 
money in your pension fund before the normal age of 
55. It’s called a pension liberation scam and what the 
fraudsters don’t tell you is that you could lose some or 
all of your pension, have to pay high fees and could be 
liable for an unexpected tax bill. 

 If you are contacted by a pension liberation company 
contact Action Fraud on 0300 123 2040 and report it. 
If you need to review your pensions it can help to speak 
to an independent fi nancial adviser. See page 12 for 
details on how to fi nd an adviser.
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£8,400

£5,000
£2,500

From age 30 From age 40 From age 50

Ye
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ly 
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Top Tip: 
The Pension 
Service can 
help you 
fi nd lost 
pensions for 
free at
gov.uk/fi nd-
lost-pension

11
the estimated 
number of 
workers who, 
in October 
2012, were 
automatically 
enrolled onto 
a workplace 
pension 
(Source: www.gov.uk)

Rip-Off 
Fact

million
you will be enrolled at gov.uk/auto-enrolled-into-



Top Tip:
Pay the 
insurance 
premium 
in full if 
you can; 
you could 
be charged 
more if 
you choose 
to pay by 
instalments

Insurance
 Look at your insurance policies. Write down the 

following:

Save money on your insurance

If an insurance 
policy does not 
provide cover for 
certain things, 
it will list them 
and call them 
exclusions 

Jargon
Buster 

Exclusion 

What would 
you do if 
you couldn’t 
work 
because of 
illness?

16 17

Types of insurance Contents Buildings Car
Name of company
Monthly premium £ £ £
Annual premium
(monthly premium x 12) £ £ £

No claims discount 
(years or %)

 Shop around for cheaper house or car insurance 
each year using comparison sites. You can also 
compare quotes by contacting insurance companies 
directly. Some insurance companies aren’t included on 
comparison sites.

 It’s important that you make sure you get the 
right cover for you at the right price – not just the 
cheapest policy.

Tips: 
 Read the small print – always make sure you know 

what is and isn’t covered when you buy insurance. Look 
out for extras you may not need, like legal expenses 
insurance and breakdown cover.

 Contents insurance is essential to cover your 
belongings from fi re, fl ood and theft.

 Check your bank account and credit card to see 
if you are paying for any insurance or service you no 
longer need, or don’t remember signing up to.

Make sure you are properly protected 
If you have children, a partner, or anyone you look after 
fi nancially, you may want to consider taking out life 
insurance. You may have some life insurance cover 
through your job, but this might not be enough cover.

Ask your employer how long you will be paid if you are 
off work because of illness. You may also want to 
consider other types of insurance:

• income protection insurance will pay you an amount 
of money each month if you are off work ill and will pay 
until you return to work or the policy ends 

• critical illness insurance pays a lump sum if you get 
seriously ill with certain life-threatening illnesses.

Get some independent fi nancial advice to make sure
you and your family are properly protected. For information 
on how to fi nd a fi nancial adviser, see page 12. 

Maths and English skills can be very useful in challenging 
rip-offs and getting a better deal – for instance, 
comparing energy tariffs, understanding small print or 
writing a letter of complaint. 

BBC Skillswise is a website aimed at adults who want 
to boost their maths and English skills. Better skills can 
help you get the best deals for you and your family.

You’ll fi nd videos, quizzes and tips to help
you learn practical skills like:

• working out percentages

• skim-reading text

• writing a letter.

To try it out, visit bbc.co.uk/skillswise



Can you fi nd 
the best deal?

Be careful of sales discounts when you go shopping. 
Use our guide to compare the different deals. 

Compare the discount:

How to work out the fi nal price on a calculator:

 Work out what per cent is left to pay – e.g. 25% off 
leaves 75% left to pay.

 Divide this by 100 (per cent means ‘per hundred’).

 Multiply this by the price.

Example: £70 sunglasses, 25% off.

 25% off leaves 75% left to pay.

 75 ÷ 100 = 0.75.

 0.75 x £70 = £52.50 to pay.

Mobile percentage calculator:
For a free quick percentage calculator for Android
and iPhones, text SKILLSWISE to 81010. Or visit
bbc.co.uk/mobile/learning/skillswise
on your phone.

Text messages to Skillswise cost around 12p to 15p depending
on your network provider. Compatible with most Android phones
and iPhones and some other handsets.

Supermarket off ers
Pay less for your weekly shop Are you gett ing a good deal?

Top Tip: 
Write a list 
before you 
go shopping 
– this may 
help you to 
just buy the 
items that 
you need

The cost of weekly food shopping has gone up in the 
past few years, so it is important that you shop around to 
get a good deal.

Supermarkets have lots of clever ways to get us to spend 
more than we want, such as special offers and ‘buy one 
get one free’ deals. Some of the discounts may not be 
such a bargain, or may be there to get you to buy more 
than you planned to.

Check that you are getting a good deal by working out 
the cost per item or kilo or litre so you can compare. 

You can fi nd out if you could save money on your weekly 
shop using mysupermarket.com. It lets you check 
online how much your weekly shop costs at fi ve of the 
big supermarkets – Asda, Ocado, Sainsbury’s, Tesco 
and Waitrose. You can also check the price of health and 
beauty products including Superdrug and Boots. 

Tips: 
 Try ‘own’ brands – they are usually cheaper and you 

might like them.

 Check that you are getting a good deal by working 
out how much one item costs. You may be better off 
buying fewer single items.

 Brush up on your maths skills to help you work out 
supermarket deals. Visit BBC Skillswise at
bbc.co.uk/skillswise

Sales discounts
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A

B

C

A

B

Cereal (750g)

£2.49

Cereal (500g)
Buy one get

one free!

£2.49

C
Cereal (1kg)
Megapack!

£3.24

Top Tip: 
Multibuy 
off ers – do 
you need 
more than 
one or any 
at all?

or

or

or

or

25% 
OFF

33% 
OFF

50% 
OFF

Buy one getone half price or

Buy two get
one free

A quarter off

Buy one getone free

half price

A third off

or

3 for 2
or

supermarket deals. Visit BBC Skillswise at

Answer: B
£2.49 per kilo



As the price of gold is high, there are lots of companies 
that buy gold on the high street and online. By shopping 
around, you may be able to get a better price for your 
gold. Sending your gold in the post could be risky and 
you may not get the price you were promised. 

Working out the value of gold
You can estimate the value of your gold yourself (see 
below). Shop around to fi nd out how much your gold, 
jewellery or other items are worth. Ask a couple of high 
street jewellers how much they would pay for your gold. 

Don’t be afraid to haggle to get the right price or to play 
one jeweller off against another. 

How to estimate the value of your gold
You can estimate the value of your gold in three easy 
steps. All you need to do is to fi nd the hallmark purity, the 
weight in grams, and the current price of gold per gram.

 Find out the purity of your gold. It usually has a 
3-fi gure hallmark stamp showing the purity. Imagine a 
decimal point in front of it. For instance a hallmark of 375 
means each gram contains 0.375 g of pure gold. If you 
only know the carat purity, convert with the chart on
the right.

 Weigh your gold in grams. You can buy a digital 
jewellery scale for around £5.

 Look up the current price of gold in £ per gram online. 
Often the gold price is quoted in US dollars per Troy 
ounce, so make sure you look up the price in British 
pounds per gram.

Cash for gold Buying goods – 
know your rights 
What to do if something goes wrong

Under the Sale of Goods Act 1979, when you buy 
something from a shop you could get a refund or repair
if the item:

• doesn’t work properly.

• is not the same as advertised.

• breaks down sooner than it should.

The shop can choose whether to replace or repair the 
goods. You also normally have up to a few weeks to return 
faulty goods and get a refund. 

Changing your mind
What you can do if you change your mind depends on 
what you are buying and where you buy it:

• when you buy something online, by phone, mail order, 
or on your doorstep, you usually have up to 14 days after 
you receive the goods to change your mind and get a 
refund. The trader can reduce the amount of the refund if 
you have used the goods.

• with credit agreements, like credit cards or loans, you 
have 14 days to change your mind 

• you have a minimum of 14 days to change your mind 
when you buy insurance, or 30 days for life insurance, 
but you may be charged a fee when you cancel

• if you buy something in a shop and change your mind, 
you don’t have the right to return the item for a refund. But 
the shop may let you return it for a refund or exchange if it 
hasn’t been used and can be sold to someone else. 

If you are unsure of your rights, contact Citizens Advice
on 03454 04 05 06. 

20 21

Top Tip:
If something 
you buy 
breaks down 
outside of 
the one or 
two year 
warranty, 
you can still 
ask the shop 
to give you a 
replacement 
or to repair it

How to get a good price for your gold

X X =

Gold price
(£ per gram)

Estimated value 
of your gold

Hallmark purity Total weight in 
grams

0. g £ £ Hallmark 
(parts per 
1000)

Carats 
(parts
per 24)

24
22

18

14

999
916

750

585

375 9

August
2002

April
2014

£6

£27

Rise in
gold price
per gram

Purity of
gold



Cold callers
Cold callers can be a nuisance. Here are some simple 
ways to deal with them. 

• Don’t lose your temper. Be polite but fi rm. If the 
caller refuses to go away, hang up. If you are worried 
about a call, tell your friends or family, or get some 
advice. Don’t give away personal or fi nancial information 
to cold callers. 

• Ask cold callers to remove your information from 
their records. They must do this by law. If the same 
company calls again, complain to the Information 
Commissioner’s Offi ce on 0303 123 1113 or
visit ico.org.uk

• Register for free with the Telephone Preference 
Service to reduce the number of sales and marketing 
calls on 0845 070 0707 or tpsonline.org.uk

Tips: 
 Be careful which boxes you tick and untick when 

you sign up to services online or in writing. Decide if 
you really want your details to be used for marketing, 
or passed on to other companies.

 You may be able to block all callers that hide their 
phone number, although this could mean you miss 
calls you want to receive.

 Don’t call back phone numbers left on your 
voicemail, or reply to text messages you don’t 
recognise. The cost of the call could be expensive,
or it could be a scam.

“Please do not 
call this number 
again and 
remove my name, 
phone number 
and any personal 
information from 
your records”

What to say to 
cold callers

How to complain
You can normally make a complaint in person, by 
phone, email, or in writing. You should:

• explain calmly what the complaint is about and say 
what you would like to be done to sort it out 

• include details of the steps you have taken to try to 
solve the problem with the dates and times of any 
contact with the company. Include reference, 
account, or order numbers 

• send copies of receipts, contracts, invoices or 
bank statements and give the company a deadline to 
respond to your complaint

• claim compensation for your distress and 
inconvenience – for example, the time it has taken 
you to sort out the problem or any expenses you have 
incurred, like phone calls. 

How to complain to an ombudsman
If the company doesn’t respond to your complaint or 
doesn’t deal with it to your satisfaction, you may be 
able to complain to an ombudsman for free.  

Contact the Financial Ombudsman Service
on 0800 023 4567 or 0300 123 9123. You can
contact the Communications Ombudsman on
0330 440 1614 and the Energy Ombudsman
on 0330 440 1624.

For a guide to writing a letter of complaint,
visit the BBC Skillswise website at 
bbc.co.uk/skillswise/learners/rip-off-britainbbc.co.uk/skillswise/learners/rip-off-britain

Top Tip: 
If the 
company 
doesn’t deal 
with your 
complaint 
satisfactorily, 
you may 
be able to 
complain 
to an 
ombudsman 
for free

How to deal with unwanted phone calls How to make a successful complaint
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Top Tip: 
Going ex-
directory 
should 
reduce the 
number of 
unwanted 
calls you get

 You may be able to block all callers that hide their 
phone number, although this could mean you miss 

 Don’t call back phone numbers left on your 
voicemail, or reply to text messages you don’t 
recognise. The cost of the call could be expensive,



Top Tip: 
Check if you 
have been 
mis-sold PPI 
with a loan, 
credit card 
or mortgage

Payment 
protection 
insurance is 
an insurance 
policy often sold 
with fi nancial 
products that is 
designed to cover 
your repayments 
if you are unable 
to work because 
of illness or 
unemployment

Jargon
Buster 

PPI

The mis-selling of PPI is a huge problem. Thousands of 
people have already successfully claimed refunds from 
their bank or credit card company. 

Check your bank, credit card and mortgage statements 
to see if you have been sold PPI. If you aren’t sure, ask 
your bank, credit card or loan company if you were 
sold PPI in the last 10 years, or more. Companies often 
didn’t sell PPI properly, so you may be able to get your 
money back. 

You may have been mis-sold PPI if:

• you were told that you would only get the loan, 
mortgage or credit card if you also took out PPI

• PPI was added automatically and you were not told it 
was optional

• PPI wasn’t suitable for you because you were self-
employed, on a contract, or a part-time worker, or if you 
weren’t working, were retired or unemployed

• you weren’t told what the policy covered or didn’t 
cover. For example, that medical problems you had when 
you took out the policy wouldn’t be covered.

If you think you may have been mis-sold a PPI policy, 
make a complaint to your lender and claim a refund. 

You don’t have to use a claims management company 
(CMC) to make the complaint. Most CMCs will charge 
around 25 to 30 per cent plus VAT of the compensation 
you receive. 

For help making your PPI complaint, contact the Financial 
Ombudsman Service on 0800 023 4567 or
0300 123 9123 or visit fi nancial-ombudsman.org.uk

PPI
Payment Protection Insurance mis-selling

Sample PPI complaint letter from Which?
For more tips on reclaiming PPI and a link to a copy
of this letter you can edit yourself, visit
bbc.co.uk/skillswise/learners/rip-off-britainPPI

24 25

Dear Sir/Madam,

Re: [insert your credit reference number and the policy number of your PPI 
e.g. Personal Loan reference ABCDEFG / Payment Protection Policy No: 123456]

I purchased the above policy from you in [insert month and year] in connection with the [mortgage/
loan/credit card/store card/fi nance agreement] referenced above.

I believe that I was mis-sold this policy for the following reason(s): [Include the following reasons 
that apply to you and delete those that don’t]

 • I was not told that the insurance was optional.
 • I was led to believe that my application for credit would be rejected if I did not take out   
  the insurance.
 • The policy exclusions were not explained to me either before or at the time I took out the   
  insurance. I was therefore unable to make an informed decision as to whether this    
  insurance was appropriate for me.
 • I now believe the insurance was unsuitable for me as I was suffering from [insert name   
  of any medical condition you had at the time you took out the policy] at the time I took   
  out the policy and was not made aware of the specifi c exclusion which relates to pre-  
  existing medical conditions.
 • I now believe the insurance was unsuitable for me as I was [self employed / unemployed   
  / in temporary employment / on a fi xed term contract/retired] at the time I took out the   
  policy  and was not made aware of the specifi c exclusions relating to unemployment cover.
 • The policy was unsuitable for me as I was over the maximum age of [insert maximum age].
 • It was not explained to me that the policy premium would be paid upfront as a single   
  premium and would be added to my debt and attract interest.
 • The insurance [has expired / will expire] before my loan/credit agreement ends which   
  means I [am paying / will be paying] interest on a policy which is no longer in force. This was  
  not made clear to me at the time the policy was sold to me.

If my complaint is upheld I require a refund of all premiums paid to the policy, plus any additional 
interest charged to me because of the PPI. I would also like to claim statutory compensation in view 
of the fact that I have been deprived of the use of this money.

Please now investigate my complaint within the eight weeks allowed to you.

Yours faithfully
[Print and sign your name]

[Your address]
[Date]

[Address of PPI provider]



Small print
Most people don’t read all the small print when they 
sign up to online services, buy goods and services, or 
insurance. But by not checking what you are signing 
up to, you could be caught out by hidden fees and 
charges, or have a nasty surprise when you come to 
claim on your insurance. If possible:

• read the terms and conditions or small print of every 
contract you sign up to, including online. Skimming 
through a document is better than not reading it at all 

• spend more time looking at contracts for expensive 
goods and services and when you deal with businesses 
you don’t know well 

• pay attention to fees and charges and what your 
responsibilities are.

Tips: 
 Always read contracts and make sure you 

understand what you are signing up to. Speak to friends 
or family, or get some advice from Citizens Advice on 
03454 04 05 06 or some legal advice from Civil Legal 
Advice on 0345 345 4 345.

 Don’t sign up to contracts straight away over the 
phone. Instead, ask for information to be sent to you. 

 Watch out if you sign up to ‘free’ online trials as you 
could be signing up to a monthly subscription.

You can fi nd more advice on understanding
small print on the BBC Skillswise website at 
bbc.co.uk/skillswise/learners/rip-off-britain

It is very easy to lose money to scams, so you need to 
be careful at all times. Some scams to watch out for:

• ‘get rich quick’ scams – phone calls advising you to 
invest in shares that don’t exist or are worthless, or to 
buy land that is actually of little or no value

• emails asking for your personal or bank details

• emails or letters that say you have won the lottery or 
have money waiting for you if you pay a fee. 

What to do if you have been scammed
If you think you are being scammed, stop giving the 
company or person any money or personal details 
and speak to family or friends to get some advice. If 
you have given them your bank details, tell your bank 
immediately. Report it to the police and Action Fraud, 
the UK’s national fraud reporting centre, on
0300 123 2040.

Tips: 
 Only deal with fi nancial fi rms authorised by the 

Financial Conduct Authority (FCA). You can check if 
a fi rm is authorised by calling the FCA’s register on
0800 111 6768.

 Be wary if you are asked to pay money upfront or are 
put under pressure to act quickly and not tell anyone.

Top Tip: 
If you don’t 
understand 
it, don’t 
sign it

Fraud
Don’t let fraudsters catch you outHow to deal with small print

Top Tip: 
If something 
sounds too 
good to 
be true, it 
probably is!
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 Be wary if you are asked to pay money upfront or are
put under pressure to act quickly and not tell anyone.
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