Payment Protection Insurance -
sample complaints letter

You can use the sample complaints letter on page two to help you make a complaint about the mis-selling of Payment Protection Insurance.

To find out more about Payment Protection Insurance and when you should use this letter, see our fact sheet, Payment Protection Insurance.

Further help

Citizens Advice Bureau

Citizens Advice Bureaux give free, confidential, impartial and independent advice to help you solve problems. To find your nearest CAB, including those that give advice by e-mail, click on nearest CAB, or look under C in your phone book.

Other information on Adviceguide which might help

	· Payment Protection Insurance
	· Buying services – your rights
	· Credit



	· Help with debt
	· Insurance
	


The information in this letter applies to England, Wales and Scotland.
The information was last updated on 25 January 2012 and is reviewed regularly. If it is some time since you looked at this letter, please contact your local Citizens Advice Bureau to check if it is still correct. Or visit our website - www.adviceguide.org.uk - where you can download an up-to-date copy.
Payment Protection Insurance -
sample complaints letter

The Complaints Department

[Lender’s address]

[Date]

Dear Sir/Madam,

Ref: [Your PPI policy number]

I took out a £xxx loan/credit card/store card from [Insert name of company or store] on [date]. At the same time, I was sold a payment protection policy. [The name of the salesperson who sold me the policy is Insert name] The total amount of my premiums plus interest is £ xxxx.

I believe I was mis-sold the insurance policy. This is because I  [choose the one which applies to you - am self-employed/work as a contractor/am unemployed/am retired/work part-time/am a temporary worker]. Therefore, under the terms of the policy, I will not be covered if I find myself unable to meet my [choose the one which applies to you - loan/credit card/store card repayments].

Possible additional paragraphs – include the one which applies to you

[Your salesperson knew this at the time of sale but did not point out to me that I would not be covered by the policy. If they had done this, I would not have taken out the policy.]


or
[Your salesperson did not check my personal circumstances at the time of sale, or tell me which circumstances would not be covered by the policy. If they had done this, I would not have taken out the policy.]


  and
[add any extra information which may help your claim]

Companies selling insurance policies must make sure that the policy they are selling is suitable for the customer's needs. The policy I was sold is quite clearly unsuitable for me because I [choose the one which applies to  you - am self-employed/work as a contractor/am unemployed/am retired/work part-time/am a temporary worker].

Because I was mis-sold this policy, I wish to cancel it with immediate effect, and request a full refund of all the premiums that I've paid so far, plus interest. This comes to £xxxx. 

Please investigate my complaint within the eight weeks allowed to you before the matter can be referred to the Financial Ombudsman. 

Yours Faithfully

[Your signature]

