
The TV Licensing Payment Card 
– the story six months on

TV Licensing’s cash payment 
schemes went hi-tech in 
December last year with a range 
of new services to make buying 
a TV Licence even easier and 
more convenient for those who 
struggle to pay. 

The new services have gone down well 
with the 1.35m TV Licensing Payment 
Card users in the UK, who now 
receive 600,000 payment reminder 
or confirmation texts per month in 
total – a significant increase of around 
150,000 since 2008. Similarly, use 
of the automated telephone line has 
increased by 50% to over 2,200 daily 
calls in that time, and the number of 
people using ‘text to pay’ has grown by 
nearly two thirds.

At the time of their launch Caroline 
Siarkiewicz, Executive Director of the 
Institute of Money Advisers, anticipated 
the popularity of the services, saying: 

“We applaud TV Licensing’s efforts to 
make it as easy as possible for people 
on lower incomes to meet their TV 
Licensing requirements. We welcome 
in particular the new online, SMS (text) 
and telephone innovations that will help 
people on a cash payment plan choose 
a way to pay that suits them”.

The new services allow users of TV 
Licensing’s Payment Card to access 
their accounts either online, via an 
automated telephone service or by 
SMS (text) message to make payments, 
check balances and see statements. 
In addition to these services, Payment 
Card users will still be able to receive 
reminder texts on their mobiles to help 
them keep payments up to date. 

If you would like further information 
about the Payment Card or would 
like to receive free leaflets to pass 
to your clients, please call the  
TV Licensing Campaign Office  
on 020 7544 3116.
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The Payment Card
The TV Licensing Payment Card  
is a scheme open to everyone that 
allows the cost of the TV Licence  
fee to be spread into weekly or 
fortnightly payments by cash,  
credit or debit card.

Initially payments are made on a 
weekly basis, enabling customers 
to pay for their first licence over six 
months. After this, customers can 
move to fortnightly payments towards 
their next licence. Payments are made 
by cash or a debit/credit card at any 
one of over 21,000 PayPoint outlets 
nationwide, or over the phone. 

Under the new changes introduced 
last year, Payment Card customers 
can now make secure payments 
and check statements online, via an 
automated telephone service or by 
text message.

For more information,  
call 08457 289 289. 
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Reviewing TV 
Licensing’s literature

Did you know?
... that the BBC Trust 
announced the results of a 
review into the collection of 
the licence fee in March?
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The Savings Card
The Savings Card was introduced in 
2006 and can be used at any time to 
save towards a TV Licence, with a 
minimum of just £2 per saving made 
at any PayPoint outlet by cash/debit 
card, or over the phone. Members 
of the scheme receive quarterly 
savings statements and benefit from 
a secure system – payments are 
stored on TV Licensing’s database 
which cannot be lost.

For more information,  
call 0845 155 0404.



Ask the Expert: Q&A with … 
John Williams

John Williams is one of the longest serving members of the TV Licensing team.  
In Brief sat down with John to find out how the organisation has changed since he 
joined in 1974 and a little bit more about his role at the call centre. 
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What does your present  
role involve?
Since the 1970s I’ve worked in pretty 
much every department at the TV 
Licensing headquarters in Bristol.  
In 1994 however, I was asked to take 
on the high level complaints and 
correspondence role – a job I’ve  
been doing ever since. 

My official job title is Client Support 
Manager and I’m half of a team of 

two. The role involves investigating 
complaints and enquiries received 
by the BBC, dealing with any 
correspondence from MPs and 
supporting the Campaign Office with 
any specific client enquiries advice 
organisations might ask. 

We also get questions from the media 
via the Press Office and we help 
respond to their queries.

Fundamentally, what is it that  
the team aims to do?
We try to ensure customer service 
remains at the highest standard 
possible. Of course, as with any 
organisation, things can sometimes 
go wrong, but our job is to resolve 
people’s enquiries as quickly and 
satisfactorily as possible. 

The key thing with dealing with 
people’s questions and complaints 
is to make sure that their issues are 
dealt with as fast as we can and that 
feedback is given in an honest and 
transparent way. As an organisation 

we deal with around 25 million licence 
fee payers each year and, whilst we 
make every effort to avoid problems, 
inevitably errors sometimes occur. 
However small these errors might 
be, they can be fundamental to a 
customer’s problem and for our team  
it is vital to work out the facts quickly 
so we can get back to the customer  
as soon as possible and sort the 
problem out.

You joined TV Licensing in 1974. 
You must have seen plenty of 
change since then?
The office certainly looks a lot different 
compared to back then! When I joined, 
we ran a heavily paper-based system 
with no computers or call centre. 
Things have certainly moved on since 
then and the TV Licensing of the 
1970s is a far cry from the office today, 
where a database of over 30 million 
addresses is the cornerstone of 
everything we do. 

You mention things have gone  
a bit more hi-tech. Is that a 
recent thing? 
Well the call centre and our database 
have been around for a while now,  
but things are always advancing.  
A couple of years ago, for example, 
we introduced a telephone translation 
service which allows people to speak 
to someone about TV Licensing in any 
of over 170 languages. Our website is 
improving all the time too, and people 
can now buy a licence and update 
their contact details as well as find out 
everything they need to know about  
TV Licensing online. 

What’s the best thing about  
your job?
Successfully untangling a complex 
problem with a very tight deadline can 
be very rewarding but, at the end of the 
day, there’s nothing better than getting 
a satisfied customer.



Speaking your language:  
TV Licensing goes local
TV Licensing has an ongoing 
commitment to help everyone, 
regardless of their language or 
background, understand the law and 
the many ways to pay for a TV Licence.

As part of this commitment and to  
try to make sure everyone has fair 
access to important information on  
TV Licensing, we provide a range of 
multi-lingual resources online, in print 
and over the telephone. 

In addition, over the last twelve months 
we have been running a series of local 
information campaigns to help raise 
awareness of the need for a licence 
– as well as of TV Licensing’s multi-
lingual resources – amongst people 
who don’t have English as a first 
language. 

Twelve campaigns were undertaken in 
areas including Hull, Newham, Derby, 

Last year TV Licensing’s 
community relations programme 
distributed over 185,000 leaflets 
through a range of national 
and local organisations across 
the UK. Since then we’ve been 
making our leaflets even better, 
with new and more impactful 
leaflets coming your way this 
autumn. 

As part of ongoing efforts to ensure 
that all of TV Licensing’s information 
resources remain useful and 
accessible to those that read them, we 
undertook a review of our leaflets this 
spring. As part of the review we sought 
the views of 10 partner organisations 
including Citizens Advice, Help the 
Aged/Age Concern, Northern Ireland 
Council for Ethnic Minorities, Advice 
UK and Money Advice Scotland.
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Reviewing  
TV Licensing’s literature

In Brief:  
Multi-lingual 
resources
•	 Information	on	TV	Licensing	is	

available in 16 languages on  
www.tvlicensing.co.uk

•	 The	TV	Licensing	telephone	
translation service allows people  
to ask for information in over  
170 languages if they call  
0844 800 6728

•	 We	also	provide	leaflets	in	 
18 languages free of charge. To 
order, please call 020 7544 3116

Need free leaflets?
Leaflets available include: 

•	 Getting a TV Licence – when a 
licence is needed, how to buy one 
and available concessions

•	 Advice for advisers – guidance 
for advisers with Payment Card 
application forms enclosed

•	 Multi-lingual – leaflets in  
18 languages

•	 Homemovers card – postcard-
sized reminder to let TV Licensing 
know when you move house

You can order any of these leaflets 
entirely free of charge by calling the 
Campaign Office on 020 7544 3116.

Estelle Bloom, Accessibility Officer at 
Mencap, also provided insights during 
the review and said: “Everything we  
do at Mencap is about valuing and 
supporting people with a learning 
disability – and a big part of this means 
working with organisations such  
as TV Licensing to make sure that 
information is presented in a useful 
and accessible way for them. We were 
very happy to work with TV Licensing 
to help update their information 
resources.”

The feedback from our partner 
organisations was invaluable and is 
helping inform the design, tone and 
format of our new leaflets. We always 
welcome feedback, whether on our 
leaflets or our community relations 
activity – so do get in touch with  
TV Licensing’s Campaign Office  
on 020 7544 3116 or at 
campaignoffice@tvlicensing.info. 

Cardiff, Edinburgh and Dungannon, 
to brief local organisations providing 
frontline services for people who might 
need translated information. 

Over the year, our community 
relations teams worked with over 200 
organisations ranging from councils 
and housing associations through 
to libraries, community centres and 
Race Equality Councils. A total of 
37,000 leaflets were distributed in 
18 languages, tailored articles were 
written for 18 websites or local 
newsletters and we attended nearly  
30 community events or services to 
speak with TV Licence payers  
in person. 

If you work with people who have 
English as a second language who 
might benefit from more information 
on TV Licensing, we would love to hear 
from you. To discuss how we  
might work together, please call  
TV Licensing’s Campaign Office on 
020 7544 3116.
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Direct Debit
Phone 0844 800 5840 to set up a monthly, quarterly or 
annual Direct Debit payment. Direct Debit is now used by 
the majority of customers and it’s now also possible to set 
it up online by visiting www.tvlicensing.co.uk/info

Debit and Credit Card 
Call 0844 800 5850 in order to pay by debit or credit card.  
This facility accepts payment from a range of debit cards 
including Maestro/Switch and Delta. You can also pay 
online at www.tvlicensing.co.uk/info

By Post 
Send a cheque made payable to TV Licensing to:  
TV Licensing, Freepost BS6689, Bristol BS1 3YJ

Over-the-counter
Make payments in person at one of over 20,000 PayPoint  
outlets around the UK. Go to www.paypoint.co.uk/
locator to find your nearest outlet. To find out about using 
PayPoint to make payments under a cash payment plan, call 
08457 289 289 

TV Licensing Savings Card
The TV Licensing Savings Card is designed to help people 
save towards the cost of their next TV Licence in small, 
manageable amounts. People can make a payment at any 
time, either online, by text, at any PayPoint outlet or over 
the phone. Call 0845 155 0404 for further information

Useful numbers
Direct Debit enquiries and payment 0844 800 5840

Change of address notifications 0844 800 5840

Cash payment plan enquiries  0845 728 9289

Requests for TV Licensing literature  0844 800 5827

Minicom facility 0844 800 6778

Over 75s enquiries  0844 800 5875

National Debtline*  0808 808 4000

*  National Debtline is an external telephone advice service  
not run by TV Licensing

TV Licensing contact details
TV Licensing, 6th Floor, 77 Kingsway, London WC2B 6SR 
Tel: 020 7544 3116 Fax: 020 7242 4202

Your Feedback
We hope you have enjoyed this issue of In Brief, and  
we would welcome your views on both its current design  
and content. Please tell us the kind of TV Licensing stories 
you would find useful and interesting, and whether any  
other improvements could be made. 

You can contact us at the TV Licensing Campaign Office,  
on 020 7544 3116, or at  
campaignoffice@tvlicensing.info

We look forward to hearing from you.

Ways to pay
There are several ways to pay for a TV Licence

Did you know… that the BBC Trust announced the results 
of a review into the collection of the licence fee in March?

During 2008 the BBC Trust, the 
independent governing body of the 
BBC working on behalf of the public, 
undertook a review of TV Licensing, 
gathering people’s views about how 
the licence fee is collected. 

The findings of that review, published in 
March this year, recognised the major 
progress achieved by TV Licensing in 
reducing evasion and collection costs 
so that as much money as possible 
goes to programmes and services. 

Furthermore, the Trust applauded the 
wide range of payment options offered 
by TV Licensing, and suggested that 
the move to PayPoint was a positive 
one. The Trust also indicated that 
it understood the need for strong 
messages in the later letters TV 

Licensing sends out to unlicensed 
households to help deter evasion. 

The Trust also outlined a number of 
areas where TV Licensing’s approach 
should be developed further. The 
recommendations included: reviewing 
the policy for those who say they do 
not need a licence, exploring if further 
simplification of payment plans is 
possible, improving awareness of the 
law surrounding watching television on 
the internet, revising early reminders to 
make sure they are easy to read, police 
and non-accusatory, and introducing 
03 phone numbers.

In response to the review, TV Licensing 
has outlined an action plan, which is 
published on the BBC Trust’s website.

We need your help 
A further, crucial part of the feedback 
from the Trust’s report was that 
TV Licensing should continue 
to undertake activity to improve 
understanding of when a licence  
is needed. 

To reach as many people as possible, 
we need your help to pass on 
important TV Licensing information 
to your clients. Please do get in touch 
with the TV Licensing Campaign 
Office on 020 7544 3116 to let us 
know how we may work with you 
effectively in this way.


