
Ask 20012016 





 

 1 

  



 

 2 

Customer Contact FAQs 

Below are categories of Customer Contact, click the category to reveal some of the most 
common questions asked by customers, click on the question to see the answers. 

Payment Queries 

I want to make a payment 

Offer the customer GM1, starting it with an initial payment. 

If the customer declines a GM1 then explain the other payment options available to the 
customer. 

If the customer is paying on a TVL payment or savings card transfer them to the correct 
department. 

How do I buy a new licence? 

Offer the customer GM1, starting it with an initial payment. 

If the customer declines a GM1 then explain the other payment options available to the 
customer.    

Encourage them to purchase their TV Licence over the phone with you. 

I want to transfer to a Direct Debit scheme 

If the customer is paying by TV licence payment or savings card click here for more 
information. 

If the customer has a CFL licence explain the Direct Debit options available and encourage 
the customer the set up over the phone with you. 

  

I’ve missed a payment what happens next?  

For DD customers click here 

TVL payment card customers should be transferred to the TVL payment card department 
(iQor) 

I can’t make my next payment what happens next? 

If the customer is paying by DD click here for more information. 

If the customer is paying by TVL payment card transfer them to the correct department 
(iQor) 

I want to change my Bank / Payment details what do I need to do?  

Advise the customer that if they are the account holder you can do this over the phone and 
then follow the change of bank process, for more information click here. 

I want to cancel a payment? 

Find out if the customer wants to cancel one payment or their licence, then use the info 
below 
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Direct Debit - Customer calling to stop DD (insufficient funds) 

Direct Debit - Mandate cancellation guidelines menu 

If the customer wants to cancel a CFL licence, check the licence is not required again before 
it expires, then follow the standard cancellation procedures. 

If the customer is paying by TVL payment card transfer them to the correct department 
(iQor). 

  

Cancellation Queries 

Why have you cancelled my Direct Debit? 

The letter explains why the DD has been cancelled, you should be able to see why in the 
licence history. 

If the cancellation is due to two missed payments click here 

If the cancellation is due to the Payer cancelling the DD explain the payment options 
available to the customer. 

How do I cancel my licence? 

Check the licence will not be needed again, before you follow standard cancellation 
procedures. 

CFL licence - Click here for more information 

DD Licence - Click here for more information 

TVL payment card customers should be transferred to the correct department (iQor) 

I want to cancel a payment? 

Find out if the customer wants to cancel one payment or their licence, then use the info 
below 

Direct Debit - Customer calling to stop DD (insufficient funds) 

Direct Debit - Mandate cancellation guidelines menu 

If the customer wants to cancel a CFL licence, check the licence is not required again before 
it expires, then follow the standard cancellation procedures. 

If the customer is paying by TVL payment card transfer them to the correct department 
(iQor). 

  

Renewal Queries 

I’ve received a renewal letter and I’m going to be aged over 75 what do I need to do? 

On the back of the renewal letter it explains that the customer needs to contact us and 
provide their NI number and date of birth to register for one. 

For more information click here. 

I’ve had a letter asking me to renew my licence how do I do it? 
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Offer the customer GM1, starting it with an initial payment. 

If the customer declines a GM1 then explain the other payment options available to the 
customer. 

 Encourage them to renew over the  phone with you. 

I’ve received a letter asking me to renew but I have a licence already and it looks like 
you have a duplicate address 

Ask the customer for the details on their licence to establish whether there might be an 
address query, or the renewal may have been issued around the same time their licence 
was issued in which case they have simply crossed in the post. 

  

Refund Queries 

I would like a refund on my TV licence. 

Check the reason for the cancellation with the customer and that licence is not required 
again before expiry, then if a refund is available follow the standard refund procedure. 

Refund application quick guide - Call centre 

I’ve applied for a refund and not heard anything can you tell me what happening 
please? 

A refund should be processed and issued within 14 days of receiving the application. 

In some cases we may have to write to you for more information in which case the 14 days 
would be from the time we get a response. If the amount being refunded is large, the 
application may take slightly longer to process. 

You have sent me a refund when I’m still paying for my licence, why? 

You will need to check the licence history - 

If the refund was due to the Direct Debit being auto-cancelled because of failed payments 
click here. 

If the refund is due to the account holder cancelling the Direct Debit, explain the different 
payment options to the customer. 

If the refund is due to the licence holder registering for a free over 75 licence, explain that 
the refund is for any over payments they have paid beyond the month prior to their 75 
birthday.    

  

Letter Queries 

 I’ve received a letter for an empty property saying I need a licence, why? 

Explain to that we send letters to confirm that the property is still empty, then set the address 
as unoccupied. 

For more information click here 

 I’ve received a letter saying I need a TV licence for my business when we don’t have a 
TV, why?   
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Explain to the customer that we write to confirm that the situation hasn't changed, then apply 
an NLN if a licence is not needed, remember to check the summary classification is BUS 

For more information click here 

Cross over letters – I’ve received a letter from you but have already sent the 
information to you? 

You need to check what type of letter the customer’s received and the history on their 
licence to advise them correctly. 

 I’ve received a letter asking me to renew but I have a licence already and it looks like 
you have a duplicate address 

Ask the customer for the details on their licence to establish whether there might be an 
address query, or the renewal may have been issued around the same time their licence 
was issued in which case they have simply crossed in the post. 

  

Change of details queries 

How do I change the name on my TV licence? 

If the caller is the licence holder and they have changed their name e.g married, divorce or 
deed poll, explain that you can do that over the phone and then follow the change of name 
procedure. Click here for more information. 

If the caller is the licence holder and wants to change the name on the licence to another 
person click here for more information. 

If the caller is not the licence holder click here for more information. 

How do I transfer my licence as I’m moving property? 

Explain to the customer that the change of address can be done now over the phone. 

For more information click here 

I want to change my Bank / Payment details what do I need to do?  

Advise the customer that if they are the account holder you can do this over the phone and 
then follow the change of bank process, for more information click here. 

  

Miscellaneous  

I’m calling from a business and want to pay my TV licence but need an invoice, can 
you send me one?   

TV licensing does not provide invoices, either a renewal or ROCS is the equivalent. 

I’ve failed the ID & V on the IVR what happens next? 

For information about ID & V failure click here. 
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Opening Times of Call Centres 

These are the opening times of the Capita Call Centre, the Field Business Call Centre and 
TVL Cash Call Centre (TV Licensing Payment Card and Savings Card). Dialler calling hours 
are also listed. 

Capita Call Centres 

 Monday to Friday 08:30 - 18:30 
 Saturday 08:30 - 13:00 
 Sunday Closed 

Field Business Call Centre 

 Monday to Friday 08:30 - 17:00 
 Saturday Closed 
 Sunday Closed 

TVL Cash Call Centre opening hours (TV Licensing Payment Card or Savings 
Stamps) 

 Monday to Friday 08:00 - 21:00 
 Saturday 08:00 - 17:00 
 Sunday Closed 

Dialler calling hours 

 Tuesday to Friday 09:00 - 17:00 
 Saturday Closed 
 Sunday Closed 
 Monday Closed 

PLEASE NOTE 

 The TV Licensing website and IVR system are open 24 hours a day, 7 days a week. 
 Do not attempt to transfer calls to iQor outside of their opening hours. 
 Different opening hours may apply for English bank holidays. 
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Scope of ASK 

This help system is designed for staff who work for the Capita Business Services Ltd on its 
'TV Licensing' contract with the BBC. This system is designed to give quick reference help 
and useful advice for customer facing staff and their immediate line managers only, allowing 
staff to 'self-serve'. 

It should not be used for any other purpose. 

The Ask help script is provided to you by the Policy and Communications team. 

If you have any queries about its content, please email the Ask team. 
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Address Related Information 

Business Addresses and Holiday Homes 

Business Enquiries 

When setting up a licence if the customer requests the Licence holder to be The Manager or 
The Secretary, you must ensure the following : 

 The address must contain the name of the business/company/club etc. – contact 
address structure if this needs adding. 

 The Summary class is BUS in the ENFADD screen (Lassy) – update if necessary 

 The address type is Business (Qdos) – update if necessary 

If you are just dealing with an enquiry  where the licence holder is The Manager or The 
Secretary and the company name needs adding, send the request to address structure on a 
multi form giving all the details. 

How do I know if it's a business address? 

 The customer could mention something that leads you to believe that the address is 
a business, for example: “Hello, this is Samson's Electronics and we have received a 
letter”. 

 There could be an indication in their letter or email that the address is a business 
address. 

 The company name appears within the address. 
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Business Enquiries 

How do I update the address type in Enfadd? 

Lassy users: 

 Type N in the Basic Class field 
 Type BUS in the Summary Class field. 

Qdos users: 

If the address is a NLN, UP or there is a licence in force: 

 Follow the premise guard script on Qdos.   
 Update the Summary Classification to Business from the drop down list of options.   
 If you are setting up a new licence on Qdos:   
 Follow the new licence script, ensuring to update the address type to business.   
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Holiday Home Enquiries 

Addresses that are registered as holiday homes sometime receive mailings to ascertain if 
they are still holiday homes with broadcast receiving equipment in them. 

To register a property as a holiday home on Lassy an 'HOL' summary classification must be 
applied via the Enfadd screen in Lassy (permanent or mobile holiday home). 

Qdos users must follow the holiday homes route, answering the policy questions as asked.   

Answers to frequently asked questions regard holiday homes are below, click the question 
to see the answer. 

I do not use a TV set at the address 

If the customer advises they do not have a set apply a 'HOL' summary classification via the 
Enfadd screen in Lassy and then set up a No Licence Needed Claim , remembering to add 
the customer’s name if given. 

I have a permanent holiday home but no one is there 

If the holiday home is a permanent structure but unoccupied, apply a 'HOL' summary 
classification and set the address to 'Unoccupied'. Place a occupancy date in the Enfadd 
screen; [Redacted under section 31 (“law enforcement”) of the Freedom of Information 
Act]. 

I have a moveable holiday home (caravan, boat etc) 

If the holiday home is moveable and broadcast receiving equipment is in use: 

Is a TV licence is held at the home address – yes 

Is there simultaneous use – no 

Apply HOL summary classification and send Draft Letter 2.4 

Qdos users must follow the holiday homes route, answering the policy questions as asked.   

I have advised you that this is a holiday home! Why do you still send me letters? 

The only addresses to be given a summary classification of HOL and have a guard applied 
are those where the owner of the property have met the following criteria: 

1. The holiday home is transportable 

2. And there is a TV licence at their home address 

3. And they have signed a declaration of non-simultaneous use 

Why can't I change my licence address between my two properties? 

If a customer wants to transfer their licence between their properties, you must advise that 
this is not possible and that a second licence will be required. 
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DUADS Information 

Dual Address (Duad) Menu 

Everything you need to know about Dual Address (Duad). 

Don't worry if you select the wrong option, there is a link at the bottom of each page which 
you can click to return to this menu. Scroll down to see all the options available. 

  

 

What is a Dual address licence? - Click on the picture to find out. 

 

Lassy users - to find out how to amend a duad on a licence click 
the amend button 

 

To find out how to remove a duad from a licence click the delete 
button 

 

Are dual addresses allow on TV Licensing Payment and Saving 
customers?-  Click the payment card to find out. 

 

What are the reasons someone would want a dual address on their 
licence?  - Click in the caravan to find out 

 

Qdos user click the Qdos button to find out how to set a dual 
address on licence. 

 

Lassy user click the Lassy button to find out how to set a dual 
address on  licence. 
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Dual Address (DUAD) Licences Explanation 

These can be accessed through licence at the address they cover. All the contact details 

are held on the Lassy 'Catc' screen.  

You can only set up a Duad once Telephone Sign Up (TSU) is completed and when 
requested by the licence holder. Use the 'Catc' screen to input all the contact address 
details; this should be done on the same day as the TSU because new licences are issued 
overnight. 

These can be set up/ amended / deleted at any time during a valid licence (including Over 
75 licences), if requested using the 'Catc' screen.   

If a 3rd party wishes to set up, amend, or delete a DUAD they must have Power of Attorney 
of the licence holder, a Court of Protection or similar, this should have been previously 
recorded on the CARE screen before the 3rd party can initiate the DUAD request by 
telephone. Otherwise advise the request must be presented in writing, together with a copy 
of the power/order, and sent to: TV Licensing, Darlington, DL98 1TL. 
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DUAD Reason Codes 

Reason Code Reason Description 

HOL Holiday or Second Home 

BUS Business 

LAND Landlord 

POA Power of Attorney/Carer 

WELF Welfare/Social Services 

STU Student 

SLA Student 

MOD Defence Services 

SOL Solicitors / Accountant 

BLD Blind / Disabled 

SHIP Ships 

BFPO BFPO 

POBX PO Box 

INT International Address 

UKN Unknown 

Max Code = 4 Characters 

Max Description = 23 characters 
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Duads - Qdos users 

Setting up a Duad when the forwarding address requires Free Form entry. 

It is very important when entering a Free Form forwarding address that the correct 'Address 
Type' is selected. 

The Address Type will indicate if the forwarding address is an international address, a BFPO 
address (Armed Forces), a PO Box address or different type of address. If the correct one is 
not selected the customer might not receive any mail from us 

Remember: 

When a customer calls to set up or amend a Duad you must follow the correct script in 
Qdos. In the 'Call Group' script click on ‘Customer Details’, and then click on ‘Duads. 

Qdos will then ask you to input the contact name and DUAD type along with telephone 
numbers. 

When selecting the address entry method, if the forwarding address is an international 
address, a BFPO address, a PO Box address or different type of address, click on the 'Free 
Form'. 

 

You then input the forwarding address and the 'Address Type' must be correctly selected. 

This is extremely important  for 'International' addresses, if not selected the customer’s 
licence and letters won’t reach them. They will be sent with the UK post, and the normal UK 
postage. Selecting 'International' here will mean that any correspondence is sent separately 
using international post. 
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Guide to DUADs 

Setting up a DUAD (Lassy) 

 From T/enq or G/enq 

 On the home line type CATC or Softkey CATC 

 Enter the Duad Type (Reason code) 

 Enter the contact name in Lassy Format 
 Enter the address via the Addcode or Free format if cannot match the address to 

Lassy 

 If using free format need to add the free format type: 

o I International 

o B BFPO 

o P PO Box 

o O Other 

  

 Capture telephone number preferably the mobile number unless the customer is calling 
on behalf of a business, in which case take the landline number 

 Select preferred hom, mob, or bus 

 Press enter 
 F12 to confirm 

 Go into the licence to where the Duad is being sent you will see next to the 
licence number: 

DUAD CON (Controller) one licence is sent to that address 

DUAD MST (Master) More than one licence is sent to that address 

 To view the Duads type in CAES on the home line of softkey CAES 

 Enter the addcode where the Duad is being sent and press enter 
 This will show the licence number, name and address of the Duads. 
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DUADS - TV Licensing Payment Card or TV 
Licensing Savings Card. 

The DUAD facility is not available for customer who are paying by TV Licensing Payment 
Card or TV Licensing Savings Card. 

You must not set up a DUAD for any of these customers. It may show as successful on the 
system but it will not work. 

If a customer on one of these schemes would like their mail directed to another address, 
they must talk to TVL Cash. 
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Duplicate Addresses 

Duplicate addresses 

Why are you writing to an address that doesn't exist or it has been 
demolished? 

With an address database of over 25 million records, things can occasionally go wrong. To 
resolve this matter you should give full details of the customer's correct address, and also 
the duplicate address that needs to be deleted. 

Do not advise the customer to contact Royal Mail or The Post Office. If the problem with the 
address does need the help of Royal Mail, the Address Structure team will contact RM 
directly. 

Qdos users 
Follow the 'Duplicate Address' route on Qdos, remembering to check Caves.   

Lassy users 
Complete an Address Structure amendment form on Call Log. 
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Future Change of Address (Lassy users) 

Future Change of Address (COA) 

Cancellations  / Amendments - Lassy 

 Customers who have previously contacted TVL to inform of their COA call a 
second time wishing to cancel it (e.g. failure of house sale) 

 Customers initially quote the wrong new address, discover that they need to 
move to an interim address, or a different address. 

Should a change be required, type a Y in the Amend Lic Details field, and over type or 
blank out the fields as required. 
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Future Change of Address - Change of name (CON) 

There is a change of address pending and now I need to change the name on the 
licence, how do i do that? - Lassy 

 The pending address change will be showing on screen - DO NOT delete this 

 Change the 'N' to a 'Y' in the 'Amend Lic Details' field 

 Change the name as trained. 
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Future Change of Address (COA) 

What if the new address is not registered? 

Complete an Address Structure Amendment form. Complete the form as normal, and in the 
'Please use this box to fully explain what needs to be done' field, type in Future COA for 
xxdatexx (where xxdatexx is the actual move date). 
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Future Change Of Address (COA) 

Setting up a future change of address - Lassy 

If the customer contacts TVL for a change of address (COA) that will be happening in the 
future, the third part of the 'new add' field change should be used. This can store address 
changes up to three months ahead. 

How to use 

 Type a Y in the Amend Lic Details field 

 Enter the new add code as normal into the first two fields of the New Add section 

 Ask the customer for their moving date 

 If the actual move date is more than three days in the future, enter the date of the move 
(in DDMMYY format) into the third field 

 Press enter 

The screen will update and the fields will display the add code of the address that the 
licence is moving to, and the date of when it will switch over. This will be displayed 
until LASSY automatically carries out the COA on the required date. 

The details will appear in CARE confirming the address change and the planned change 
date. This will show when the details have been entered into T/ENQ. 
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Future Change Of Address (COA) 

What if the customer requires a confirmation letter? 

 A confirmation letter must never be offered, and only sent if the customer 
requests it 

 If performing a COA in advance of a move, a draft letter 6.5 can be sent to the current 
(not future) address at the point of call using the Lassy fast path. 
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Future Change of Address (COA) 

What if the customer is moving in the near future? 

Should the customer contact TVL to carry out their COA 3 days or less in advance of their 
move, or after the move has taken place, the new add code can be entered and the COA 
carried out as normal. The move date does not need to be entered. 
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Gone Aways 

Returned Reminders and related Care codes 

Each reminder sent has a barcode printed on the envelope.  When one is returned to us 
because the licence holder is not known at the address, the Mailroom scans the envelope 
into SmartAgent.   

SmartAgent then automatically updates Lassy with one of the following Care codes: 

 

Important : Although the Care record states Gone Away for all returned mail, it is only when 
the 3rd and 4th reminder is returned that the update to Lassy will flag the licence as Gone 
Away. 
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Gone Away Licences Menu 

Everything you need to know about 'Gone Away Licences' - these usually happens when a 
customer advises that a licence has been received but the licence holder is not known at the 
address on the licence. 

Don't worry if you select the wrong option, there is a link at the bottom of each page which 
you can click to return to this menu. Scroll down to see all the options available. 

Gone Away Licences - Direct Debit 

Gone Away Licences - Counterfoil 

Gone Away Licences - Over 75 

Gone Away - Payers 

Gone Away Licences - Cancellation after six 
years 

Returned Reminders 

Customer Admin - Instructions for postal 
returns 
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Customer Admin - Postal Returns 

Gone Away Direct Debit Licences 

The call centre must advise customers to return the item to us as Return to Sender if 
a customer has received an item of post addressed to someone who does not live at 
the address. 

Instructions for staff processing postal returns 

Postcode: 

The postcode to use for these licences is BS98 1GA 

Prem code: 

The prem codes to be used are based on the surname of the licence holder. 

A SURNAMES go into ASUR, B SURNAMES go into BSUR, C SURNAMES go into 
CSUR etc. 

So the appropriate prem code will be the first letter of the customers surname 
followed by SUR. 

For example, Mr. Kershaw goes into KSUR BS981GA, Miss Lewis to LSUR 
BS981GA etc. 

If you have a licence in the name of the manager this will go into MSUR, the secretary into 
SSUR. 
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Gone Away - Payers 

What if a payer has 'gone away'? 

If dealing with an occupant of an address who has received an item of mail addressed to 
someone who does not live there anymore, and this mail has been generated due to a 
payer’s letter 

Call Centre agents advise the caller not to open the letter but return to us marking it "No 
longer at this address". 

Customer Administration staff change the address on the payers record to the same 
address that is held on the TV Licence. 

Do not amend the payer's name. Record the transaction on Care or Customer Contacts. 

If, in the above case, the payer's address is already showing as the licence holder's address, 
send DL51.67 to the licence holder. 

A DL51.67 should also be sent in cases where the payer's address is changed to the same 
as the licence holders because TV Licensing have not been told the payer's correct address. 
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Gone Away Licences - Cancellation after six years 

All Direct Debit licences that have been transferred to and held within a 'gone away' dump 
address (system postcode BS98 1GA) for six years will have their Direct Debit cancelled. 

When these licences have been cancelled future DD payments made (if any) will be 
refunded back to the bank account from which the payments were being taken. This may 
prompt some customers to contact you asking why money has been paid into their account. 
Customers who notice that a DD payment from their bank account has been cancelled may 
also query this. 

Should you deal with a customer in this scenario, locate the licence and: 

 If the licence is still required, transfer it to the customer's correct address 
 If the licence is no longer required and a refund is due, send a refund application 

form to the customer 
 If the licence is now no longer required but no refund is due, ensure that the licence 

is cancelled. 

  

In all the above cases, the appropriate person must give you the instruction as per normal 
business rules. 

  

If the customer does not know the licence number and you cannot locate the licence, the 
licence number will be shown on the bank statement of the person who has been paying the 
Direct Debit. It will appear next to our Direct Debit entry as the 'reference number'. You 
should use this number in Qdos or Lassy. 

  

This cancellation process will now be carried out on a monthly basis. The following 
information will show in Care on Lassy and Customer Contacts on Qdos on affected 
licences. 

Lassy Care screen 

 

Qdos Customer Contacts screen 
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Gone Away Licences 

Gone Away Licences - Instructions for Call Centre 

Should you deal with a customer, who lives at the address, advising that the person named 
on a letter received no longer lives at that address, follow the below procedures. 

Important: Do not ask the caller to open the envelope as the name and address shown in 
the envelope window is sufficient for you to find the licence details. 

Lassy users - Counterfoil Licence 

 Action a Gone Away (GA) 

  

Qdos users  - Counterfoil and DD licences 

 Cancel the licence via the ‘cancel main’ script as gone away, stating that you are the 
‘new occupier.’ 

In all cases 

This changes the status of the licence so no further letters or reminders are issued. Advise 
the customer to destroy the envelope and its contents. 

If the licence then needs to be reinstated: 

Lassy users 

 Change the address (if the licence holder has moved), or 

 Re-type the exact same spelling of the licence holders name using the change of 
name process. 

Qdos users 

 Change the address (if the licence holder has moved), or 

 Follow the Reinstate script on Qdos.    
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Gone Away Licences 

Instructions for Call Centre 

Should you deal with a customer advising that the person named on a letter received no 
longer lives at the address, follow the below procedures. 

Important: Do not ask the caller to open the envelope as the name and address shown in the 
envelope window is sufficient for you to find the licence details. 

Lassy users - Direct Debit Licence 

 Ask for the letter/licence to be returned to TV Licensing (return to sender) 
 There is a process currently in place to cater for returned licences. 

  

Qdos users  - Counterfoil and DD licences 

 Cancel the licence via the ‘cancel main’ script as gone away, stating that you are the 
‘new occupier.’ 

In all cases this changes the status of the licence so no further letters or reminders are 
issued. Advise the customer to destroy the envelope and its contents. 
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Gone Away Licences 

Gone Away Licences - Instructions for Call Centre 

Should you deal with a customer advising that the person named on a letter received no 
longer lives at the address, follow the below procedures. 

Important: Do not ask the caller to open the envelope as the name and address shown in the 
envelope window is sufficient for you to find the licence details. 

Over 75 Licence 

 Complete a multi form with all the details and send to the Over 75 department 
 Advise the customer to destroy the envelope and its contents. 
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Guards and Site Types 

Address Types (site types) 

   
Site 

Type 

   
Abbr. 

   
Type 

   
Description 

   
User Access/Length of 

Address Type 

   
Related Docs 

Name 

allowed 

against 

address 

A OCC OCCUPIED Address has a licence, ie 
CFL or Payment Scheme, 
or  a No LIcence needed 
claim set  Note: Renewal 
enforcement cycle may be 
in progress. 

[Redacted  
under section  
31 (“law  
enforcement”)  
of the Freedom  

of Information 
Act]  

N/A Yes 

B VAC VACANT Planned to eventually 
become redundant 
(replaced by a number of 
new address types). 

[Redacted  
under section  
31 (“law  
enforcement”)  
of the Freedom  

of Information 
Act] 

N/A No 

C VTD VACANT THRU 
DEATH 

Advice received that the 
licensee has died and that 
the licence cannot be 
transferred to anyone else 
not living within the family 
unit, and the address is 
empty. 

[Redacted  
under section  
31 (“law  
enforcement”)  
of the Freedom  

of Information 
Act] 

N/A No 

D INA INACTIVE Property is unlicensed and 
will be mailed every month. 

[Redacted  
under section  
31 (“law  
enforcement”)  
of the Freedom  

of Information 
Act] 

N/A No 

F ND NON-
DOMESTIC 

Business/Office/Shop that is 
unoccupied 

[Redacted  
under section  
31 (“law  
enforcement”)  
of the Freedom  

of Information 
Act] 

Summary 
Classification 
(G113b) 

No 

G HH HOLIDAY 
HOME 

A home from the main home 
and covered by the licence 
for the main home, ie. No 

[Redacted  
under section  
31 (“law  

Summary 
Classification 

No 
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simultaneous use, it must 
be a mobile home. 

enforcement”)  
of the Freedom  

of Information 
Act] 

(G113b) 

H CP CROWN 
PROPERTY 

Premises considered to be 
Crown Property for which no 
licence is required. Not to 
be touched. 

Manually set by 
Policy department, 
remains until TVL are 
informed status has 
changed, no Lassy 
enforcements cycles 
run. 

  No 

J ARC  See 'Manual 
Guards'. 

Accommodation for 
Residential Care 

  Manual Guard 
(G113a) & 
Summary 
Classification 
(G113b) 

No 

J HOT See 'Manual 
Guards'. 

Hotel Licence at address   Manual Guard 
(G113a) & 
Summary 
Classification 
(G113b) 

No 

J MUL See 'Manual 
Guards'. 

Multiple Address Licence   Manual Guard 
(G113a) 

No 

J DIP See 'Manual 
Guards'. 

Diplomatic Residences   Manual Guard 
(G113a) 

No 

L UP  UNOCCUPIED  A Visiting Officer has seen 
the premises, and has 
established that it is empty. 
 Or a member of the Call 
Centre or a Customer 
Administrator has been 
advised that the property is 
empty. 

[Redacted  
under section  
31 (“law  
enforcement”)  
of the Freedom  

of Information 
Act] 

N/A No 

M MOV MOVED The occupants of the 
premises have moved away 
to a known address, leaving 
the property empty 
(normally temporarily until 
the new occupier moves in) 

[Redacted  
under section  
31 (“law  
enforcement”)  
of the Freedom  

of Information 
Act] 

N/A No 

N NEW NEW ADDRESS The property has recently 
been put on Lassy. 

[Redacted  
under section  
31 (“law  
enforcement”)  

N/A No 
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of the Freedom  

of Information 
Act] 

O GA GONE AWAY A Gone Away has been 
allocated. 

[Redacted  
under section  
31 (“law  
enforcement”)  
of the Freedom  

of Information 
Act] 

N/A No 

P PFU  PROSECUTION 
FOLLOW UP 

The occupants have been 
prosecuted for non-payment 
of a licence, but no licence 
is held at the address. 

[Redacted  
under section  
31 (“law  
enforcement”)  
of the Freedom  

of Information 
Act] 

N/A Yes 

R TER TIME EXPIRED 
NON RENEWAL 

A licence was held at the 
address but not renewed, 
and the visit request has 
time expired at the end of 
the reminder cycle. 

[Redacted  
under section  
31 (“law  
enforcement”)  
of the Freedom  

of Information 
Act] 

N/A Yes 
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Enforcement Address Management 

Qdos users 

 Apply a UP guard as trained. 

 If you are unable to change the guard yourself, check if the address is manually 
guarded and pass the request to the relevant department 

 If the address is not manually guarded, you should pass the query to your 
teamleader who should then follow the below process on Lassy 

Lassy users 

  Obtain current guard displayed on ENFADD screen 

  Look up this guard on the left of the table on Sheet1. 

  Find new guard required along top row 

  Find where the two points meet 

  If Y is displayed, guard can be changed directly 

  If N is displayed, try to change the guard if this guard cannot be changed directly 
and  the address is not manually guarded, contact Customer Relations 

  If 1 is displayed, guard may not be changed directly. Ensure you process the UP 
Guard using the softkey. Attempt to change and if it's not successful contact 
Customer Relations. 
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Manual Guards 

Manual guards are used to record why a licence is not needed or for special 
licensing requirements. 

 If you require a manual guard removing for a new TV Licence set up contact 
address structure on speed dial *01215, all other requests show sent via a Multi Form. 

  

Site 
Type 

Abbr Type Description User Access/Length of 
Address Type 

Related 
Documents 

J ARC  Concessionary 
Licence Centre 

There is a 
concessionary 
licence at the 
address 

Auto guard applied by 
Lassy via ALF when  new 
ARC licence is added to 
system.  Duration is until 
TV Licensing are informed 
status has changed, then 
it is manually removed 

Address Type 
(G113) & 
Summary 
Classification 
(G113b) 

J DIP DIPLOMATIC Indicates the 
occupier is exempt 
from TV Licensing 
regulations because 
they have diplomatic 
status. 

Manually applied by 
authorised staff. 
 Diplomatic status is 
reviewed yearly & guard is 
manually removed if status 
changes.  CADH is 
updated. 

  

Address Type 
(G113) 

J HOT Hotel Licence Used to record the 
licence is a hotel 
comprehensive 
licence. 

Manually applied by 
authorised staff.  Duration 
is until TV Licensing are 
informed status has 
changed, then it is 
manually removed, 

Address Type 
(G113) & 
Summary 
Classification 
(G113b) 

J MUL Company 
Group Licence 
(Multiple 
Licence) 

Used to record the 
licence is being paid 
on a multiple licence, 
e.g. a local authority 
may pay several 
schools licences in 
one go. 

Should only be applied for 
multiple licences, but has 
been used for other 
reasons (eg Legal / 
Complaints) to suppress 
mailings. Duration is until 
TV Licensing are informed 
status has changed, then 
it is manually removed. 

  

Address Type 
(G113) 
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Summary Classifications 

Summary Classifications are used to indicate the different types of address that TVL contact. 
Sites with a Summary Classification may receive specifically targeted enforcement - you 
must ensure the correct summary classification is showing. 

Basic Classification on address. 

   
Basic 

Class 

Abbr. 

   
Type 

   
Description 

User Access/Length of Address Type 

Name allowed against address 
   
Related 

Documents 

D Domestic Domestic 
property 

All new addresses received from PAF are 
automatically added to LASSY with D basic 
classification. Manually amended by any 
advisor once informed by customer premises 
has changed to business. 

N/A 

N Non-
domestic 

Business/shop All advisors have access to manually amend 
the basic classification once informed by 
customer premises have changed to business. 

N/A 

Summary Classification on address. 

Basic 
Class 

Sum 
Class 

Type Description User 
Access/Length 
of Classification 

Related 
Documents 

D or N CDH CADH 
(Customer and 
address data 
hub) 

CADH sourced Summary 
Classification that is not 
available as a selection 
on Lassy 

Auto applied on 
Lassy by CADH 

  

D or N ARC Concessionary 
Licence 

Address either holds a 
concessionary licence or 
is known to be as an ARC 
address. 

Automatically 
applied in 
conjunction with 
ARC manual guard 
  Status remains at 
the address 
indefinitelyas not 
removed with auto 
removal or ARC 
guard 

Manual 
Guard 
(G113a) & 
Address Type 
(G113) 

N BUS Business 
address 

Used to indicate address 
is a business. 

Manually applied by 
all advisors and 
remains until 
removed. 

N/A 

N DLR Dealer Used to indicate TV 
Dealer outlet 

Applied by Dealer 
department. 
 Manually removed 

N/A 
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once customer 
informs TVL that 
dealer outlet is no 
longer in operation 
at address. 

N EDU EDUCATION Used to indicate address 
is 
school/college/university 

Manually applied by 
all advisors and 
remains at the 
address until TVL 
are informed that 
status has changed. 

N/A 

N HTL Hotel Indicates premises is a 
hotel and may be eligible 
for hotel licence. 

May be manually 
applied by all 
advisors and 
remains at the 
address until TVL 
are informed that 
status has changed. 

Manual 
Guard 
(G113a) & 
Address Type 
(G113) 

N POW Place of 
Worship 

Indicates premises is a 
church etc. 

Manually applied by 
all advisors and 
remains until TVL 
are informed that 
status has changed. 

N/A 

N SPO Sports Field Indicates premises is a 
sports field 

Manually applied by 
all advisors and 
remains until TVL 
are informed that 
status has changed. 

N/A 

N UNM Unmanned Indicates premises is 
unmanned, eg, lighthouse 

Manually applied by 
all advisors and 
remains until TVL 
are informed that 
status has changed. 

N/A 

N or D DUA Duad address Indicates a preferred 
contact address has been 
set up for the premises. 

Automatically 
applied when a 
'Contact Address' is 
added to Lassy. 
 Status remains at 
address until TVL 
are informed that 
status has changed. 

N/A 

D MOD Ministry of 
Defence 

Indicates premises used 
for official purposes by 
Ministry of Defense. May 

Manually applied by 
all advisors and 
remains until TVL 

N/A 
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Establishment also accommodate staff. are informed that 
status has changed. 
See also ARM, NAV 
& AIR summary 
classifications. 

D HOL Holiday Home Indicates premises is a 
holiday/second home 
(permanent structure) 

Manually applied by 
all advisors and 
remains until TVL 
are informed that 
status has changed. 

Address Type 
(G113) 

D SLA Student 
accommodation 
(not halls of 
residence) 

Indicates premises are 
used for student 
accommodation. 

Manually applied by 
all advisors and 
remains until TVL 
are informed that 
status has changed. 

N/A 

D STU Student 
accommodation 
(halls of 
residence) 

Indicates premises is 
student halls of residence 

Manually applied 
Address Structure 
and remains until 
TVL are informed 
that status has 
changed. 

N/A 

D TRN Training Mock addresses used for 
internal training purposes 
only to prevent marketing. 

Use of this is 
restricted to key 
approved personnel 
only and manually 
removed where 
appropriate. Other 
staff must not use 
this classification. 

N/A 

D BLD Blind Indicates customer who 
lives at premises is blind 
and has requested 
communication in Braille 
or tape 

Manually applied by 
all advisors and 
remains until TVL 
are informed that 
status has changed. 

N/A 

N or D ARM Army Premises is used by the 
Army for official purposes 
but may accommodate 
staff 

Manually applied by 
all advisors and 
remains until TVL 
are informed that 
status has changed. 

N/A 

N or D NAV Navy Premises is used by the 
Navy for official purposes 
but may accommodate 
staff 

Manually applied by 
all advisors and 
remains until TVL 
are informed that 

N/A 
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status has changed. 

N or D RAF Air Force Premises is used by the 
Air Force for official 
purposes but may 
accommodate staff 

Manually applied by 
all advisors and 
remains until TVL 
are informed that 
status has changed. 

N/A 

For Lassy users, the Summary Classifications can be found on 'Enfadd'. 
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Incomplete Postcodes 

Incomplete Postcodes - How to do a change of 
address from an IC postcode 

General background 

If a customer wishes to change the address on their licence and the licence is currently 
registered under an IC post code, it might be because the incomplete post code address 
now has a post code and they have received a mailing or they have moved to a new 
address. Alternatively the correct post code for the customer may now be on file. 

You must not leave an 'IC' postcode address when you move a TV Licence out, 
because marketing / enforcement will still continue. 

Qdos users 

In the scenario where the change of address is due to the fact that the complete address is 
now on the system: 

• Action the change of request as normal (taking a note of the ‘IC’ address in the ‘To Do 
panel’). 

• Once completed select ‘another call reason’ in End Script and then choose the Address 
Structure script 

• Complete the second address fields with the ‘IC’ address 

• Amend the ‘Action Req’ to ‘DELETED’ 

• In the freetext box put ‘IC address needs to be deleted following COA to complete address’ 

Lassy users 

In these circumstances: 

 Perform a change of address as usual. 
 Send an ‘Address Structure Amendment’ form to Address Structure (do not 

telephone them) asking them to delete the IC address as the licence has been 
transferred away from it 

 Include the full IC address that the licence has moved from on the form. 

The Address Structure department are then able to locate the IC address and delete it. This 
prevents us sending further reminder letters. 

Important - You must not leave an 'IC' postcode when you move a licence away from an 
address which has one. 
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Incomplete Postcodes - How to set up or move a 
licence into an IC address 

If a licence application is received for, or a change of address requested to, a non-standard 
address that is not recorded on CAVES or on the system, eg relating to a traveller’s 
accommodation / a residential vehicle / residential boat etc., the Address Structure Team will 
need to be contacted to investigate the situation / build the address on.   

Qdos users 

There would be no difference in the current process for setting up or moving a licence. If the 
address is on the system just action the caller’s request as normal. 

If it’s not on the system then, again, follow the scripts as normal and, if prompted, contact 
Address Structure (by phone if there’s a sale;  otherwise use the appropriate form). If they 
then create an ‘IC’ postcode address, for a sale, action the request as normal. 

Remember - if the customer provides you with the address and states there are no letters at 
the end of the postcode, you may need to add ‘IC’ to process the request. 

Lassy users 

There would be no difference in the current process for setting up or moving a licence. If the 
address is on the system just action the caller’s request as normal. 

If it’s not on the system then contact Address Structure (by phone if there’s a sale; 
 otherwise use the appropriate form). If they then create an ‘IC’ postcode address, for a sale, 
action the request as normal. 

Remember - if the customer provides you with the address and states there are no letters at 
the end of the postcode, you may need to add ‘IC’ to process the request. 
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Incomplete Postcodes - What are they? 

An incomplete postcode (IC) is an internal phrase used to describe a postcode given to an 
address on our systems where there is either: 

• A delay with Royal Mail allocating a full postcode for the property concerned and we need 
to be able to record / issue a licence for that address, or; 

• An address that will never be given a postcode by Royal Mail, e.g. travellers residing at 
non-council allocated pitches; houseboat moorings; vehicles etc.   

The second type of addresses, should only be used if the licence holder can not provide a a 
site or forwarding address. In these cases the details recorded are reasonably sufficient to 
allow Royal Mail to successfully deliver a licence / reminder etc. This type of IC postcode 
may contain the caravan ID (+ customer name) / boat name / vehicle ID + landmark / 
location as opposed to the more conventional site number / name + road name. 

Postcodes for IC licences will show on the systems with either ‘IC’ for the last two letters, 
e.g. 'BS41 2IC', or have the last two letters missing, e.g. 'BS41 2'. 
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Military Addresses 

Military Addresses - summary classification 

The summary class gives information on the type or class of the address. 

Ministry of Defence sites are divided into four different areas. You will need to establish 
which area of the forces the caller is making reference to and enter either of the following in 
the summary class line. 

Royal Air Force - RAF 

Army - ARM 

Navy - NAV 

If the site is an amalgamation of more than one force or the specific force cannot be 
established - MOD. 

Please ensure when taking calls about these types of addresses that as much information as 
possible is captured regarding how many rooms, blocks etc there are at the post code. 

Due to the complex nature of military addresses, when requesting changes advised by a 
customer, stating “the block is now split into rooms, please delete” on an Address Structure 
Amendment Form is not adequate. A telephone number and contact name should also be 
captured to enable the Address Structure Department to call the customer back to confirm or 
expand on the information. 

This information should be passed to the address structure team on the Address Structure 
Amendment Form found on Call Log. 

Lassy users 

This information should be passed to the address structure team on the Address Structure 
Amendment Form found on Call Log 

The Summary Classifications can be found on 'Enfadd' 

Qdos users 

You should follow the address structure amendment route on Qdos. 

The Summary Classifications can be found via the ‘Premise Guard’ script. 
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No Licence Needed 

No Licence Needed menu 

Everything you need to know about 'No Licence Needed' - when a property is occupied. 

Don't worry if you select the wrong option, there is a link at the bottom of each page which 
you can click to return to this menu. Scroll down to see all the options available. 

If no licence is needed because a property is unoccupied, visit the Unoccupied Guard page. 

 

   

The No Licence Needed policy and benefits - Click on the image to 
find out all about this policy that replaces UNS and started on Friday 29 
January. 

 

NLN Check Statement and Formal Statement - The standard 
statements you should use and when you should use them. 

 

NLN Reason codes - How to record what receiving equipment, if any, a 
customer is using. 

 

Glossary of new NLN terms - Confused by the abbreviations? Don't be, 
click here for a simple guide. 

 

NLN change of address workarounds - Process instructions for a 
change of address on an NLC. 

 

NLN change of name workarounds - Process instructions for a change 
of name on an NLC. 
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NLN and elderly or ill persons - What to do with No Licence Needed 
Claims from these people. 

 

NLN claim durations - How long the claim lasts at domestic addresses. 

 

NLN letter causes 3rd party contact - What to do if you receive a call 
from a customer that's transferred/purchased a valid licence for their 
address and have received a NLN re-set letter to the previous occupant. 
  

 

Reaffirming the NLN product - What happens when the No Licence 
Needed product is close to expiring. 

 

Short term - Read a bit more about the short term No Licence Needed 
claims. 

 

Updating Basic and Summary Classifications - How and when to 
update these. 

 

Withdrawing right to access property - What to do if someone tells you 
that a Visiting Officer is not allowed to visit their property. 

 

No Licence Needed Letters - Take a look at the letters that are 
automatically sent to customers regarding an NLC claim 
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No Licence Needed Business Rules - How and when to process 
customer's requests when a No Licence Needed is involved (Admin only). 
  

 

Applying No Licence Needed Claims - This chart covers all scenarios 
that could occur when setting a No Licence Needed Claim for a customer 
(Admin only). 
  

 

Actions that cancel No Licence Needed Claims - This chart covers all 
actions that automatically cancel No Licence Needed Claims (Admin 
only) 
  

 

Qdos helpful hints for No Licence Needed queries - Have a look at 
the Qdos helpful hints section to see if there is any helpful Qdos system 
guidance for you when things don't seem to be going as well as they 
should. 
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Check and Formal Statements 

1) TV Licence Needed 'Check Statement' 

When a customer notifies us that they do not require a television licence, we must check the 
customer is accurately opting out from paying for a licence. The following statement must be 
used when customers call us to check if a licence is needed: 

“Even if you don’t have a TV, please be aware that you need to be covered by a 
licence if you use any other device to watch television programmes as they are being 
shown on TV. 

"These include: computers, mobile phones, games consoles, digital boxes, DVD/VHS 
recorders.” 

Note - If you are unsure when a TV Licence is needed and for what type of equipment, 
check the Technology guide. 

2) No Licence Needed 'Claim Statement' 

The following Formal Statement must be read out to all No Set Declaration customers: 

“I need to let you know that an enquiry officer may call to verify this information. If 
people are caught using television equipment when they are not correctly licensed 
they could be fined up to £1000.” 
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Glossary of NLN terms 

Confused by the various terms, don't be. Here is a quick reference guide for you: 

NSD - No Set Declaration. This is what will show on your Qdos and Lassy screens and will 
represent all types of No Licence Needed claim. 

Any confirmed No Licence Needed Claims will have a 'Y' in the Confirmed field on the No 
Licence Needed Screen. 

NLN - No Licence Needed Policy. 

NLC - No Licence Claim. 

NLCC - No Licence Claim Confirmed. 

NLSG - No Licence Short Term Guard. 

This will be indicated by a date in the 'Date of expected use' field. 

BNLC - Business No Licence Needed Claim. 

Business claims can be identified as they will also have a 'B' in Summary Classification. 

BNLCC - Business No Licence Needed Claim Confirmed. 

Business claims can be identified as they will also have a 'B' in Summary Classification. 

For more glossary definitions 

Click on the tab 'Glossary' - visible at the top left of your Ask helpscript. 



 

 51 

NLN and elderly or ill persons 

No Licence Needed Claim  - Over 75 at the address 

Request from over 75 year old (or member of ‘family unit’) -  Send request on Multi form to 
Over 75 department with name and address. NINO & DOB is not required. 

Over 75 department apply the NLN and update CADH (Customer Address Data Hub) this 
will prevent any visits or letters to the address. 

No Licence Claim  - Over 75 Licence at Address 

Request from O75 licence holder (or member of ‘family unit’)  – Send request on multiform to 
Over 75 department. 

Over 75 department apply the NLN and update CADH (Customer Address Data Hub) this 
will prevent any visits or letters to the address. 

No Licence Claim – Informed Illness 

If a customer or member of their family calls to advise that they do not need a licence and 
should not be visited due to health problems, they should be advised to write in and explain 
the circumstances.  All customers must notify TVL in writing 

Once the notification is received this process is administered within Customer Relations. 
Customer Relations apply the NLN and update CADH (Customer Address Data Hub) this will 
prevent any visits or letters to the address. 
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NLN cancellation - Qdos users 

To Cancel a No Licence Needed Claim: 

 Input Licence Number or  Matchcode 

 Select : Yes  to Licence Holder/Named on Letter 

 Click Submit 

 Call Group : Licences/ No Licence Needed and line type and prompt 

 Select : Cancel No licence Needed 

 QDOS displays three cancellation options: 

Duplicate – Cancel NLN as already have another 

Gone Away – Will cancel the NLN and mark the premises as Vacant 

Licence now required – Cancels NLN and sets up a new Licence. 

 Select appropriate and click Submit 
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NLN change of address workarounds - Lassy users 

Qdos users click here 

Lassy users: 

Change of Address ‘Named’ NLC 

If either of the following messages appear when moving an NLC to a new address it means 
a licence is held at the new address in the same name as that on the NLC. 

LS3012 NLN LICENCE FOUND – CHANGE NOT APPLIED 

LS073E COUNTERFOIL MEETING POTENTIAL NOT AVAILABLE – YET. 

LS072E POTENTIAL MEETING POTENTIAL NOT AVAILABLE – YET (due to UAP at 
new address) 

 In these cases use the View process on the NLC and record all details held e.g. start 
date; telephone number, reason code*. 

 Delete the NLC 

 Create a new NLC at the new address using the details recorded. 

If the NLC* matches an NLC already held at the new address simply delete the NLC at the 
old address. 

  

LS072E POTENTIAL MEETING POTENTIAL NOT AVAILABLE – YET (due to a Dealer at 
the new address) -  Check that the customer is accurately opting out from paying for a 
licence, if so the Dealer can be deleted and the change of address can proceed. 

*Important - If the NLC is confirmed, (i.e. NL Claim Confirmed = Y), then forward on all the 
information and the request to Customer Relations.   

Change of Address ‘No Name’ NLC 

If we are advised of a new address, cancel the old NLC & create a new NLC with the details 
provided. This will safeguard any previous customer data held against the NLC already in 
place. 

Change of Address Exceptions 

If the following message appears when moving an NLC to a new address it means the new 
address is manual guarded. 

LS771E MANUAL GUARD ON ADDRESS - TRANSACTION TERMINATED 

In these cases send the request to the relevant department 
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NLN change of details messages - Qdos users 

Change of address 

If an authorised person requests to change the address on an NLN then agents will be 
presented with the following instruction: - Send the request on a Multiform via the 
Standard letters tab to Dept. Corres / Sub. Dept. Corres. Include that it’s a ‘No Licence 
Needed COA request’ plus the reference number, new address details (Addcode 
sufficient) and a contact telephone number. 

Advise the customer we will transfer the claim and to ignore any cross-over letters. Advise 
"A visiting officer may call to verify. I need to let you know that if you are caught using 
television equipment without a licence you could be fined up to £1000." 

Once submitted press End Script and enter manual Care record ‘NLN COA request fwd to 
BO’    

Change of name 

If an authorised person requests to change the name on an NLN then agents will be 
presented with the following instruction: 

Send the request on a Multiform via the Standard letters tab to Dept. Corres / Sub. 
Dept. Corres. Include that it’s a ‘No Licence Needed CON request’ plus the reference 
number, new name, relationship to NLN holder (e.g. holder; family unit) and a contact 
telephone number. 



 

 55 

NLN change of name workarounds - Lassy users 

Qdos users click here 

Lassy users: 

Important - If the NLC is confirmed, (i.e. NL Claim Confirmed = Y), then forward on all the 
information and the request to Customer Relations, via Smart Agent. 

Change of Name request on a 'named NLC' 

The change of name must follow the same rules applied for licences, i.e. the reason must 
either be due to marriage, divorce [back to maiden name only], misspelling or Deed Poll by 
NLC holder) 

Before you change the name check the Licadd for any Actual or Potential Licence (i.e. 
Dealer, UAP)  or NLC held in the new name requested, i.e. old name Miss T Smith; new 
married name Mrs T Teckchandani, check Licadd for Mrs T Teckchandani. 

If there is any Actual or Potential Licence (i.e. Dealer, UAP) held in the new name 
requested: 

 Use the View process on the NLC in the old name and record all details, (e.g. start 
date; telephone number; reason code). 

 Delete the NLC in old name 

 Create a new NLC with new name using the details recorded. 

If there is an NLC in the new name already 

 Delete the NLC that's in the new name and then proceed with the change of name on 
the other NLC. 

 A change of name can be carried out via TENQ / CON as per the normal business 
process for a licence. 

If there is nothing in Licadd in the new name. 

 A change of name can be carried out via TENQ / CON as per the normal business 
process for a licence. 

No Name NLC – Change of Name Request 

A change of name cannot be carried out against a No Name NLC. 

 Delete the old No Name NLC 

 Create New named NLC with details provided 

Change of Ownership Request 

The change of ownership follows the basic rules for a licence, i.e. we need written consent 
from the NLC holder and we need to know the reason why. If, once the consent etc. is 
received, it’s deemed that the change is allowable, then it’s actioned the same as the 
change of name process detailed above 

No Name NLC – Change of Ownership Request 

A change of ownership cannot be carried out against a No Name NLC 
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 Delete the old No Name NLC 

 Create New named NLC with details provided 
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No Licence Needed claim durations 

Domestic addresses No Licence Needed durations 

No Licence Needed Claim - Two years from end of calendar month in which the claim was 
received. 

No Licence Needed Claim Confirmed - Two years from end of calendar month in which 
the visit took place. 

Business addresses No Licence Needed durations 

The relevant non-residential No Licence Needed durations are as follows: 

Business No Licence Needed Claim - Three years from end of calendar month in which 
claim received. 

Business No Licence Needed Claim Confirmed - Three years from end of calendar month 
in which visit took place. 

Business addresses are identified using the non-domestic Basic Class and Business 
Summary Classifications. It is very important that this is checked and updated to keep our 
records accurate. The No Licence Needed duration, letter cycle and type of visit depend on 
this information. Business' are not sent a confirmation letter when a Business No Licence 
Needed Claim is applied. 
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NLN letter causes 3rd party contact 

NLN re-set mailings are sometimes received by people that have moved to the address  and 
have transferred/purchased a valid licence for the address. This can cause them to call, in 
these circumstances you should: 

Qdos users: 

• Find the relevant NLN held at address 

• Ask the caller to confirm the name and address on letter (unless it’s an un-named NLN, 
they can just confirm the address) 

• Confirm verification has been completed 

• Select that you are not speaking with the NLN holder and enter the caller’s name 

• Select ‘No licence Needed’ 

• Select option ‘Cancel a No licence Needed Claim’ 

• To the question ‘What is the reason for cancellation?’ choose ‘Now Vacant’ 

• Ignore the Qdos message; ‘We will update the address to show that it’s now vacant and 
have automatically cancelled the No Licence Needed Claim. Please ignore any cross-over 
letters concerning the claim’ and click submit. Qdos will then automatically cancel the NLN. 

Note: In this scenario do not tell the customer that we will update the address to show it’s 
vacant. 

• You will automatically be directed to the Premise Guards script. To the question ‘Do you 
wish to check or apply a guard against the address you have already given?’ click ‘Yes’ (If 
multiple results show choose the correct address) 

• To the question ‘Is the correct summary showing?’ click ‘Yes’ 

• You will see the message ‘Our records are up to date. Please call us back if the 
circumstances change’ then click submit 
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NLN automatically sent letters 

Click the titles to see the letters 

Delayed Confirmation letter 

Customer confirmation letter 

Customer refresh letter1 

Customer refresh letter2 

Business refresh letter1 

Business refresh letter2 

Students confirmation letter 

Students refresh letter 
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Processing No Licence Needed Files from TVL Cash 
- (Over75's team ONLY) 

The No Licence Needed Screen will allow TVL to administer the No Licence Needed claim at 
the point information is received from TVL Cash. This includes any notifications from TVL 
Cash where the licence record holds a future expiry date. 

The incoming file from TVL Cash now includes a date of 'Ceased use' = No TV date. These 
NLN claims can be applied with an immediate start date via Lassy. 

All No Licence Needed requests from TVL Cash are expected to be for customers that 
have already held or hold a TVL Cash type licence. 

The TVL Cash licence should be set to ‘cfl on expiry’ as a result of the automated daily 
cancellation files from TVL Cash to Lassy. When setting up the No Licence Needed Claim 
this will automatically change any name matching licence with the status of ‘cfl on expiry’ to 
‘renewal not required’ and the No Licence Needed Claim will be applied with immediate 
effect. 

Note: Auto cancellation/licence cancellation rules are applied in accordance with the charts 
below.  If it is known that an existing/related non-name match licence is recorded this 
should be cancelled. 
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Reaffirming the No Licence Needed claim 

Refresher Letters 

At the appropriate time a refresher letter is sent to customers or businesses that have 
registered a No Licence Claim (confirmed or not). The letter is sent to establish if the 
situation at the address has changed. The letter asks the customer to contact TV Licensing 
and advise us of the current situation. 

Call Centre Agents - If a customer calls us to confirm their situation is still the same, 
remember to check that they still don't need to pay for a TV Licence. Do this by politely 
asking the appropriate questions; follow the No Licence Needed script. 

Customer Administration Agents - If a customer contacts us to confirm the situation is still 
the same reaffirm the No Licence needed claim using the No Licence Needed screen. 
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Short Term Claims 

When applying a No Licence Needed claim, if the customer (not a student) indicates that 
they do not need a TV Licence but advises that they intend to start using TV equipment 
within 12 months of the claim or they will only be at the address without a TV for less than a 
year you need to complete the 'Date of Expected Use' on the system.  The date can be any 
length up to one year from end of calendar month in which the declaration received. 

Students - if a student indicates that they do not need a TV Licence but advises that they 
intend to start using TV equipment within 12 months or they will only be at the address 
without a TV for less than a year do not enter a 'Date of Expected Use' on the system. 
Simply set a normal NLN claim and ensure the address has an STU or an SLA summary 
classification.  This will ensure that the student receives the student seasonal campaign 
letters 
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Telephone number and email address updates 

The telephone and email fields on the No Licence Needed Screen can not be updated once 
these details have been captured. If a customer contacts us to update either field follow the 
processes below. 

Update to telephone number 

Call Centre Agents - Capture any new telephone number on Qdos in the Salutation script 
as normal. This will be updated against the customer but not the No Licence Claim. 

Admin Agents - Capture the new telephone number using the Customer Preference Screen 
(fast path - elic), this will be updated against the customer but not the No Licence Claim. 

Update to email address 

Call Centre Agents - Advise the customer to email the details via the TV Licensing  website 
or write to TV Licensing, Darlington. DL98 1TL. (Info for agents only - The reason for this is 
email addresses are normally complicated and are often recorded inaccurately when given 
over the phone)   

Admin Agents - Capture the email address using the Customer Preference Screen (fast 
path - elic), this will be updated against the customer but not the No Licence Claim. 
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The No Licence Needed Policy 

The No Licence Needed policy will be associated with the customer it will stop letters for 
different amounts of time depending on the summary class. 

The No Licence Needed screen will create and administer the No Licence Needed Claim. A 
reference number is generated by the No Licence Needed screen when a No Licence 
Needed Claim is received. The No Licence Needed Claim will look similar to a potential 
licence, do not refer to the reference number as a licence number when dealing with the 
customer. 

You must always attempt to capture the customer’s name when processing a No Licence 
Needed Claim to ensure that we are talking to the correct person in the future, however if the 
customer name is not given / provided; a No Licence Needed Claim can still be processed. 

Benefits on the system. 

The No Licence Needed Policy has taken into account areas for customer improvement. 

  

 Benefits are: 

  

• Improved customer journey for customers declaring ‘No Licence Needed’. 

• Tone of communication to customers will be non accusatory 

• Website will be updated with the policy. 

• Improve operational processing 

• A change of name or address can be carried out against the No Licence Needed Claim, it 
can also be re-affirmed and cancelled. 

• A refresh letter will be sent out 8 weeks before expiry of the No Licence Needed Claim, if 
we don’t receive a response, a second refresh letter will be sent 4 weeks after the initial 
letter. 

• If we don’t receive a response to the second refresh letter, standard letters will resume 
after four weeks. 
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Updating Basic and Summary Classifications 

How to update Basic and Summary Classification 

Qdos users – 

Call Group: Licences. 
Call Reason: Premise Guard. 

Follow script for change summary classification. 
Businesses Summary Class: BUS. 

Remember - You are prompted to do this every time you set up a new licence or renew a 
licence. 

   

Lassy Users – 

ENFADD Screen. 
Business Basic Class: N. 
Summary Class: BUS. 

Note - It is important that you capture a name/title when a Business No Licence Claim 
(BNLC) is set up. 
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Scottish Tenements 

Scottish Tenements - AB and DD Postcodes 

When adding an address for an AB or DD postcode the following format must be used, 

for 3 flats or less per floor. If more than 3 flats use numbers instead of L-R-M 

How Address must be added to LASSY   Meaning 

G-L   GROUND FLOOR FLAT LEFT 

G-M   GROUND FLOOR FLAT MIDDLE 

G-R   GROUND FLOOR FLAT RIGHT 

      

1-L   FIRST FLOOR FLAT LEFT 

1-M   FIRST FLOOR FLAT MIDDLE 

1-R   FIRST FLOOR FLAT RIGHT 

      

2-L   SECOND FLOOR FLAT LEFT 

2-M   SECOND FLOOR FLAT MIDDLE 

2-R   SECOND FLOOR FLAT RIGHT 

      

3-L   THIRD FLOOR FLAT LEFT 

3-M   THIRD FLOOR FLAT MIDDLE 

3-R   THIRD FLOOR FLAT RIGHT 

There are also Tenements within, PA and KY post codes, but in limited numbers. The main 
concentrations are G, AB and EH. 
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Scottish Tenements - adding and amending 

Address structure info 

The procedures for adding/amending Scottish Tenement Addresses are below. 

The general rule is that all address(es) being built-on should conform to the CAVES/PAF 
format for that address. 

Notes 

Take care to put the indicators in the correct field exactly as per CAVES/PAF. 

  

If CAVES/PAF uses a dash or a '0' (zero) then you must use it as well. If, for example, 0/1 
has been quoted do not substitute with G/1 unless you build on an alias after the original 
build on. 

If the address you are adding is a flat or tenement and only the main, or front door, address 
is on PAF, then insert as per customer's notification and make a hierarchy link providing you 
have at least two flats. If you do not have two then build them on separately. If you have two 
and are not sure or if there are any more then leave the head of the hierarchy open. When 
all the flats/rooms/tenements are present then the head can be closed. 

If a Visiting Officer informs you that a block of flats is differently identified from the 
CAVES/PAF version, then amend the address(es) put on aliases . (This is partly because 
under Scottish Law prosecution address details must exactly match those shown on the front 
door of the person being summonsed). Please remember that a licence/dealer/pfu must be 
put against the alias ..otherwise we will still comb the main address 
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Scottish Tenements - EH Postcodes 

Address Structure Info 

WHEN ADDING ADDRESSES TO AN 'EH' POSTCODE THE FOLLOWING 
FORMAT MUST BE USED: 

Instances where a customer uses abbreviation 'PF', stands for Pavement and 
licences should be keyed into Ground equivalent. 

How Address must be added to LASSY   Meaning 

BF1   BASEMENT FLAT 1 OR LEFT 

BF2   BASEMENT FLAT 2 OR RIGHT 

      

GF1   GROUND FLOOR FLAT 1 OR LEFT 

GF2   GROUND FLOOR FLAT 2 OR RIGHT 

      

1F1   FIRST FLOOR FLAT 1 OR LEFT 

1F2   FIRST FLOOR FLAT 2 OR RIGHT 

2F1   SECOND FLOOR FLAT 1 OR LEFT 

Note 

If you were adding 25-1 for an EH postcode, the address is Flat 1 and 25 is the 
premise number. 

There are also Tenements within, PA and KY post codes, but in limited numbers. The main 
concentrations are G, AB and EH. 
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Scottish Tenements - G Postcodes 

Address Structure info 

When adding or amending tenements (a tenement being a maximum of four floors high) for 
a Glasgow (G) postcode, the following format must be used : 

How address is to be added to 
LASSY 

  Meaning     

0-1   Ground Floor Flat 1 
or 

  Ground Floor Flat Left 

0-2   Ground Floor Flat 2 
or 

  Ground Floor Flat 
Middle * 

0-3   Ground Floor Flat 3 
or 

  Ground Floor Flat Right 

0-4   Ground Floor Flat 4     

          

1-1   First Floor Flat 1 or   First Floor Flat Left 

1-2   First Floor Flat 2 or   First Floor Flat Middle * 

1-3   First Floor Flat 3 or   First Floor Flat Right 

1-4   First Floor Flat 4     

          

2-1   Second Floor Flat 1 
or 

  Second Floor Flat Left 

2-2   Second Floor Flat 2 
or 

  Second Floor Flat 
Middle * 

2-3   Second Floor Flat 3 
or 

  Second Floor Flat Right 

2-4   Second Floor Flat 4     

          

3-1   Third Floor Flat 1   Third Floor Flat Left 

3-2   Third Floor Flat 2   Third Floor Flat Middle * 

3-3   Third Floor Flat 3 or   Third Floor Flat Right 

3-4   Third Floor Flat 4     

*If the address you are adding only has two flats per floor, then example 0-2 will be 
Ground Floor Right not Ground Floor Flat Middle. 

Anything higher than Flat 3 is to be added as 0-4, 1-4, 2-4 etc. 

If the G-1 has been quoted then amend to show the address as 0-1. The general rule in 
Glasgow is there are no Gs …just a 0/1, 0/2 etc…this does not apply to AB and EH 
postcodes. 

There are also Tenements within, PA and KY post codes, but in limited numbers. The main 
concentrations are G, AB and EH.   
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 Unoccupied Addresses 

Date of Expected Occupancy Complex Scenarios 
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Date of Expected Occupancy Scenarios 
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Name appended mailings (Previously known as 
Electoral Roll) 

When an address is vacant we may send mailings using a name from external 
information. 

If you receive a call from a customer who has already informed TVL of their move and they 
receive a letter addressed to them at their old address, the Electoral Roll form should be 
used to stop any further letters. For Qdos users - the information to be able to complete this 
form is found via the ‘Electoral Roll’ route on Qdos.    

The Electoral Roll form needs to be fully completed; otherwise this causes a delay in getting 
the information sent to Proximity who remove the names from their database. 

The most important data Proximity require is the Address ID. 

Any forms received without the Address ID will be returned to the sender to complete 
correctly. 

If you are having problems identifying the Address ID, please see your Team Leader for 
advice. 
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Unoccupied Guards 

How to apply a UP Guard   

Lassy Users 
If a CFL licence or reference number is listed at the address the UP guard will only 
be successfully applied if both steps below are completed. 

If no licence or reference number is listed at the address, complete step B only. 

 Step A - Click on the UP soft key (You must be on either the G/ENQ or 
T/ENQ screens to do this) 

 Step B - Enter the callers addcode in ENFADD, then enter the relevant 
occupation date (Check that type of address = UP) 

If the process detailed above does not work, an Address Type restriction may be at the 
address. If the address is manually guarded, pass the details to the appropriate department. 
If the address is not manually guarded email the details to Customer Relations (tvl.customer-
relations@capita.co.uk) who will apply the guard. 

Advise the customer :- "You may receive a further letter within the next few weeks. Please 
ignore this as your details have now been amended accordingly." 

  

Qdos Users 
Select the appropriate length of time that the property will be unoccupied for on the 
appropriate script. 

[Redacted under section 31 (“law enforcement”) of the Freedom of Information Act] 

Advise the customer :- "You may receive a further letter within the next few weeks. Please 
ignore this as your details have now been amended accordingly." 
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Unoccupied Guards 

What to advise the customer 

"You may receive a further letter within the next few weeks. Please ignore this as your 
details have now been amended accordingly." 

If the customer is not given this information, it may cause an unnecessary call back. 
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Unoccupied Guards - When an address is empty 

How to apply a UP Guard   

Lassy Users 
If a CFL licence or reference number is listed at the address the UP guard will only 
be successfully applied if both steps below are completed. 

If no licence or reference number is listed at the address, complete step B only. 

 Step A - Click on the UP soft key (You must be on either the G/ENQ or 
T/ENQ screens to do this) 

 Step B - Enter the callers addcode in ENFADD, then enter the relevant 
occupation date (Check that type of address = UP) 

If the process detailed above does not work, an Address Type restriction may be at the 
address. If the address is manually guarded, pass the details to the appropriate department. 
If the address is not manually guarded email the details to Customer Relations (tvl.customer-
relations@capita.co.uk) who will apply the guard. 

Advise the customer :- "You may receive a further letter within the next few weeks. Please 
ignore this as your details have now been amended accordingly." 

 [Redacted under section 31 (“law enforcement”) of the Freedom of Information Act] 
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Unoccupied Guards 

Unoccupied or No Licence Needed claim - Important note 

An unoccupied guard of an appropriate length, following the guidelines, should be applied 
when customers inform that they do not have a set at a property because it is 
unoccupied/under renovation. 

The fact that the property is empty takes precedence over a No Licence Needed claim.
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Withdrawing Right To Access Property 

Dealing with Scottish WOIRA requests 

Withdrawal of Implied Right of Access (WOIRA) does not apply in Scotland 

Call centre advisors - Statement for reply to an Occupier of a Scottish address when 
WOIRA is claimed by phone 

I’m afraid we cannot accept your request to withdraw the right to visit. 

The withdrawal of the common law right for TV Licensing's officers to approach your 
property is not recognised under Scottish law.  We therefore reserve the right to visit your 
property should it become necessary to confirm the licensing situation. 

If the customer remains unhappy, you should suggest they write or email in with their 
concerns or follow the escalation procedure 

Back office and Complaint advisors- Glossary paragraph for inclusion in a complaint 
response when one element of the contact is about a WOIRA claim from a Scottish address 

I’m afraid we cannot accept your request to withdraw the right to visit. 

The withdrawal of the common law right for TV Licensing's officers to approach your 
property is not recognised under Scottish law.  We therefore reserve the right to visit your 
property should it become necessary to confirm the licensing situation. 
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Withdrawal of Implied Right of Access (WOIRA) 

The right of access they are withdrawing is a common law right of access to walk up to 
someone’s front door and knock on the door.  Requests can be made verbally or in writing. 

This does not apply in Scotland - for information about how to deal with this request for 
Scottish addresses click here 

How will I know if the customer wants to withdraw the implied right of access? 

It is possible that customers may be quite explicit when they call and may say, for example, 
“Never visit me again. They may also mention the following phrases and these may be used 
with the word ‘withdraw’, ‘revoke’ or ‘remove’: 

• Common law right of access 

• Common law right to visit 

• The right to visit 

• Implied right of access 

In addition to this, if they mention anything to do with "trespass" this will also qualify. This 
wording will be kept under review and updates provided as necessary. 

How to deal with a customer who withdraws the implied right of access? 

CALL CENTRE AGENTS 

Once you have identified a possible WOIRA request you will need to transfer the call to the 
Customer Support Team (CST).  All WOIRA requests must be processed by the Customer 
Support Team. 

If you are unable to transfer the call because the CST is not available, arrange for a callback 
by following the usual CST call procedure. CST callbacks are arranged by emailing the 
details of the customer/query to TVL - Customer Specialist Team [Detail removed – for 
internal use only].  Please put 'WOIRA' in the subject line of the email. 

If the customer refuses to be transferred you should ask them to confirm their address and 
encourage them to provide their name for data protection purposes so that we can be sure 
we are speaking to the correct person in the future.  If they refuse to provide their name the 
WOIRA can still be applied. Advise the customer that you will deal with their request. You 
should then email the CST, providing the date and time of the call and stating you have 
received a WOIRA request. The CST team will listen to the call and manage the customer’s 
request. Please put 'WOIRA' in the subject line of the email. 

What should I do if the customer also claims No Licence Needed (NLN)? 

If the customer also claims they are not using any TV receiving equipment, do not apply the 
NLN, include this information on your email. 

CAPITA INDIA 

If you receive a letter or email from a customer who is withdrawing the right of access to their 
property, you should redirect their correspondence to Customer Relations. Do not reply 
directly to the customer. 

What should I do if the customer also claims No Licence Needed (NLN)? 
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If the customer also claims they are not using any TV receiving equipment, do not apply the 
NLN, include this information on your email. 

CUSTOMER SUPPORT TEAM ONLY 

If you handle a transferred call from a customer, who has stated they are withdrawing the 
right of access, you must complete the TVL – WOIRA Request Outlook form, which can be 
found in Microsoft Outlook. 

 Select ‘File’, 

 Select ‘New’, 

 Select ‘ Choose form’. 

 From the pop up list, select TVL – Woira Request. 

 Complete the form 

After you have completed the form, you need to advise the customer that a letter will be sent 
to the address given to confirm the information they have provided.   

CST ONLY - WHAT SHOULD I DO IF THE CUSTOMER ALSO CLAIMS NO LICENCE 
NEEDED (NLN)? 

If the customer also claims they are not using any TV receiving equipment, do not apply a 
NLN. Instead, you should include this information on the Outlook form and Customer 
Relations will process this action. 

CUSTOMER RELATIONS ONLY 

When you receive a completed Multi Form from the Customer Support Team, you must 
process it as per the process for WOIRAs received by Whitemail. Send the WOIRA letter to 
confirm that this has been completed using the licence number or the NLN number as the 
reference.  This should be quoted by the customer if they wish to contact us in the future.  If 
requested, the NLN should also be created. 

If a customer with an existing WOIRA contacts us wishing to change their address the 
existing WOIRA can be removed and reapplied to the new address. 

  



 

 

Blind Information 

Alternative Format 

Alternative Format - Main Menu 

Choose a topic from the selection below and click on the relevant image. 

Don't worry if you select the wrong one, there is a link at the bottom of each page which you 
can click to return to this menu. Scroll down to see all the options available. 
  

 

Alternative Format - Telephone Requests (Licence holder). 
Click the picture for more information. 

 

Alternative Format - Telephone Requests (3rd party). Click the 
picture for more information. 

 

Alternative Format - Services Supported. Click the picture for 
more information. 

 

Alternative Format - Requests by letter or email. Click the 
picture for more information. 

 

Alternative Format - External address of team and other useful 
information. Click the picture for more information. 



 

 

Alternative Format - Other Information 

Other Information 

The external address is :  Braille/Large Print Group, Darlington, DL98 1TL 

Although the group is called the Braille/Large Print Group, please be aware that not all 
requests for alternative formats are from people registered blind. 

IMPORTANT 

If you see a licence and that a Duad and the Contact address (catc screen) is Alternative 
Format Group, please do not make any amendments to the licence. Please contact the 
Policy Group on via a Multi form. 



 

 

Alternative Format - Requests by letter or email 

Written Requests 

Any written requests received from customers for documents in a different format should be 
directed via the appropriate category on Smart Agent or to the Policy Group, Bristol, even if 
the alternative format requested is not one of the ones listed. 

IMPORTANT 

If you see a licence on Lassy or Qdos and the address says 'Alternative Format' or 
'Alternative Format Welsh', please do not make any amendments to the licence. Please 
contact the Policy Group using one of the methods listed above. 

  

  



 

 

Alternative Format - Services Supported 

TV Licensing is able to provide its services in a different format if requested. 

TV Licensing is able to support requests for documents in the following alternative 
formats: 

 Braille 

 Large Print 
 Audio 

 Email 
 Computer Disk 

  

IMPORTANT 

If you see a licence on Lassy or Qdos and the address says 'Alternative Format' or 
'Alternative Format Welsh', please do not make any amendments to the licence. Please 
contact the Policy Group using a Multi form. 

  



 

 

Alternative Format - Telephone requests 

Telephone Requests 

Some customers who request correspondence in large print, may have special software on 
their PC which makes information received viewable in large font. If a customer requests 
large print, ask the customer if they use a PC with this software. If so, you should initially 
recommend that the customer goes online to http://tvlicensing.co.uk and registers to receive 
their TV Licence documentation by email. 

Check the customer care history to see if there is already a request in place before 
completing the Reasonable Adjustment form. 

If this is a new request please fill out the Reasonable Adjustment form available on Outlook: 

Tools > Forms > Choose Form > TVL – Reasonable Adjustment Request 

The customer will then be contacted directly to discuss the request further. 

Important - Please include what alternative format is required. Please also indicate if this 
request is for a one-off item or if it will be required on an ongoing basis. 

If you have sent a licence or letter to the customer during your phone call, please advise the 
customer that this has been sent and they should ignore it as the document will be resent in 
their preferred format within 10 days.  

IMPORTANT 

If you see a licence on Lassy or Qdos and the address says 'Alternative Format' or 
'Alternative Format Welsh', please do not make any amendments to the licence. Please 
contact the Policy Group using Multi Form. 

  



 

 

Alternative Format - Telephone requests (third party) 

Alternative format requests (e.g. Braille, Large Print) should come from the licence holder. If 
this is not possible due to a disability, the request can be accept if the caller gives the 
following information : 

 The licencee's name, address AND licence number   
 Their own name (which should be recorded in Customer Contacts or Care) 
 Confirms that the licence holder is unable to make the request 

Remember personal data must not be disclosed to the caller. 

Check the customer care history to see if there is already a request in place before 
completing the Reasonable Adjustment form. 

If this is a new request please fill out the Reasonable Adjustment form available on Outlook: 

Tools > Forms > Choose Form > TVL – Reasonable Adjustment Request 

Important - Please include what alternative format is required. Please also indicate if this 
request is for a one-off item or if it will be required on an ongoing basis. 



 

 

Blind Business Guidelines 

Blind Concession Guidelines - Main Menu 

Choose a topic from the selection below and click on the relevant image. 

Don't worry if you select the wrong one, there is a link at the bottom of each page which you 
can click to return to this menu. Scroll down to see all the options available. 
  

 

Processing Payments for a Blind Licence. Click the picture for 
more information. 

 

Call Centre Blind Card Payments (additional information). Click 
the picture for more information. 

 

Blind Payment Amounts. Click the picture for more information. 

 

Blind Concession Guidelines - Background. Click the picture for 
more information. 

 

Blind Concession Guidelines - Blind Concession Group. Click 
the picture for more information. 

 

Blind Concession Guidelines - Blind 'markers'. Click the picture 
for more information. 

 

Blind Concession Guidelines - Change of Name. Click the 
picture for more information. 



 

 

 

Blind Concession Guidelines - Eligibility. Click the picture for 
more information. 

 

Blind Concession Guidelines - Over 74 Short term licence. 
Click the picture for more information. 

 

Blind Concession Guidelines - Proof. Click the picture for more 
information. 

 

Blind Concession Guidelines - Refund policy. Click the picture 
for more information. 

 

Blind Concession Guidelines - VO proof. Click the picture for 
more information. 



 

 

TVL Blind Concession Operational Guidelines 

Background 

Following recommendations made in the Davies Report in February 2000, the chancellor 
announced plans to introduce a 50% concession to licence holders who are registered as 
blind/severely sight impaired. The 50% concession came into effect on the 1st April 2000. 

Partially sighted customers are not eligible for the concession. 



 

 

TVL Blind Concession Operational Guidelines 

Blind Concession Groups Address 

Blind Concession Group, TV Licensing, Darlington. DL98 1TL. 

  



 

 

TVL Blind Concession Operational Guidelines 

Blind Markers 

There are 3 different types of blind marker 

BLIND/V   

Individual confirmed as blind and the named licence holder has the concession. 

BLIND/R   

This means that the licence has been registered blind in the past but is no longer registered 
as blind. To change a BLIND/V to BLIND/R, the name of the licence holder must be changed 
in respect of a CFL licence. 

The usual reason for a change of this type is the death of the licence holder. To amend the 
details on a Direct Debit licence DO NOT cancel the Direct Debit if a spouse/partner is 
continuing with the licence, simply change the name and email the TVL Helpdesk to remove 
the blind marker. 

The Direct Debit can then be re-started as normal. As with over 75 licences, a deceased 
licence holders family are covered by the blind licence until expiry as long as they are 
registered at the same address. 

BLIND/N   

This means that the licence has been registered as blind and the concession will take effect 
from the NEXT licence. This will only apply to Direct Debit licences and is virtually never 
used. 



 

 

TVL Blind Concession Operational Guidelines   

Change Of Name Policy 

The existing change of name policy does not apply for blind/severely sight impaired 
customers who are applying for a Blind Concessionary Licence. Requests to change the 
name on a licence during the application process can be done immediately providing the 
relevant blind certificate evidence is seen; this can only be processed by the Blind 
Concession Group within the Correspondence Department. 

This policy only applies to blind/severely sight impaired customers. 

If a change of name is required on an existing Blind Licence that has a Blind/V marker, the 
normal change of name guidelines apply. However, a valid change when customer already 
has a blind licence must be directed to the Blind Concession Group via a Multi form. 



 

 

TVL Blind Concession Operational Guidelines 

Eligibility 

The concession enables all registered blind/severely sight impaired individuals to benefit 
from a 50% reduction in the full cost of a TV Licence at any place or places that they are 
resident at. 

The individual has to prove their entitlement to the concession, by sending in a copy of an 
acceptable form of proof with a covering letter of explanation. 

It is vital that in all cases the individual is registered blind/severely sight impaired, not 
partially sighted/sight impaired. People registered as partially sighted/sight impaired do not 
qualify for this concession. 

Entitlement 

Sighted members of the licence holder's family will gain cover for the use of television by a 
blind licence holder if they live at the same address. 

The person who is registered blind/severely sight impaired must be named on the licence, 
irrespective of their age. 

A customer may hold a blind licence for a separate address/holiday home etc, as long as 
they reside at the home and holiday addresses. 

If the customer becomes registered as blind/severely sight impaired part way through their 
current licence, they are entitled to a pro rata refund which includes the month that they were 
registered providing that the necessary documents have been seen. 

  



 

 

Blind short-term licences 

Who can apply for Blind short term licence? 

A Blind short term licence can only be purchased for one individual who is registered blind / 
severely sight-impaired and over 74. (click here for ways to pay) 

It can not be purchased if there is one individual who is registered blind / severely sight-
impaired but not over 74 and another that is over 74 but not registered blind or severely 
sight-impaired. 

How can an individual who is registered blind and over 74 purchase a Blind short-
term licences? 

If the customer is already registered for the Blind concession with TV Licensing, click here 
for how a Blind short-term concessionary fee licence can be purchased. 

If the customer is not registered for the Blind concession with TV Licensing, they must send 
an appropriate copy of proof of their blind / severely sight-impaired status with a covering 
letter to register (see link to Blind Concession Operational Guidelines - Proof  below). 

What to do when an application for Blind short term licence is received 

All requests for a Blind short term licence must be checked, to ensure that the person who is 
registered blind / severely sight-impaired is also over 74. 

If it is identified that the application is based on two people, one of whom is Blind 

and the other being 74 years of age at the same property, they must be advised of the 
options available to them and how much each option would cost. They can then choose 
which is best for them. 

The two options are: 

• The person who is 74 can buy a Short Term TV Licence (full fee). 

• The person who is registered blind can buy a Blind Concession TV Licence (12 months 
licence), and give the details of the person who is 74 (name, date of birth and National 
Insurance Number) to registered them for a Free Over 75 Licence. 

In both cases you must ensure that the licence holder’s name is correct for the type of 
licence being purchased. 

Partially sighted/ sight impaired people do not qualify for any Blind concession; they 
will need the buy a short term licence. 

  



 

 

TVL Blind Concession Operational Guidelines 

Proof 

In order to grant this concession, the Communications (Television Licensing) Regulations 
2004 (as amended) require that we are provided with a photocopy of one of the following: 

1. A certificate or other document issued by or on behalf of a local authority in Great 
Britain showing the applicant is registered blind (see note A below); 

  

2. A certificate or other document issued by or on behalf of the DHSS in the Isle of 
Man showing the applicant is registered blind; or 

  

3. A certificate signed by an ophthalmologist (CVI or BD8 (1990). 

  

Important - If a customer has already provided evidence for a blind concession that 
has been verified and is showing on the system they don’t have to provide it again. 

This includes when the licence has been cancelled for whatever reason. 

  

Note A 

A person may establish their entitlement to the blind concession for a television licence by 
administrative means irrespective of the particular manner in which the authorities 
concerned choose to administer their registration schemes for blind people. 

  

The new wording is intended to be more flexible to allow for varieties of administrative 
practice in this area (for example, outsourcing).   

  

This means that a copy of a certificate or document issued by an organisation, and stating 
that it maintains the register on behalf of an Authority is acceptable as evidence. 

  

The Regulations define ‘blind’ for the purposes of granting the blind concession, as meaning 
that the person concerned is so blind as to be unable to perform any work for which eyesight 
is essential. 

  

The following will help with decision making when you receive an application for the blind 
concession. 

  

To qualify for the concession, the certificate must state that the applicant is registered blind 
or severely sight impaired.   



 

 

  

Certificates stating that the applicant is partially sighted or sight impaired do not qualify and 
must be rejected.  The BCG4 or BCG4L Glossary letter can be used in these instances. 

  

  

Type of certificate or other document 
showing that the applicant is 
registered as blind with the local 
authority or DHSS (Isle of Man only) 

Additional confirmation 
required 

Accept 
or reject 

1 
Copy of certificate or other document 
issued by a local authority 

None Accept 

2 
Copy of certificate or other document 
issued on behalf of a local authority 

As long as it states it is working 
on behalf of or maintaining the 
register on behalf of the 
authority, no other confirmation 
needed. 

Accept 

3 
Copy of certificate of Visual 
Impairment (CVI) – signed by an 
ophthalmologist 

None Accept 

  

The Regulations state that the blind concession can be granted where it shows that a person 
is registered as blind by means of a certificate or other document issued by or on behalf of— 

(i) a local authority in Great Britain, or 

(ii) a Health and Social Services Trust in Northern Ireland, or 

(iii) the Department of Health and Social Security for the Isle of Man; or 

  

by way of a certificate or other document issued by or on behalf of the authority concerned; 
or 

provide evidence that they are blind by way of a certificate signed by an ophthalmologist. 

  

Please ask customers to send copies of documents to: 

The Blind Concession Group 

TV Licensing, 

Darlington. 

DL98 1TL 

  

If there is any doubt about the evidence provided and whether it is acceptable, please 
consult with Policy & Communications.  



 

 

Address for correspondence 

The Blind Concession Group, TV Licensing, Darlington. DL98 1TL. 

We can also accept evidence that may be in the form of a patients copy of the 
Certificate of Visual Impairment (CVI) or a BD8, as long as it is signed by an 
ophthalmologist. 

We always need to see proof prior to issuing a Blind concessionary licence, as we are 
obliged to demonstrate to the Licensing Authority that we are doing all that we can to 
avoid the mishandling of public money. 



 

 

TVL Blind Concession Operational Guidelines 

Visiting Officer (VO) Proof 

When a VO calls to set up a new Blind Concessionary licence: 

 Confirm with the VO that the customer is registered blind or severely sight impaired 

 Make a note in 'Care' (Lassy users) or 'Customer contacts' (Qdos users) that the 
officer has verified the status of the customer. 

If dealing with the VO within office hours (08:30 until 17:00): 

 Contact the Blind Concessionary team using speed dial *01208 

 Explain the scenario and transfer the VO to them when requested 

 VO's are the only people that should be transferred. Under no circumstances should 
customers be transferred. 

If dealing with the VO outside of office hours, complete a multi form and include all of 
the following information: 

 The exact name with title and initials of the customer 

 The address where blind concession is required 

 The telephone number of the customer 

 What type of proof was confirmed as seen by the VO 

 The date that the customer was registered blind or severely sight impaired. 

 When all of this information has been recorded on the multi form, send it to 'Corres', sub 
department 'Blind Concession'. The customer will be contacted by a member of the blind 
concessionary team within five working days who will set up the licence. 

If the VO states that the customer has requested future communication from TVL in a 
different format, the format should also be recorded on the Multi Form. 

When a VO calls to renew a previously issued Blind Concessionary licence: 

If the licence is already showing as a 'blind licence (blind/v)', click on the method of payment 
for instructions (remember to put a note in Customer Contacts or Care explaining that a VO 
called to renew the licence): 

Direct Debit 

Credit or Debit Card 

Cheque 

CEE, MCP or Savings Card 

Cash at PayPoint 

Notes for the Blind Concession Group 

The Blind Concession Group should issue a blind licence in the name of the person that 
proof has been viewed for once payment for the licence has been received, or arranged if 
paid by Direct Debit, in cases where proof has been viewed by a VO. The Blind Concession 
Group should not make further requests for proof, unless there is any doubt over the correct 
name. 



 

 

Blind payment amounts 

Click here to view the document. 
  

  



 

 

Call Centre Blind Card Payment Process 

Renewals only 

If a customer states that they wish to pay by debit or credit card for a blind concessionary 
licence, ensure that the licence has been verified and displays a Blind V marker. Your 
system will automatically take the correct payment. 

Step 1 - Ensure you check the licence has been verified as Blind (Blind V) and if you are 
Lassy user ensure that you are in T/Enq 

Step 2 - Ensure that you have the correct licence showing 

Step 3 - Process the payment. 

For all other blind issues or blind markers (Blind R and Blind N), send a multi form to 
'Corres', sub-department 'Blind concession', stating a full description of the issue and 
requesting that the customer is contacted. Ensure that a daytime contact telephone number 
is obtained from the customer and stated on the form. 



 

 

Blind Concession Purchase & Renewal 

Blind customers who wish to buy their first blind concession TV Licence must first send in 
a photocopy of their blind card/certificate or other document issued by their ophthalmologist 
confirming their status. 

For Customers already verified as Blind (showing as Blind/V) on Lassy and who wish to 
renew their TV Licence, below details the action/s required for each renewal method. 

Remember: 

 Lassy users - you must be in T/Enq at the start of the process. It will not work if you 
are in G/Enq. 

Select the type of licence and method of payment from below: 

New Blind Licence - Direct Debit 

New Blind Licence - Credit or Debit Card 

New Blind Licence - Cheque 

New Blind Licence - Cash at PayPoint 

New Blind Licence - CEE, MCP or Savings Card 

Blind Renewal - Direct Debit 

Blind Renewal - Credit or Debit Card 

Blind Renewal - Cheque 

Blind Renewal - Cash at PayPoint 

Blind Renewal - CEE, MCP or Savings Card 

  



 

 

Blind FAQs 

Blind FAQs - Main Menu 

Choose a topic from the selection below and click on the relevant image. 

Don't worry if you select the wrong one, there is a link at the bottom of each page which you 
can click to return to this menu. Scroll down to see all the options available. 
  

 

Blind FAQ - Do I need a licence for a sound only receiver? 
Click the picture for more information. 

 

Blind FAQ - How can I pay for a blind licence? Click the picture 
for more information. 

 

Blind FAQ - How do I prove I am eligible? Click the picture for 
more information. 

 

Blind FAQ - How many blind licences can a person have? Click 
the picture for more information. 

 

Blind FAQ - How much does a blind licence cost? Click the 
picture for more information. 

 

Blind FAQ - Is there an age limit? Click the picture for more 
information. 

  

 

Blind FAQ - What happens if a person with a Blind Concession 
dies? Click the picture for more information. 



 

 

Blind FAQ 

What happens if a person with a Blind Concession dies? 

If a licence has a blind concession applied and the licence holder is deceased, do not 
change the name because it does not cancel the concession and the renewal would go out 
in the new licence holder’s name with the concession.   

Send the details through to the Blind Concession Department on a Multi Form via Qdos.   

Do not sell the customer a new licence unless the original has already expired and a Gone 
Away can be actioned, therefore cancelling the concession. 

Important : This is only for CFL licences.  All Direct Debits licences need to be passed to 
the Blind Department. 

  



 

 

Blind FAQ 

Do I need a licence for a 'sound only' receiver? 

As a 'sound only' receiver uses radio frequency signals to transmit the programme content, 
and does not contain any components used within television receiving equipment, a licence 
is not required. 

The Royal National Institute for the Blind (RNIB) usually supply the 'sound only' receiver but 
is not the only supplier. 

In a situation where any digital box is connected to a TV  to listen to the radio, provided the 
user does not watch  or record any live television broadcasts, no licence would be required 
and a No Licence Needed Claim should be set. 

RNIB Help Line 

The RNIB help line is a direct line to the support, advice and products from RNIB and Action 
for Blind People to remain independent.  The RNIB can put customers in touch with the 
people, services and organisations there to help, both locally and nationally, including 
voluntary groups and support from social services. 

RNIB help line Telephone: 0303 123 9999 (Open Mon – Fri 08:45 to 17:30) 

RNIB Email: helpline@rnib.org.uk 

  



 

 

Blind FAQ 

How can I pay for a blind licence? 

Customers can pay by all TV Licensing's accepted payment methods. 

  



 

 

Blind FAQ 

How do I prove I am eligible? 

 Customers must send their documentation to TV Licensing, click here to see what 
proof is acceptable 

 When an additional licence is required, a certificate needs to be provided again. 

 Where the blind licence holder changes name, a certificate needs to be provided 
again. 

  



 

 

Blind FAQ 

How many blind licences can a person have? 

There is no limit to the number of blind licences a person can have. However to be accepted 
for a blind licence at an address, the applicant must reside at the address. 

  

  

  

  

  

  

  



 

 

Blind FAQ 

How much does a blind licence cost? 

The blind concession is a 50% concession on the current issue fee which can be applied for 
at any time during the licence year. It came into force on 1st April 2000. 

For a licence paid by quarterly Direct Debit, the £5 charge is halved to £2.50. 



 

 

Blind FAQ 

Is there an age limit? 

There is no upper or lower age limit for this concession. 

  



 

 

Blind Payment Options 

Blind Licence Renewal 

Renewal (Blind) - Cash at PayPoint 

Send a multi form to the Blind Group and request a form to be sent for customer to renew at 
PayPoint. 

  



 

 

Renewal (Blind) - TV Licensing Payment Card and 
TV Licensing Savings Card 

Customer to be transferred to/or to contact TVL Cash. 



 

 

Renewal (Blind) - Cheque 

Ask customer to send a cheque to TV Licensing. 

  

  



 

 

Renewal (Blind) - Credit or Debit Card 

Credit/Debit Card - For full details of this process click here . 



 

 

Renewal (Blind) - Direct Debit 

Direct Debit -  Process this as normal. Make sure the blind V marker is showing before you 
process the renewal. 

For Lassy users ensure the payment is taken in T/enq for the correct amount to go through 
the system. 

For a licence paid by quarterly Direct Debit, the £5 charge is halved to £2.50. 



 

 

New Blind Licence 

New Licence (Blind) - Cash at PayPoint 

Customer must initially send a copy of their Blind Certificate  or equivalent to TV Licensing. 
When this is received the customer will be sent a form to take to a PayPoint outlet. 



 

 

New Licence (Blind) - TV Licensing Payment Card 
and TV Licensing Savings Card 

Transfer customer to TVL Cash or ask customer to contact TVL Cash. (TVL Cash will 
request proof from the customer). 



 

 

New Licence (Blind)- Cheque 

Customer must send a copy of their Blind Certificate or equivalent to TV Licensing and 
include a cheque made payable to 'TV Licensing' with their proof. 



 

 

New Licence (Blind) - Credit or Debit Card 

Customer must send a copy of their Blind Certificate  or equivalent to TV Licensing with a 
indication that this is how they want to pay. Ask the customer to include their contact 
telephone number so we can contact them and obtain their card details once the proof has 
been received. 



 

 

New Licence (Blind) - Direct Debit 

Send the customer a standard DD mandate for their chosen scheme. DO NOT send a 
verified Blind DD mandate. Customer must send a copy of their Blind Certificate or 
equivalent  to TV Licensing with the mandate. 

For a licence paid by quarterly Direct Debit, the £5 charge is halved to £2.50. 



 

 

Call Channels, Prompts, Outcomes and similar 

Call Log - work that does not need to be recorded 

The following categories of work will NOT be required to be recorded in Call Log – this is due 
either to its source or potential outcome. 

  

 Address Structure 

 Alternative Format (but only where there has been NO customer contact) 

 CLC (but only where issue, new applications and reviews come from local 
authorities) 

 Bank Amendments (except where IVR) 

 Call Log SmartAgent queues 

 Cash Easy Entry (CEE) 

 Complaints 

 DDI Rejects 

 DDI (bulk keying) 

 Debit and Credit Card (DCC) 

 Dealers 

 Deceased 

 Diplomats 

 Flossy updates and pre-registration of Licences 

 Gone Away 

 Hotels and Company Group Licences 

 IVR DTMF 

 Licence Issue 

 Over 75’s (except Correspondence) 



 

 

Call Log - work that must be recorded 

The following list seeks to summarise all other categories of work where the recording of the 
customer’s telephone number & the outcome of the query / contact in Call Log is required:- 

  

• Alternative format (where the communication has come in direct from the customer) 

• Bank Amendments (via IVR) 

• Blind (where the communication has come in direct from the customer) 

• CLC Correspondence (where the communication has come in direct from the customer) 

• CLC Refunds (where the communication has come in direct from the customer) 

• Correspondence 

• Correspondence Change of Address (COA) 

• DCC Correspondence 

• E-Mails 

• Over 75’s Correspondence 

• Refunds 

• WEB 

  

NOTE:-  If a Category of work is not mentioned elsewhere within this work instruction, then 
unless advised to the contrary Call Log recording will be required. 

  



 

 

Channels 

Telephone (T) 

Action generated by inbound telephone call. 

Written (default setting) (W) 

Action generated by correspondence. 

Outbound   (O) 

Action generated by outbound call. 

Internet  (I) 

Action generated by email. 

IVR  (V) 

Action generated by transcription of a message left on IVR. 

Auto Help-Line  (H) 

Customer has abandoned Auto-Help Line route. 



 

 

Outcomes 

The allowable values for Outcomes depend on the Reasons selected.   All the Outcomes 
starting with # relate to the automatic production of forms by Call Log, personalised for each 
customer, which are directed to the relevant specialist group when the call centre operator 
can not complete the Lassy update at the time of taking the call (due to Lassy either not 
being available or the operator not having the necessary access privileges).   

[Redacted under section 31 (“law enforcement”) of the Freedom of Information Act] 

Call Transferred 

A customer calling to apply for a TV Licensing Payment Card (weekly or monthly) and has 
been transferred to iQor.  This Outcome can also apply to calls transferred to a multi-skilled 
operator / Regional Field Centre. 

Adamant Refusal To Pay 

A customer has stated that they refuse to buy a licence. 

General Enquiry 

The customer's enquiry has been satisfactorily answered. 

No Set, Formal Statement Given 

The customer has given an assurance that they do not have a TV set. 

Gone Away 

Customer contact regarding a customer who has gone away has successfully update Lassy. 

Unoccupied Guard 

Customer contact regarding an address, which is unoccupied has successfully updated 
Lassy. 

Licence Extended Payment Plan  (LEPP) 

Customer contact regarding the Extended Payment Plan. 

#Address Structure Amendment 

A customer requires an amendment to the detail of their address, which the staff member 
cannot deal with (Call Log produces a form with the necessary details for action by the 
Address Structure Centre). 

#Bank Amendment 

A customer's request for their Direct Debit bank details to be amended, could not be 
processed on-line (Call Log produces a form with the necessary details to be actioned when 
Lassy is available). 



 

 

#Cust Claims Card Payt Made 

A customer has claimed to have purchased a licence as a consequence of a debit / credit 
card payment via Capita or via the TVL website, but there is no record of the licence on 
Lassy (Call Log produces a form with all the necessary details to be actioned by the 
appropriate team). 

#Licence Held Claim Form 

A customer has claimed to have purchased a licence at a Post Office counter / PayPoint, but 
there is no record of the fact on Lassy (Call Log produces a form with all the necessary 
details to be actioned by the Investigation Duty.   

#Tel DD Manual Data Capture 

A customer's application to pay for their request by Direct Debit could not be processed on-
line  (Call Log produces a form with the necessary details to be actioned when Lassy is 
available). 

#Multi Form   

A customer has requested: 

 a Multiple Licence application form 
 a duplicate licence 
 an Over 75 monochrome licence to be upgraded to colour. 
 an action where the address concerned is manually guarded or not available; & 
 an Over 75 licence needs to be moved into a BS98 dump address as the licensee 

concerned has died / been moved into residential care home or similar, and the 
licence is not required by a remaining family member. 

#Debit / Credit Card Manual Data Capture 

A customer has contacted us to purchase a licence using their credit / debit card, when 
Lassy is not available (Call Log produces a form with all the necessary details, to be 
processed when Lassy is available). 

#Over 75 Deceased   

A customer has contacted us to inform us that an Over 75 licensee has died (Call Log 
produces a form with all the necessary details, to be processed by the Over 75 Team).     

#Over 75 Manual Data Capture 

An over 74 year old customer has applied for an Over 74 short term licence (Call Log 
produces a form with all the necessary details for the application to be processed by the 
Debit / Credit Card support group). 

#Tel Acceptance Over 75 

A customer has contacted us to apply for an Over 75 licence which the call centre operator 
licence cannot process (Call Log produces a form with all the necessary details, to be 
processed by the Over 75 Team). 



 

 

Refund 

A full / part refund has been given. 

Forwarded Complaints 

A call / item of correspondence has been forwarded to the Complaints Team for action 

Forwarded Back Office 

A customer enquiry etc., has been forwarded to another Back Office team for action. 

Send Letter 

A written response has been sent to the customer. 

Query Resolved   

A customer's query has been successfully answered. 

Sent To Pending   

Used when an item of work cannot be completed at the time of the due to system 
constraints, and the item is passed via a pending  form for completion at a later date. (Not a 
DD licence sale) 

Sent To Pending New DD Sale 

Used when an item of work cannot be completed at the time of the due to system 
constraints, and the item is passed via a pending form for completion at a later date. (DD 
Licence sale only) 

Update Complete 

The changes requested by the customer have successfully been applied to Lassy. 

Call Transferred 

A customer calling to apply for a TV Licensing Payment Card has been transferred to iQor. 
 This Outcome can also apply to calls transferred to a multi-skilled operator / Regional Field 
Centre. 

Details Incorrect, Customer Calling Back 

A customer calling to set up a Direct Debit or amend their existing licence details has 
promised to call back as the details quoted were not correct (e.g. failed Lassy bank account 
validation etc.,). 

Details Accepted 

The customer has been successfully set up for a Direct Debit payment scheme. 



 

 

DD Not Suitable 

The Outcome of the call is that the customer has stated Direct Debit is not a suitable 
payment method for them. 

BPI Sent   

The customer has been sent a Bank Payment Instruction. 

No Sale, Options Explained 

The available Direct Debit schemes have been explained to the customer, but they have not 
made a decision to join one at the time of contact. 

Acc Holder To Call Back 

It has been identified that the caller is not the account holder & the account holder is not 
available at the time of contact.   

Declined, Letter Sent   

A customer’s application to purchase a licence by debit or credit card has been declined. 
The customer is being sent a letter because the transaction was not carried out with the 
customer on the phone.   

Accepted, Proceed to Payment   

The Over 74 year old's application has been successfully set up on Lassy and the card 
payment is to be called for. 

Telephone Number Given 

The customer has been given iQor's telephone number. 

Call Transferred 

The operator has transferred the caller to an iQor operator.   

Bank Details Failed 

Incorrect bank details have prevented an Initial Payment Direct Debit being processed. 



 

 

Prompts 

Call Centre and Customer Administration agents must no longer ask 
customers 'What prompted you to call?' Instead, you should select 'Letter'.  

Letter 

A customer identifies that they were prompted to contact us as a consequence of having 
received a letter (the operator does not need to identify the letter type as this will be 
recorded in CMDW).   

The previous now redundant options are: 

House Move 

A licensee has contacted us to inform us of a change to their address.   

TV Trail 

A customer identifies that they were prompted to contact us as a consequence of having 
seen a TVL advertisement on the TV. 

Field Visit 

A customer identifies that they were prompted to contact us a consequence of having had a 
visit by an enquiry officer. 

Telephone Message 

A customer identifies that they were prompted to contact us as a consequence of a message 
left by a TVL operator. 

Radio Trail 

A customer identifies that they were prompted to contact us as a consequence of having 
heard a TVL advertisement on the radio. 

Press (selection of Press will result in the display of two options): 

a) Newspaper / Magazine Press Coverage 

a) A customer identifies that they were prompted to contact us as a consequence of Press 
Coverage, having seen a TVL related article in a Newspaper or magazine. 

b) Newspaper / Magazine Advert 

b) A customer identifies that they were prompted to contact us as a consequence of Advert, 
having seen a TVL advertisement in a Newspaper or magazine. 

Internet (selection of Internet will result in the display of two options): 



 

 

a) TVL Web Site 

A customer identifies that they were prompted to contact us as a consequence of having 
viewed the TVL Web site. 

b) Other Web Site 

A customer identifies that they were prompted to contact us as a consequence of having 
viewed a Web site other than the TVL Web site. 

Other 

A customer has been prompted to contact us for a reason not covered by any of the prompts 
listed above. 

Poster 

A customer identifies that they were prompted to contact as a consequence of having seen a 
TVL Poster. 

Student 

A customer identifies that they are a student. Viewed the TVL Web site. 

Hot Spots 

A customer identifies that they were prompted to contact as a consequence of Hot Spots 
campaign activity. 

Enquiry Officer Call 

Used as a consequence of receiving contact from a TVL enquiry officer. 

Recorded Delivery 

A customer identifies that they were prompted to contact as a consequence of receiving 
reminder / enquiry letter sent by recorded delivery. 

Outbound 

An Outbound agent has created a Call Log record for a sale / Lassy amendment as a 
consequence of an Outbound Call. 

Licence by email 

A customer contacts TV Licensing with a query that has arisen due to the 'licence by email' 
service 

  



 

 

Reasons 

General Enquiry 

A customer identifies that they are making a routine enquiry. 

Change Of Details 

A customer has contacted us to change the name / address recorded against their 
TV Licence. 

Change Of Payment Scheme 

A customer has contacted us as a consequence of wanting to change their method 
of paying for their TV licence (change of DD scheme etc). 

Renewal 

A customer has contacted us to renew their TV licence. 

Application 

A customer has contacted us to buy a new licence. 

Over 75 

A customer has contacted us to apply for an Over 75 licence / make an Over 75 
related query. 

Refund 

A customer has contacted us to apply for a part / full refund of their TV licence. 

Unoccupied 

A customer has contacted us to make an Unoccupied Premises claim. 

Request For Information 

A customer has contacted seeking TVL related information. 

No Set 

A customer has contacted us to make a claim that no TV is installed at their address. 

Direct Debit Cancellations 

A customer contacts us to cancel their DD scheme membership. 



 

 

Name/Telephone Number Captured 

Usually used as a consequence of an enquiry office contacting us to register a customer's 
name / telephone number. 

Licence Held In Different Name 

Used when a customer receives a reminder / dealer notification enquiry letter in a different 
name to their name & informs us that a TV licence is held by their partner etc., in a different 
name. 

Gone Away 

Used when a customer contacts us to let us know that an addressee for a TVL 
mailing etc. has gone away. 

Complaint 

Used when a customer contacts TVL to make a complaint. This Reason should 
always be followed by the selection of a Secondary Reason to identify the cause for 
complaint. 

Cross Over Mailings 

Used when a customer receives a further mailing after an action has taken place 
correctly, and the mailing could not be stopped. 

Deceased 

Used when we are notified that a licence holder is deceased. 

PayPoint Location Finder 

A customer has contacted us to find out the location of their nearest PayPoint 
outlet.    

PayPoint Error    

A customer has contacted us because of an error made by a PayPoint Outlet with the issue 
of their TV licence. 

Post Office Closure 

A customer has contacted us because they are unhappy that they can no longer buy their 
TV licence at a Post Office. 

Change of Bank Detail 

Used when a customer changes bank details on an existing Direct Debit. 

Clear Unpaid 



 

 

Used when a customer uses a debit or credit card to clear an unpaid Direct Debit and 
continues to pay by Direct Debit. 

DSHS Validation 

Used when a Carillion Energy Services (formally Eaga) agent contacts us for 
TV Licence at address confirmation 

DSHS Customer Enquiry 

A customer contacts with a query related to the Digital Switchover Help Scheme. 



 

 

Secondary Reasons 

Complaint - selection of "Complaint" will display the options for various types 
of complaint. 

None 

This is the default value when customer contact does not involve a complaint. 

Previous Customer Request Not Actioned 

When a customer advises that they have previously contacted us, but their original 
request has not been processed. 

Refund Policy 

A customer has complained about the TVL Refund policy. 

Mailing - Crossed in Post 

When a customer advises that a reminder or marketing letter has been received by 
them since they have bought/renewed a licence or made a payment. 

Unoccupied Unhappy with Mailings 

A customer has complained that an address is being mailed when they have already 
informed us that it is unoccupied. 

Tone & Wording 

A customer has complained about the tone / wording of a TVL mailing. 

Use of New Technology Enquiry 

When a customer comments regarding licensing requirements for technology other than a 
TV. 

Dealer Notification- No TV 

A customer has complained as a consequence of receiving a dealer notification enquiry 
letter due to no TV at the address. 

Address Duplication 

A customer has complained as a consequence of receiving an unnecessary mailing 
due to address duplication. 

Frequency of Mailings 

A customer has complained about receiving successive mailings. 



 

 

No Set - Unhappy with Mailings 

A customer has complained about their continuing to receive mailings when they have told 
us they have no TV. 

PR Issues 

Comment about an item in the media. 

Unhappy with Payment Date / Amount 

A customer has complained as a consequence of the details of their DD payment plan. 

Web/IVR 

Comment about any failure of TVL's website or IVR services (including individual failures) 

Licence Extended Payment Plan (LEPP) 

Customer calls regarding Licence Extended Payment Plan. 



 

 

Selecting General Enquiry as a call reason in Call 
Log 

When should I select General Enquiry? 

Selection of the call reason General Enquiry must be avoided. Call Reason data is 
constantly monitored, and whilst there is an understanding of the use of the General Enquiry 
selection on certain occasions, it should only be selected if it is not possible to choose a 
more appropriate reason from the drop down list. 

Using the General Enquiry call reason instead of a more appropriate reason produces 
misleading data. All information entered into Call Log must be as accurate as possible. This 
enables the business to determine the purpose of the call, what prompted the call and the 
call outcome, and as a result will improve customer service. 

Common errors 

 General Enquiry selected instead of Licence Held in Different Name for Dealer 
Notification where a licence is already held 

 General Enquiry selected instead of Unoccupied Premise or Unconfirmed No Set 
 TV Licensing Payment Card customer, requests information regarding their 

payments - General Enquiry selected rather than Request for Information and Call 
Outcome Call transferred. 

 Select the specific Call Reason from the drop down list. Do not select it until you are 
certain of the exact reason. Only use General Enquiry if no other code is relevant. 

  

  



 

 

Call Log Channels, Prompts, Reasons & Outcomes - 
SMS Codes 

SMS Opt In 

A customer has agreed to accept SMS messages from TVL. 

SMS Opt Out 

A customer has stated that they are unwilling to accept TVL SMS messages from TVL. 
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Telephone Number Capture 

When should a telephone number be captured? 

Telephone numbers should be captured when: 

 When setting up a new Direct Debit on any licence 

 No telephone number has been captured before. 

 Only a customer's land line number is captured. 

 A customer contacting us to advise of a new mobile number. 

 The customer quotes a different mobile number in their letter (back office only) 

Exceptions are listed under 'When not to ask for a telephone number'. 

  

If a person wishes to know what we would use their information for, refer to How do we use 
the information that we collect? 

  

What telephone numbers should be recorded on Call Log/Qdos? 

Domestic customers 

 A mobile telephone number belonging to the licence holder (this is the preferred 
number to capture and starts 07), or 

 The land line telephone number of the licensed property. 
 If the customer is over 75 take a a mobile number or a land-line number. 

Business customers 

 The land line telephone number of the licensed property. 

What if these numbers are not available? 

Leave the appropriate Call Log or Qdos field blank, do not input a single/fictitious number or 
any other number. 

When dealing with a change of address, do not put the telephone number from the old 
address in Call Log/Qdos unless the customer advises this number is being transferred to 
the new address. 

What if the customer refuses to give a number? 

Leave Call Log/Qdos blank. Never input a single or fictitious number. 

How do I ask for the number? (Call Centre only) 

A suggested phrase, "Can I take your mobile number please?" If this is not available or if it is 
a business you could ask "Can I take the telephone number for that address please?" 



 

 

When not to ask for a telephone number (Call Centre only) 

 If you are speaking to a third party who does not live with the licence holder 
 If the customer is moving abroad 
 General enquiries where no address details are accessed 
 During complaint calls. 

  



 

 

Call Log Guidelines (Non Qdos Users) 

I use Qdos, why don't I need to use Call Log? 

Because Qdos automatically use Call Log for you. As you progress through a call, Qdos is 
using Call Log 'behind the scenes', meaning that you don't have to use Call Log separately. 

What is Call Log? 

Call Log is a piece of software used by the business to capture both the customer’s 
telephone number & the outcome of the query / contact, but specifically and only where the 
customer has been in direct communication / contact with us. This may be in the form of a 
call, an e-mail or whitemail. 

What is it purpose? 

By recording the customer’s telephone number & the outcome of the query / contact will 
enable appropriate marketing & mailing campaigns to be targeted as well as being used for 
both statistical analysis & business management purposes. 

  



 

 

Changes to a licence and customer identification 

Authorised persons transaction tables 

Cancel a licence 

Check the table below to confirm the caller / correspondent is an authorised person(s) to 
cancel a licence 

[Redacted under section 31 (“law enforcement”) of the Freedom of Information Act] 

 

  

  



 

 

CHANGE OF DETAILS ON A LICENCE 

It is a standard requirement for an agent handling any change of details to repeat back the 
details to confirm they have been correctly understood. The caller / correspondent having 
confirmed they are an authorised person(s) can perform the transactions based on the rules 
outlined in the following tables: 

NB: Where reference is made to POA or DWP evidence must be provided or been provided 
in the past and recorded in customer history. 

Check the table below to confirm the caller / correspondent is an authorised person(s) to 
change the details on a licence. 

 [Redacted under section 31 (“law enforcement”) of the Freedom of Information Act] 

 

 [1] DDI is excluded because the functionality is no longer available for such a transaction to 
be processed. 

  



 

 

Change of ownership of a licence 

Check the table below to confirm the caller / correspondent is an authorised person(s) to 
change the ownership of a licence. For explanations for the various authorised persons click 
here. 

You must also remove any previous email address associated with the licence when 
changing the ownership on Lassy. 

Remember : When "Post Only" is stated the customer must write in, a Fax or PDF email 
attachment is not acceptable. 

This element of the Policy is under review and any questions refer to the 
Policy team  

[Redacted under section 31 (“law enforcement”) of the Freedom of Information Act] 



 

 

Change of payer 

The distinction between requirements for change of payer where payments are in arrears or 
advance is based on the provision in the TV Licensing regulations which state that, the 
licence is the property of the licence holder and any payment due to be refunded against that 
licence belongs to the licence holder (payment in arrears) any savings towards the next 
licence (payment in advance) belong to the payer. 

Check the table below to confirm the caller / correspondent is an authorised person(s) to 
change the payer of a licence. 

[Redacted under section 31 (“law enforcement”) of the Freedom of Information Act] 

 

3 - DDI is excluded because the functionality is no longer available for such a transaction to 
be processed. 



 

 

Checking the status of an NLN claim address 

Check the table below to confirm the caller / correspondent is an authorised person(s) to 
check the status of an NLN claim at an address. 

[Redacted under section 31 (“law enforcement”) of the Freedom of Information Act] 

 

 



 

 

Clearing a missed payment 

Check the table below to confirm the caller / correspondent is an authorised person(s) to 
clear a missed payment. 

[Redacted under section 31 (“law enforcement”) of the Freedom of Information Act] 

Definitions of Authorised Persons 

For details of information that can be confirmed or disclosed to the authorised persons listed 
below, if they call TV Licensing (i.e. for inbound calls specifically) please refer : Information 
Provision Data Matrix - Inbound Telephone Calls and ID&V Checks for FAQ's - Inbound 
Telephone Calls 

Click to see definitions 

Licence Holder 

The person whose name is shown as the licence holder on TV Licensing’s database.  A 
licence holder can confirm they are the licence holder verbally (on the phone), in writing or 
by email. 

Power of Attorney 

A person who holds a Power of Attorney document giving permission to manage the affairs 
of a person listed in this section.  This can only be proven by receiving a copy of the 
documentation showing the status of the person. 

[Redacted under section 31 (“law enforcement”) of the Freedom of Information Act] 

Personal Representative of a deceased customer 

A person who states they are dealing with the affairs of a deceased licence holder or payer 
and has provided documentary proof in the form of a copy of a death certificate or relevant 
grant (e.g. grant of probate or letters of administration). 

‘Deputy with financial responsibility’ 

A person appointed by a Court of Protection whose responsibilities include financial 
responsibility (shown on the document received by TVL) for the TV Licence holder.  He/she 
may act as if they are the TV Licence holder. 

[Redacted under section 31 (“law enforcement”) of the Freedom of Information Act] 

[Redacted under section 31 (“law enforcement”) of the Freedom of Information Act] 

Payer 

A person who currently pays for a licence by Direct Debit but is not the licence holder. 

[Redacted under section 31 (“law enforcement”) of the Freedom of Information Act] 

Card holder 

A Person who is the named holder of a debit or credit card used to transact with TV 
Licensing. 

New Payer 



 

 

A person who intends to use their bank account to set up a Direct Debit with TV Licensing 
(but is not the current Payer or Licence Holder). 

Website user 

A person who authenticates themselves via the website. 

[Redacted under section 31 (“law enforcement”) of the Freedom of Information Act] 

[Redacted under section 31 (“law enforcement”) of the Freedom of Information Act] 

No Licence Needed product holder 

A person who has had a No Licence Needed claim processed against their address and has 
been allocated a NLN product reference.   An NLN product holder may or may not have 
provided their name. 

Other Resident 

A person living in a shared property that only requires one licence (i.e. A joint tenancy 
agreement, shared kitchen), but they are not living as a family unit or household (e.g. a 
lodger or temporary resident). 

WOIRA Product Holder 

A person who has informed TVL that they wish to withdraw our implied right of access to 
their property and has been issued with a product reference number by TVL. 



 

 

Exceptions 

The provisions of Identification and verification policy may be departed from in exceptional 
circumstances but the basis for any exception to the policy must be considered and 
documented via the standard escalation process .  In some cases, this process may involve 
escalation to the BBC. 

Similarly, to ensure that customers stay appropriately licensed, where a customer has failed 
ID&V on one minor element only (e.g. payment method) and the customer is calling to make 
a payment against the licence, it is TVL policy that we will allow the call to continue for the 
sole purpose of facilitating the taking of this payment; the agent can confirm that a payment 
has been processed and the payment amount; however they must not disclose any other 
personal information to the caller and the agent will not be able to discuss the licence with 
the caller. 

Even where a caller has passed ID&V there are certain requests or transactions that require 
additional evidence or authorisation before they can be processed.  These more info see 
Information Provision Data Matrix - Inbound Telephone Calls and ID&V Checks for FAQ's - 
Inbound Telephone Calls  



 

 

Customer Identification Policy 

In talking or corresponding with customers and associated parties, TVL must ensure that it is 
dealing with a properly authorised person so as to appropriately ensure the security of 
customers’ personal data and comply with the Data Protection Act (‘the Act’) and further to 
guard, on behalf of the licence holder, the value of the licence and/or funds held from 
improper use. 

The overarching principle for ensuring that personal information is handled properly comes 
from the Act, which provides that anyone who processes personal information must comply 
with eight data protection principles.  This includes making sure that personal information is 
fairly and lawfully processed; that it is processed for limited purposes, and that it is held 
securely.  The Act further provides individuals with the rights to find out what personal 
information is held about them. 

The aim of this policy is to strike the appropriate balance between ensuring that TV 
Licensing provides an appropriate level of security for customer data, and enabling 
customers to transact with TV Licensing without undue difficulty.  TVL is also obliged to meet 
both Data Protection Act obligations and duties under the Equality Act 2010 to cater for 
reasonable adjustments for people with disabilities and carers assisting those who require 
support managing their affairs 

‘No Licence Needed’ and WOIRA claims 

While not technically our customers, TV Licensing has the same obligations in respect of 
data protection to anyone who contacts us in order to inform us that they do not watch or 
record live TV programmes (i.e. that they do not use TV receiving equipment), as it does to 
any of its customers. 

[Redacted under section 31 (“law enforcement”) of the Freedom of Information Act] 

  



 

 

Reasonable Adjustments for customers with 
disabilities 

The duty under the Equality Act to make reasonable adjustments aims to ensure that as far 
as is reasonable, a disabled person is not disadvantaged in terms of their ability to access a 
service, by virtue of their disability.  This will, in some circumstances, mean that disabled 
people need to receive tailored treatment in order to access the service than non-disabled 
people, which is lawful in the context of the disability.  The duty to provide reasonable 
adjustments applies to this policy. 

A disabled person is defined by the Equality Act as someone who has a physical or mental 
impairment which has a substantial and long-term adverse effect on that person’s ability to 
carry out normal day-to-day activities. 

[Redacted under section 31 (“law enforcement”) of the Freedom of Information Act] 

Compliance can usually be achieved in one of the following ways: 

[Redacted under section 31 (“law enforcement”) of the Freedom of Information Act] 

[Redacted under section 31 (“law enforcement”) of the Freedom of Information Act] 

• Where the caller is a DWP Authorised Nominee, deputy with financial responsibility or has 
POA, by asking them to send in written evidence of this. 

• Evidence of being a POA or DWP Authorised Nominee will be accepted by email (scanned 
copies) as well as by post. 

[Redacted under section 31 (“law enforcement”) of the Freedom of Information Act] 

[Redacted under section 31 (“law enforcement”) of the Freedom of Information Act] 

TVL Cash pin number process 

[Redacted under section 31 (“law enforcement”) of the Freedom of Information Act] 

  



 

 

The value of a licence explanation 

What is meant by ‘value of the licence’ (and to whom this value belongs) 

There are two circumstances in which a licence can be deemed, for practical purposes, to 
have a value: 

1. The licence has more than one month to run 

In this circumstance, the value resides with the named person on the licence.  In the event 
that the licence is being paid for by a third party, the value remains the property of the 
licence holder (i.e. not the payer).  This includes the instalments made during the arrears 
section of an instalment licence. 

2. Savings made towards the purchase of a future licence 

The owner of savings is the payer.  In most instances the payer is the same person as the 
licence holder. Until the new licence is issued the savings are the property of the payer. 
These rules are defined within the TV Licensing Refunds Policy. 

The authority required to perform transactions when managing a licence, is dependent on 
who the person making the request is (i.e. is he/she the licence holder, or alternatively does 
he/she have the authority of the licence holder?); the nature of the transaction, and when in 
the life cycle of the licence the transaction is being requested.  This policy sets out the 
framework within which detailed customer management can take place. 



 

 

Customer Identification Policy 

Verification of identity 

In order to manage any activity the person contacting TVL must identify the relevant licence 
(or record, in the case of a ‘No Licence Needed’ address). 

The level of information required to prove identity will depend on the contact channel.  TVL 
has assessed what information is both appropriate and proportionate for each contact 
channel. [Redacted under section 31 (“law enforcement”) of the Freedom of 
Information Act] 

The section below sets out the basic customer verification procedures, by channel.  It sets 
out the information required to pass the initial ID&V check and meet the basic requirements 
to enable TV Licensing to discuss a licence with the individual.  Certain very limited 
information can be confirmed/disclosed to a caller who fails ID&V; this is defined within the 
Data Matrix.  - Exceptions 

Click the titles below for what is required to prove identity 

[Redacted under section 31 (“law enforcement”) of the Freedom of Information Act] 

[Redacted under section 31 (“law enforcement”) of the Freedom of Information Act] 

Outbound telephone calls - Residential  

Outbound telephone calls – residential 

The individual who answers the call will be asked to confirm the following details: 

1) Whether they are the person we are attempting to contact 

2) If they are the person we’re attempting to contact they’ll need  to confirm they are the 
licence holder  and provide: 

a) An initial (if held by TVL) and 

b)  the licensed address (i.e. first line and post code) 

3) If they are not the person we’re attempting to contact they’ll be asked to provide: 

a) their name 

b) whether they are a member of that person’s family or household 

c) the first line of their address; AND 

d) postcode 

If the person called is not the person we are attempting to contact or a member of their 
family or household, they can be dealt with as a new customer.  No information regarding 
any previous licence held at the address will be disclosed. 

Outbound telephone call - Business 

The individual being telephoned will be asked to confirm the following details: 

1) The business name 

2) The full licensed address (i.e. first line and post code) 



 

 

3) That they have the appropriate authority to deal with the business’ licensing 
arrangements. 

If the person called does not represent the business we are attempting to contact, they can 
be dealt with as a new customer.  No information regarding any previous licence held at the 
address will be disclosed. 

[Redacted under section 31 (“law enforcement”) of the Freedom of Information Act] 

Outbound telephone calls - Residential  

The individual who answers the call will be asked to confirm the following details: 

1) Whether they are the person we are attempting to contact 

2) If they are the person we’re attempting to contact they’ll need  to confirm they are the 
interviewee or defendant and provide: 

a) An initial (if held by TVL) and surname; AND 

b) The licensed address (i.e. first line and post code) 

If the person called is not the person we are attempting to contact no information regarding 
the visit or prosecution will be disclosed. 

Outbound telephone call - Business 

Outbound telephone calls – business 

The individual being telephoned will be asked to confirm the following details: 

1. The business name; AND 

2. The full licensed address (i.e. first line and post code); AND 

3. That they have the appropriate authority to deal with the business’s affairs. 

If the person called does not represent the business we are attempting to contact, no 
information regarding the visit or prosecution will be disclosed. 

We will request and record the name of the business representative spoken to. 

Written communications (including emails) 

Written communications (including emails) 

Where customers write to TV Licensing regarding a visit or prosecution they must supply: 

1. The surname of the interviewee/defendant (or business name if a business); 

2. First line of the address and postcode; AND 

Before responding to any written enquiry regarding a prosecution we will check that the 
name and address given matches our own records. 

Notes 

[Redacted under section 31 (“law enforcement”) of the Freedom of Information Act] 

 

Field – at the door 



 

 

[Redacted under section 31 (“law enforcement”) of the Freedom of Information Act] 

Codes, Abbreviations and Miscellaneous 

CARE Abbreviations 

Care abbreviations - A to C 

ADD - ADDRESS 

ANTIC - ANTICIPATED PERIOD 

APP - APPLICATION 

ASC - ADDRESS STRUCTURE 

AU - ANTICIPATED UNPAID 

AUTH - AUTHORITY 

BCR - BLIND CERTIFICATE RETURNED 

C - COLOUR 

CALBAC - CALL BACK 

CANC - CANCELLED 

CC - CREDIT CARD 

CHU - CALLER HUNG UP 

CLC - CONCESSIONARY LICENCE CENTRE 

CLR - CALLER 

COA - CHANGE OF ADDRESS 

COB - CHANGE OF BANK 

COD - CHANGE OF DETAILS 

COE - CHANGE OF EXPIRY DATE 

COMP - COMPLAINT 

CON - CHANGE OF NAME 

CRD - CUSTOMER RELATIONS DEPARTMENT 

CU - CEASED USE 

CUST - CUSTOMER 



 

 

Care abbreviations - D to F 

DCR - DEATH CERTIFICATE RETURNED 

DD - DIRECT DEBIT 

DL - DRAFT LETTER 

DLTD - DELETED 

DOB - DATE OF BIRTH 

DOC EVID - DOCUMENTARY EVIDENCE 

DOC RET - DOCUMENTS RETURNED 

DOD - DATE OF DEATH 

DTE - DATE 

DUP - DUPLICATE 

DY - DAILY 

EXP - EXPIRY 



 

 

Care abbreviations - g to I 

GA - GONE AWAY 

HH - HOLIDAY HOME 

HLDR - HOLDER 

INV DUTY - INVESTIGATION DUTY 



 

 

 

Care abbreviations - J to L 

LH - LICENCE HOLDER 

LIC - LICENCE 

LTR - LETTER 

  



 

 

Care abbreviations - M to O 

M - MONO 

M/RF - MANUAL REFUND GIVEN 

MGR - MANAGER 

NFA - NO FURTHER ACTIONS 

NINO - NATIONAL INSURANCE NUMBER 

O75 - OVER 75 



 

 

Care abbreviations - P to R 

POL - POLICY 

PYM - PAYMENT 

QRY - QUERY 

RCVD - RECEIVED 

REF - REFUND 

REQD - REQUIRED 

REQT - REQUEST   



 

 

Care abbreviations - S to Z 

SAT - SATELLITE 

TEL - TELEPHONE 

TFR - TRANSFER 

TP - TYPED LETTER IN PENDING 

VO - VISITING OFFICER 



 

 

CARE Abbreviations - Source field 

I = Internet 

O = Outbound 

T = Telephone (inbound call centre) 

V = IVR 

W = Written 

H = Hand held (Visiting Office) 

  



 

 

Codes and Meanings 

Care Codes 

Care Codes - Summary 

It is only necessary to input a manual CARE code when the system does not automatically 
generate a code following an action.   

Never put a Date of Birth and National Insurance number in Care. 

Commonly used CARE codes and details of when it is necessary to use them are listed 
below: 



 

 

Care codes used mainly by other departments - A to 
D 

Commonly used CARE codes and details of when it is necessary to use them are listed 
below: 

Code Description Further details 

ADD ADDACS authority Query regarding ADDACS 

ADDR Address structure Used primarily by Address Structure 

ANTC Anticipated Used primarily by Admin areas 

AUD AUDDIS related problem Where customer needs to contact bank to 
get Direct Debit re-instatement 

CEE Cash Easy Entry (now 
known as TV Licensing 
Payment Card) 

Queries regarding TV Licensing Payment 
Card, can be used to note where customer 
not applicable for Payment Card 

CHRG Bank charges / Goodwill To note where customer enquiry about bank 
charges 

CLC Concessionary Licence 
query 

Used primarily by CLC 

CONT Continued When you need to add additional Care notes 

CRC Customer Relations contact Used primarily by Customer Relations 

DB01 Message left on answer 
phone 

Used primarily by Outbound 

DCC Debit / credit card Query regarding Debit / Credit Card 
payment, used primarily by Debit / Credit 
Card group 



 

 

Care codes used mainly by other departments - E to 
L 

Commonly used CARE codes and details of when it is necessary to use them are listed 
below: 

Code Description Further details 

E21 Licence recreated – DPC 
Investigation Duty 

Used primarily by Investigation duty 

EMA E-mail Used primarily by E-Mail team 

FEE Licence fee Queries regarding the licence fee 

FIN1 Unpaid rejected by Lassy 
processed manually 

Used by the Finance Department 

FIN2 Bank Refund Request / 
Indemnity Claim Received 

Used by the Finance Department 

INT Internet Queries Queries regarding the internet 

ISL Island Duty Used primarily by Island Duty 

IVR IVR keyed To note when item keyed via IVR 

LTE Landlord or Tennant 
Enquiry 

Used primarily by Admin areas 

LTR Letter Used primarily by Admin areas 



 

 

Care codes used mainly by other departments - M to 
S 

Commonly used CARE codes and details of when it is necessary to use them are listed 
below: 

Code Description Further details 

MAIL Mailing Query / complaint about mailings 

MAN Manual Used primarily by Manual Duty 

MCP Monthly Cash Plan (now 
known as TV Licensing 
Payment Card) 

Queries regarding TV Licensing Payment 
Card 

MGR Manager Where manager has dealt with customer 
query 

MIPG Manual Income Payment / 
Query 

To note query regarding part payments and 
used primarily by Manual Income Payment 
team 

POST Post-prosecution Used primarily by Field 

PRE Pre-prosecution Used primarily by Field 

Q01 Outbound Used primarily by Outbound 

Q02 Outbound - No contact with 
Lic/Holder/Payer 

Used primarily by Outbound 

REDR Redirected To note where correspondence is redirected 
to another department.  Used primarily by 
admin areas. 

RES Redirected/pending corres 
resolved 

Used primarily by admin areas 

RFND Refund To note refund query, used primarily by 
Refund team 

R1A Refund issued - automatic 
refund 

Will be used by refund trained people only. 
 Entry automatically created when refund 



 

 

issued. 

R1B Refund issued - manual 
and freetext 

Will be used by refund trained people only.   

SUMM Call regarding summons Used primarily by Field 



 

 

Care codes used mainly by other departments - T to 
X 

Commonly used CARE codes and details of when it is necessary to use them are listed 
below: 

Code Description Further details 

TSC TV Licence Savings Card   Queries regarding TV Licence Savings Card 
  

WEBA One Vu de-activation 
successful 

Used primarily by Web team 

  

WEBB One Vu de-activation failed Used primarily by Web team 

  

WEB Web Used primarily by Web team 

WEB1 Manual data entry Used primarily by Web team 

WEB2 Card payment taken Used primarily by Web team 

WEB3 Direct Debit details taken Used primarily by Web team 

WEB8 One Vu activation 
successful 

Used primarily by Web team 

WEB9 One Vu activation failed Used primarily by Web team 

X01 

  

Accessing details in error, 
or no contact 

Accessing details in error, or no contact 



 

 

Care codes used mainly by the Call Centre - A to E 

Commonly used CARE codes and details of when it is necessary to use them are listed 
below: 

Code Description Further details 

ACT Actioned / Previously 
actioned 

If actual licence accessed and customer 
request has already been actioned:3rd party 
name if applicable 

BLND Blind If information is given on blind 
procedures:‘Explanation of blind 
procedures’3rd party name if applicable 

CON Change of name If change of name/ownership was 
refused:Reason refused 3rd party name if 
applicable 

CTR Call transferred  If call was transferred:Where the call was 
transferred 3rd party name if applicable 

DEC Deceased If we have been notified that licence holder 
is deceased:Always use where we are 
notified customer is deceased as this 
prevents the customer being selected for 
customer satisfaction survey. 

EXPD Expiry Date  If expiry change refused:Reason why 
change refused e.g. 3rd party request or 
period of non use in the middle of licence 
3rd party name if applicable Reason why 
customer had to write in 



 

 

Care codes used mainly by the Call Centre - F to P 

Commonly used CARE codes and details of when it is necessary to use them are listed 
below: 

Code Description Further details 

FLD Field If information given: Enter relevant details 
where applicable, 3rd party name if 
applicable 

FORM Form completed 

  

If form is completed:Note name of form. 
Multi form: the department that it has been 
sent to should also be noted, 3rd party name 
if applicable 
Over 75 capture: NINO and DOB must not 
be noted in Care 
Address structure form: add code of the 
amended/new/deleted address 
Bank Amend form: If licence holder has 
given permission for a 3rd party to take over 
payments for the licence 
Antic period correspondence form 
completed and future refund due on 
cancellation prem & postcode recorded. 

FVCC Failed Verification Call 
Centre 

This code must be entered against the 
licence if the caller has failed verification 
checks. 

This will be automatically entered by Qdos 
with Care note ‘Caller failed verification 
checks’. 

Lassy users when taking calls and must 
accompany FVCC care code with a similar 
CARE note. If it is not accompanied the 
‘failed verification flag’ in Qdos wont be 
invoked and entry will be removed via Lassy 
housekeeping. 

GEN General Enquiry If information is given and no action 
taken:Relevant details, 3rd party name if 
applicable 

HAR Harsh language used  If harsh language used by the 
customer:Enter freetext to note where it was 
necessary to disconnect the call 



 

 

LEGL Legal Enquiries If Freedom of Information Request / Data 
Protection request etc:Relevant details, 3rd 
party name if applicable 

O75 Over 75 If Over 75 enquiry, 3rd party name if 
applicable 

Pend Pending/daily If letter was sent and no action is taken: 
Reference number of letter, 3rd party name. 

If applicable, item sent as pending:‘To the 
pending team’, 3rd party name if applicable 
Relevant notes 

POL Policy query / information  If policy information / query 
answered:Relevant details, 3rd party name if 
applicable 

PYMT Payment - Renewal calls 
only 

If payment taken by card:3rd party name if 
applicable 



 

 

Lassy system related 

Add Address, Postcode or Convert Address 

1. = Customer Advised - Licence 

2. = Customer Advised -COA 

3. = New Property - PAF Notification 

4. = CD Rom Check 

5. = PAF Check 

6. = Change of House Name 

7. = Multi-Occupancy - Flats 

8. = TVLEO Advised 

9. = Dealer Notification 



 

 

Delete Address, Postcode or Combine Addresses 

1. = Erroneous (Ex TVL Data etc.)           6 = Change of House Name 

2. = Incorrect Build On                               7 = House - Non Flats 

3. = Customer Advised                              8 = Duplication of Records 

4. = TVLEO Advised                                  9 = Royal Mail Advised 

5. = Council Advised 



 

 

Direct Debit Reason Codes and their meanings 

Code AUDDIS DDI return UNPAID return ADDACS return 

0   Refer to Payer Instruction cancelled - 
Refer to Payer 

1.   Instruction cancelled by 
Payer 

Instruction 
cancelled 

Instruction cancelled by 
Payer 

2.   Payer Deceased Payer Deceased Payer Deceased 

3.   Account transferred to 
another bank 

Account 
Transferred 

Instruction cancelled - 
account transferred to 
another Bank 

4.     Advance Notice 
disputed 

  

5.   No Account No account (or 
wrong account 
type) 

  

6.   No Instruction No Instruction   

7.     Amount Differs   

8.     Amount not yet 
due 

  

9.     Presentation 
overdue 

  

A   Originator differs   

B Account Closed Account closed Account Closed 

C Account transferred to a 
different branch of 
bank/building society 

  Account transferred to a 
different branch of 
bank/building society 

D     Advance Notice disputed 



 

 

E     Instruction amended 

F Invalid account type     

G Bank will not accept DD's 
on account 

    

H Instruction has expired     

I Payer reference number is 
not unique 

    

K Instruction cancelled by 
Paying Bank 

    

L     Incorrect payers account 
details 

R     Instruction re-instated 

   



 

 

Direct Debit Rejection Codes 

Lassy system 

 



 

 

Direct Debit Unpaid Codes 

Lassy system 

 

MANJOG RPT - stands for Manual Jogger Report. This is produced when we receive 
complex unpaid Direct Debits and want to manually respond to the customer. The customer 
will receive a letter informing them that their most recent payment has come back from their 
bank as unpaid. 

If a customer contacts you regarding the fact that they have received a letter stating the 
above or have missed a Direct Debit payment and the code MANJOG RPT appears in their 
payment history all you need to do is reset up their Direct Debit scheme in the usual way. 



 

 

Expiry Date Changes (Multiple changes to a licence) 

1. = TVLEO Advised 

2. = Period of Non-Use 

3. = Payment Received 

4. = Dishonoured 



 

 

Date Changes (Received BPI & instigate expiry 
month change) 

1. = TVLEO Advised 

2. = Period of Non Use & Mono to Colour. 



 

 

Freeze/Unfreeze Licence 

1. = Stop Auto Letter 

2. = Deceased 

3. = Change of Details 

4. = Awaiting New DDI - Stop Advance Payments Being Refunded 

  



 

 

Gratis Licences 

1 = Payment Proved (Copy of Licence/Cheque Seen). 

2 = Payment Proved (Copy of Counterfoil Seen). 

3 = Payment Proved - (Telephone). 

4 = Seen by Enquiry Officer. 

5 = Other Reasons. 

6 = Capita Issued. 
  



 

 

Lassy Telephone Soft Key 

A new update to the Lassy telephone number softkey will be operational from Tuesday 19 
February 

The telephone softkey (displayed with a telephone image) will automatically complete the 
'Phone' and 'Fax' number fields within the 'Corres' screen with zeros - but you don't have to 
do anything with them, as Lassy will replace the zeros and print the correct numbers for you 
on the actual letter before it is posted. 

How will I correctly complete this part of the Corres screen from now? 

Once the first two sections of the Lassy ‘Corres’ screen have been completed: 

 Click on the telephone softkey 
 Leave the ‘Phone’ and ‘Fax’ number fields displaying eight zeros – do not type over 

the zeros as Lassy will ignore any numbers entered 
 Complete the required fields within the ‘PO Ref’ as normal, typing over the word ‘Call’ 

with the normal reference you use if you are not dealing with a telephone call 
 Move on to the final section of the letter and complete it as normal. 



 

 

Licence Enforcement 

NAS     No Action set  - This is used to hold potential licences for currently unlicensed 
customers who have applied for an O75 Licence. 

Note: the address may be licensed by an expired free over 75 licence issued to someone 
else who has died. 

AL        Adequately Licensed - This licence is valid in every respect. Note: A licence that is 
Under Reminder may also be valid in every respect except that is nearing its expiry date. 

UR        Under Reminder - This licence is about to or has already expired and requires a 
reminder letter to be sent. 

DN        Dealer Notification - A Dealer Notification has been received and there is not a 
valid licence at the address. 

VC        Van Comb - This address has been flagged as requiring a van comb. 

VPC     Vacant Premises Comb - The vacant /empty address has been flagged as requiring 
a letter or visit. 

PC        Postal Comb - This address has been flagged as requiring a letter or visit (Inactive 
address type) 

RSV      Special Visit - This person is flagged as requiring a special visit, for a number of 
reasons. 

UAP      Under Active Prosecution - This indicates that the person on the licence is under 
active prosecution. No enforcement action is taken against anyone under active prosecution. 

CAN      Cancelled - This licence has been cancelled. 

NSD      No Set Declaration - This is a No licence Need Claim. 

NSC      No Set Confirmed - This is a No licence Need Claim has been confirmed by a visit 
officer. 

Blank licence enforcement is mainly found on blue or revoked licences. 



 

 

No Licence Needed Reason Codes 

01 = Only watch pre-recorded programmes (DVD’s/Videos) 

02 = Only watch non live programmes via a computer (e.g. catch up services on i-Player)* 

03 = Only watch non live programmes via a TV (e.g. catch up services on i-Player) 

04 = Only use TV for games / consoles 

05 = Covered by another licence ** 

06 = I have no equipment 

07 = No reason given (No Licence Needed screen only not web) 

08 = Digital Switchover 

09 = Catch up computer 

10 = Catch up TV 

*This could include laptops 

** This includes students who have mobile devices with their own internal batteries but are 
covered as there is a valid licence at the address where they normally live. 



 

 

Payments Licence Insertions (or Re-Insertions) 

1. = Licence Number Not Found 

2. = Licence Cancelled - Refund Required 

3. = Deleted in Error 

4. = Re-Inserted - Payment Received 

5. = Re-Inserted - New Expiry Date 

6. = Re-Inserted - Correct Bank Details Identified 

7. = Re-Inserted - New Account No. Received After Revocation 

8. = Re-Inserted - Refund On Old A/C No. New A/C No. Received 

NB. Reason Codes 7 & 8 relate to Credit Card Records. 



 

 

Flossy codes 

All Status and Codes in bold are those which are most commonly used. 



 

 



 

 

 

  



 

 

Qdos - Customer contact codes 

Customer Contact entries are visible in Qdos’ Customer Contacts. 

The table below shows some important Customer Contact entries that are displayed to you, 
and explains what these mean. 

Customer Contact Entry What this means 

Deceased Used when we have been notified that the Licence 
Holder is deceased (this prevents the customer 
being selected for certain outbound campaigns 
e.g. customer satisfaction survey). 

Refund Issued – Automatic 
Refund 

Entered automatically when an automatic refund is 
issued. If this is not accompanied by any ‘free-text’ 
this usually means the refund was processed over 
the phone through Qdos. 

Failed Verification CC Code entered against the licence if the caller has 
failed verification checks on the phone. (CC stands 
for Call Centre). 

Manual Data Entry; or Card 
Payment Taken; or DD Details 
Taken 

Used primarily by Web team when processing 
work from the web. 



 

 

Miscellaneous Processes 

Customer Emigrating - Cancelling Licence At A 
Future Date 

If a customer is moving or has already moved abroad and wishes to cancel their licence at a 
future date, the usual process is to ask them to call back closer to the time the licence is no 
longer needed. 

If the customer complains about having to call back in this circumstance, complete an 
Outlook Pending Form (select Tools > Forms > Choose Form > TVL Pending) including all 
the relevant information. This includes: 

•           ‘Tick one box’ = New Pending Request 

•           Enter the date to be actioned (i.e. the date the cancellation needs to be actioned) 

•           The licence number 

•           The prem and post code in which the licence is held 

•           The licence holder’s name 

•           Tick option ‘Gone Away’ 

•           Telephone Number (a ‘daytime’ contact telephone the customer will be available on 
when we action their request) 

•           Tick yes if a call back required regarding a refund 

•           And a brief explanation that the customer is moving, or moved, abroad and the date 
in which the licence will no longer be needed – this can be no more than six weeks in 
advance from when the licence needs to be cancelled. 

Advise the caller that we will then arrange for the request to be actioned nearer the time that 
the licence will no longer be needed. 

Once the Pending Form has been sent complete the cancellation script as normal through 
Qdos adding a Care note in the End Call script stating ‘future gone away canc req sent to 
pend as abroad’ 

Remember : Only inform a customer that you can pend their request if they specifically state 
they are moving, or have moved, abroad and that they complain about having to call back. 
All other future cancellation requests should be dealt with using your normal cancellation 
procedure. 



 

 

Customer Emigrating - Incomplete fee submitted - 
part payments 

Part payment is not accepted when a customer is moving abroad. In all circumstances 
customers should be advised to purchase a full fee licence, via a recognised payment 
method, and then claim a refund when they no longer require the licence. 

You must tell customers to use one of TV Licensing's recognised payment methods to buy a 
licence - e.g. by paying in full by card. 

Remember, a customer may qualify for a refund if they don't need the licence for the whole 
year. 

  



 

 

Missing Licences 

This page explains what to do if a customer says they bought a licence at a PayPoint but 
details do not show. 

The below process should be followed if the licence has not been located once LASSY 
licence checks in G/Enq, Licadd, P/Enq, Extra and an IC postcode have been exhausted. 

If the payment was made at a PayPoint within the last two working days, it may not show on 
file until after two working days following payment. If the payment was made over two 
working days ago: 

 Check in G/Enq, Licadd, P/Enq, Extra and an IC postcode for the licence 
 Check that the licence is not held at a previous address 
 If the licence is not found after these checks, complete a ‘Licence Held Claim Form’ 

via Call Log.   

If the customer is unable to provide all the information needed for the form: 

 If the customer does not have all the information to hand, but can supply it at a later 
date, ask them to contact us again as the form must be completed in full 

 If the customer is unable to obtain all the required information and will be unable to 
do so at a later date, do not send an incomplete form but request a copy of their 
PayPoint receipt (or Post Office licence if on the Channel Isle or Isle of Man) with a 
covering letter is sent to: ‘ TV Licensing, Darlington DL98 1TL’. 

  



 

 

 

Name corruption - Lassy users only 

This guide is for Lassy users only for use when setting up licences. Qdos users should not 
corrupt a name, as the system will do this for them automatically (when needed). 

When to corrupt a name for a licence set up and un-corrupt it afterwards: 

 A customer is changing from a Mono licence to a Colour DDA. 
 When you need two separate licences so that you can move or refund one. 
 Creating a pre-registration Over 75 potential and a licence is in the same surname at 

the address. 
 A “Too late to join” warning is given because a revoked licence at the address. 

When to corrupt a name for a licence set up, and leave it corrupted. 

 A licence at the address in the same surname, and the set up is for a different 
person. 

Example – Mr P Jones moves into a property that used to be owned by a Mrs V Jones 
but she hasn’t moved her licence to her new address yet. 

 A licence showing Under Active Prosecution (UAP)  in the same name as the person 
who is setting up a new licence. 

If you need to corrupt a name at an address on Lassy. 

 To corrupt a name always use the person initial as part of their surname i.e. Mr A 
White should be corrupted as 1/a white. 

 When using the 'other' or 0 option make sure the title comes after the '/', i.e. 
0The/Manager instead of 0/the manager 



 

 

Payments Overdue Department 

The Payment Over Due (POD) department no longer exists. 

As a result of this, it is now the responsibility of the individual to assess the licence status 
and decide what payment options would be suitable for customers in the following scenarios: 

 Those who you believe may be attempting to avoid payment 
 Those who are too late to join a Direct Debit scheme 
 Those whose licence was previously being monitored by the POD department 
 Those who you believe may be using payment schemes to delay or stop payment 

while appearing to remain licensed on LASSY. 

PLEASE NOTE 

 Under no circumstances must the licence expiry date be altered, or a new licence 
number created to enable a Direct Debit set up 

 Always check for relevant notes on CARE and payment history 
 Always check LICADD. If there are several licences at one address in the same or 

similar names, all of the licences need checking before action is taken. 

EXAMPLE SCENARIO  
  

A customer calls or writes wishing to pay for their licence however it expired some time ago. 

 GM1 is not possible if the licence expired more than 3 months ago 
 PG1 is not possible if the licence expired more than 6 months ago 
 DDA is also not possible if the licence expired more than 8 months ago. 

The remaining options for the customer are to pay in full by debit/credit card, Cheque or 
PayPoint. If the customer insists that they are unable to pay the full amount, they may be 
able to pay by TV Licensing Payment Card. 

If you have any questions, please seek advice from a Team Leader or Senior Advisor as 
soon as possible. 



 

 

Potential Licence Numbers 

If a potential licence is created but no payment is taken using that licence number, two 
letters will be sent to the customer asking for payment. 

Always ensure that the customer is told what the newly created potential licence number is 
when set up so they can quote it if they call back. 

Why should I do this? 

 This will stop further potential numbers being set up at a later date 
 The customer will not receive further mailings under different potential licence 

numbers asking to complete and return a Direct Debit form 
 Duplicate licences are less likely to be set up 
 The need for the customer to contact TV Licensing further times is greatly reduced 

If you cannot retrieve a potential licence number, or if you have created one for the wrong 
scheme, please remember to advise the customer to ignore the two mailings asking for 
payment details. 

How do I find a potential licence? (Lassy users) 

 Type the match code into the G/Enq screen and press enter 
 If there is only one potential licence with that match-code it will appear in the G/Enq 

screen 
 If there are more than one Lassy will bring up a list of the potential licences with that 

same match-code. 

  



 

 

Company Group Licence 

Company Group Licence Menu (previously known 
as 'Multi') 

Everything you need to know about 'Company Group Licences'. 

Don't worry if you select the wrong option, there is a link at the bottom of each page which 
you can click to return to this menu. Scroll down to see all the options available. 

 

What is a Company Group Licence? To find out click the picture 

 

How much does a Company Group Licence cost? To find out click 
the picture 

 

How to apply for a Company Group Licence? To find out click the 
picture 

 

How to pay for a Company Group Licence? To find out click the 
picture 

 

How to recognise Company Group Licence? To find out click the 
picture 

 

What if there a 'MUL' guard at the address? To find out click the 
picture 



 

 

Cost of Company Group Licence (previously known 
as 'Multi') 

A full fee licence is required to cover each unit. 



 

 

How to apply for a Company Group Licence 
(previously known as Multi) 

If a business wishes to apply for a Company Group Licence, then it needs to have at least 
two sites or properties that need to be licensed. 

Call Centre - Complete a multi form containing the customer's details and a daytime 
telephone number. Send it to 'Client Accounts', sub-department 'Hotel' and state that the 
customer wishes to apply for a Company Group Licence. The customer will receive a call 
back within three working days.  

Customer Administration - Transfer the item into the appropriate SmartAgent queue for 
Company Group Licence queries. 



 

 

How to pay for a Company Group Licence 
(previously known as Multi) 

Payment methods accepted 

Payment is currently by cheque or BACS transfer only. Any payment queries should be 
forwarded to Hotel and Company Group Licensing team on a multi form. 

Other methods 

None. 
  

  



 

 

How to recognise a Company Group Licence? 
(Previously known as Multi) 

If a company has paid for a licence each address on Lassy or Qdos will be guarded with a 
Multi (MUL) guard and any visible notes will show the licence number. 

Any such notes and guards mean that we have been paid for a full fee current TV licence for 
that property. 

These notes and guards should not be removed except by the Hotel and Company Group 
Licence team. 

  



 

 

What if there is a 'MUL' guard at the address? 

There is a MUL guarded address, what do I do? 

If you have a customer moving into such a property, please contact Hotel and Company 
Group Licensing who will help. Please use a multi form to notify the team of any change of 
addresses. If there is a licence sale involved, please call the team. 

If you receive an enquiry regarding a Multiple Form TV Licence / Company Group licence, 
please take the details on a Multi form in Call Log and send to Hotel and Company Group 
Licensing, advise the customer that someone from the team will contact them. 

  



 

 

What is a Company Group Licence? (previously 
known as Multi) 

If businesses need licences for separate premises across the country, they can apply for a 
Company Group Licence. One licence document will then be sent to the customer which will 
cover a number of specified units. 

The benefit is that the company will receive one reminder to the contact name/address for 
each property making administration and payment easier. 

All the licences will have the same expiry date. 

Company Group Licences may also be referred to by customers as: 

 Multiple Licence 
 Multiple Form Licence 
 Multi Licence. 

  



 

 

Complaints and Escalations 

Customer Relations Guidelines 

Complaint Guidelines (Customer Relations) 

Section headings 

1 - Introduction 

2 – Scope 

3 – Impartiality and Confidentiality 

4 – Complaints Grading 

5 – Responding to Complaints 

6 – Complaints Monitoring 

7 – Promotion of Complaints Procedure 

8 – Quality Monitoring and Audits 

Content 

1  Introduction 

1.1 The Complaints Procedure is used to highlight areas for improvement within our policies 
and processes. It allows us to listen and respond to customers who have had a negative 
experience, and then wherever possible take corrective action to prevent future occurrences. 

1.2 The overall aim of our Complaints Procedure is to feed complaints information to all 
departments, improve customer service, and then reduce incoming complaints. Customers 
who feel the need to complain should be reassured that their problems have been 
understood and addressed. Once a complaint has been closed, our actions should have 
helped restore the customer’s confidence in the organisation. 

1.3 We face specific challenges when implementing a Complaints Procedure. Due to the 
nature of the business we receive complaints dealing with many issues, some of which fall 
outside of our control. Where this is the case it is not always possible for us to resolve the 
complaint, in these instances we will explain the reasoning behind this and if appropriate 
provide information for the customer to raise the issue with the correct organisation. 

1.4 This procedure aims to provide a clear and concise strategy for handling complaints. It is 
available throughout the business, and demonstrates that complaints handling forms an 
important part of our customer experience. It also ensures that we apply a consistent 
approach to handling complaints throughout the business. 

Return to top of page 

2 Scope 

2.1 It is vital that all staff have a good knowledge of how we handle complaints, and how this 
policy contributes to the continual improvement of our business practices. 



 

 

2.2 Our Customer Relations team responds to all of our escalated complaints, these are 
complaints that cannot be dealt with by the relevant department in the first instance. 

Return to top of page 

3 Impartiality and Confidentiality 

3.1 We are committed to dealing with complaints from an impartial perspective. Any staff 
involved in resolving complaints will carry out an investigation from an independent point of 
view, reassuring customers that their complaint is being handled objectively. 

3.2 Confidentiality plays a large part in processes throughout the business, and forms an 
important part of our Complaints Procedure. Customers must be able to trust that we handle 
all information they provide as strictly confidential. This must be adhered to at all stages of 
the process, ensuring we remain compliant with Data Protection laws. 

3.3 Staff also ensure that any documentation sent in regards to a complaint is kept secure 
and returned to the customer wherever appropriate. 

Return to top of page 

4 Complaints Grading 

4.1 Each complaint we receive is graded to assure it is responded to in the most appropriate 
manner. Complaints which originate from a Member of Parliament (MP) or are sent via the 
BBC are dealt with by the Client Support Team and are not graded. 

4.2 Complaints should be graded in order of severity, and any need for an expedited 
response. (See table below) 

Complaint Grade Keywords Responsibility 

High "small claims" Customer Relations Team 
Leader 

  "legal action"   

  "sue you"   

  "assault"   

  "assaulted"   

  "attacked"   

  "fraud"   

  "fraudulently"   

  "journalist"   



 

 

Normal Any other Customer Relations Agent 

4.3 The grade that has been allocated to a complaint is recorded with any other relevant 
information on ICMS (Integrated Complaints Management System), and is always checked 
before a response is sent. Complaints that are graded as “High” are the responsibility of the 
Customer Relations Team Leader. Although Customer Relations Agents may draft a 
response. 

Return to top of page 

5 Responding to Complaints 

5.1 Timescales for responding to complaints are clearly set out, and vary according to the 
communication method the customer has used to complain. 

• [Redacted under section 43 (“commercial interests”) of the Freedom of Information 
Act] 

5.2 Once received the complaint is allocated a unique reference number, allowing Customer 
Relations agents to track and check the progress of a complaint at any stage. 

Return to top of page 

6 Complaints Monitoring 

6.1 In order to maintain an effective Complaints Procedure, we closely monitor and track the 
root cause of complaints. This assists in our aim to identify trends, reoccurring problems or 
single incidents and respond quickly to resolve issues. 

6.2 Complaints are monitored on a monthly basis. The Customer Relations Manager 
produces and distributes a monthly report that details the complaint reasons by area of 
responsibility for the previous month. Trends and areas for improvement are then identified 
with the BBC and departmental managers. 

Return to top of page 

7 Promotion of Complaints Procedure 

7.1 The complaints procedure is available to everyone within the business. Customer facing 
staff must be able to demonstrate knowledge of the complaints escalation procedure 
relevant to their role and our complaints policy. All this information is available on Ask, which 
all office based staff have access too.  The Complaints Manager has presented the role 
complaints play in the business and the processes used to the Customer Support teams on 
both sites and liaises with both Customer Support Team Leaders. 

7.2 Field-based staff are unable to handle complaints in person. Although they can advise of 
TV Licensing polices and procedures, they do not have access to all the information required 
to conduct a thorough investigation into a complaint. If the customer indicates they wish to 
make a complaint about any aspect of TV Licensing, the Officer provides them with the 
telephone number for the call centre. This ensures that complaints are accurately recorded 
and addressed by the appropriate person. 

7.3 Complaints about Visiting Officers which are received by Customer Relations are dealt 
with by specialist agents.  A report is requested from the Field Manager who investigates the 
issue with the Visiting Officer.  Following a full investigation a response is sent to the 
customer and appropriate internal action taken where necessary.  A detailed Field report is 



 

 

collated on a monthly basis showing the outcomes of all Field complaints and this is shared 
with senior management and the BBC. 

7.4 Staff knowledge of our complaint handling procedures is measured as part of our quality 
monitoring process and the annual complaint audit. It is the primary function of Customer 
Relations to handle complaints; therefore Customer Relations staff are expected to have 
detailed knowledge of the complaints handling process. 

7.5 The complaints procedures will also be actively promoted throughout the business, using 
all available communication methods. Staff will be actively encouraged to consider their skills 
in complaints handling, and any help to improve these skills must be provided if requested. 

7.6 Customer Relations holds quarterly meetings with key stakeholders within the business 
to review the performance of our complaints procedure. This will also provide an opportunity 
to discuss any complaint trends specific to that area of the business. Staff must gather 
relevant information from their colleagues to discuss during these sessions. 

7.7 All staff are actively encouraged to raise any complaint trends they may identify. 

7.8 There is also a Complaint Champion process in place. Representatives from areas 
across the business are given live examples of complaints on a monthly basis.  They are 
responsible for investigating these complaints and identifying trends or process 
improvements.  A record of improvements identified is collated and fed back to senior 
management and the BBC on a monthly basis. 

7.9 Examples of complaints are also given to the BBC who takes them to various forums 
giving the opportunity for other TV licensing parties to investigate their areas.  These include, 
Proximity, the marketing agent, and iQor, the company responsible for Card Payment 
schemes. 

Return to top of page 

8. Quality Monitoring 

8.1 All Customer Relations agents are monitored on a monthly basis. Five items are fully 
checked using the Spot Check Quality Audit process (SCQA) and five items are checked for 
grammar and style. 

8.2 In addition to the above, all letters are checked by colleagues before posting. This is to 
identify any typographical and grammatical errors. 

8.3 The Business Assurance team also completes an audit of the complaints procedure, 
encompassing Customer Relations, on an annual basis. 

8.4 Call monitoring takes place on a monthly basis for all agents. Coaching and feedback is 
then provided where necessary. 

8.5 Every six months a levelling session is completed by the team leaders to ensure 
consistency in our approach to the SCQA process. 

8.6 All responses to escalated complaints are checked by the team leader or Customer 
Service Manager prior to being sent. 
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Goodwill Guidelines 

 

  



 

 

Escalation Procedure 

Addressees on complaint letters 

NB Please be aware some customer’s return letters were sent by Customer Relations, if 
these are returned with a reply then please send these to Customer Relations. 

It is important to check who the letter is addressed to, often the customer will refer to 
managers, the most frequently used names are: 

Managers and signatories Customer Relations team members 

CUSTOMER RELATIONS TEAM 
LEADERS 

[Redacted under section 40(2) 
(“personal information”) of the 
Freedom of Information Act]  

 

CUSTOMER RELATIONS 
MANAGEMENT 

[Redacted under section 40(2) 
(“personal information”) of the 
Freedom of Information Act]  

 

MAILING SIGNATORIES 

Alison Roberts 

Sarah Armstrong 

Jane Jeffers 

Jane Powell 

Steve Latham 

[Redacted under section 40(2) 
(“personal information”) of the 
Freedom of Information Act]  

John Hales 

Debbie Beckett 

[Redacted under section 40(2) 
(“personal information”) of the 
Freedom of Information Act]  

  



 

 

Call escalation and call back guidance 

1) Call Escalation 

Agents to Customer Support Team (CST) 

 After an attempt at trying to resolve the situation, if the customer is still unhappy and 
you are unable to finish the call. 

 Customer complains about another call centre advisor and is not happy with a simple 
apology.  Make an attempt to resolve the situation and apologise. 

 A recent complaint reference number is on CARE 

 Customer insists on compensation.  Do not offer or agree to this.   

 You need information from SmartAgent and a team leader is not available. 

 You are unable to answer the customers query and there is no information on ASK 
and a team leader is not available 

  

Remember - if you have to transfer the call to CST advise the customer that you are 
transferring them to a Complaint Specialist. 

  

Advisor to Team Leader 

  

 If the customer insists on speaking to a manager or supervisor or team leader  - 
make an attempt to resolve the situation but if unable to transfer to a team leader. 

  

  

Transfers to other departments. 

  

 The caller is a member of the press - transfer to press line. 
 Anything regarding prosecutions to be transferred to Darwen Field office on 0300 790 

6034. 

CST (Complaint Specialist) to Customer Relations Team (Complaint Executive) 

 A recent complaint reference on CARE 
 After 3 attempts to resolve, the customer is still unhappy and you are unable to 

complete the call 
 Complaint about an advisor - tell the customer that we will pass this on to the 

manager of the individual concerned to resolve, if still unhappy pass to CRT. 
 If the complaint is about a CST advisor pass to the CST Team leader, if the CST 

Team Leader is not available pass to a Customer Relations Team Leader 



 

 

 Customer wants compensation above £5 (not covered by your remit.) Try to decline, 
if appropriate or pass on to CRT. 

 After 3 attempts to resolve, customer still insists on escalation. 
 You are unable to answer the query yourself and there is no information on ASK and 

a team leader is not available. 

  

Remember - if you have to transfer the call to Customer Relations advise the customer that 
you are transferring them to a Complaint Executive. 

2) Customer Call Backs 

You should only offer to call the customer back personally when you need to contact an 
internal department which could result in a delay resolving the customer's query. 

You should not call the customer back in the following instances: 

  

 If the customer has insufficient credit on their mobile. 
 If the customer has asked you call them back due to the cost of the call. 
 If they need extra time to gather further information e.g. National Insurance Number. 

  

In any of the above instances advise the customer that they could use the TV Licensing 
website, www.tvlicensing.co.uk. If they are unhappy with this, or if their particular query 
cannot be resolved on the website, advise them that will need to call back using our 0300 
number.  If they object or query the cost explain that the 03 numbers, are charged at a local 
rate, and would be included in any 'free inclusive minutes' they have. 

  

  



 

 

Compensation Statement 

If a customer queries our compensation policy, or is asking for compensation, you should 
follow your standard complaints procedure. 

  

  



 

 

Complaints from a transgender customer 

Should you find yourself dealing with a complaint from a person that has identified 
themselves as a transgender customer, then until further notice, there is some additional 
processing that you need to do. 

For issues raised by, or relating to transgender customers, you should deal with the 
complaint as per your normal process and then, in addition, email tvlmanagers@capita.co.uk 
 with the name and address of the complainant and a very brief summary of the complaint. 

Examples of such issues might include: 

Mismatches between the title (i.e. Mr, Mrs etc) preferred by the customer and that shown on 
TV Licensing’s systems.   

Mismatches between the gender shown on identifying documents and the gender preferred 
by the transgender customer.   

Please note that you should never ask a person if they are transgendered, you should only 
apply this process if the customer offers this information. 

CS Team members / Customer Relations / Team Leaders - If you deal with a complaint of 
this nature, or you receive an email from a Customer Advisor as shown above, you should 
forward the information to the Head of Policy and Communications. The email address for 

these types of queries is [detail removed – internal use only] 

  



 

 

Formal Statement - Complaints Policy 

Policy Statement 

Where a letter or telephone call of complaint is identified, we will ensure that it is a dealt with 
by staff who are trained and have demonstrated that they can fully investigate the causes of 
the complaint, fully reply to the customers enquiries and can identify any operational 
weaknesses.  These will then be used as the basis for procedural improvement or 
development opportunities for operational staff.  The main purpose of the complaints 
function will be to reduce complaints within our control. 

All work will be dealt with within the targets set by the BBC and the data collected from 
complaints received will be used to identify trends and areas of potential improvements 
within TVL, processes and procedures. 

  



 

 

Escalation Process - Anti Evasion 

If a customer contacts us to give information about someone who is using a TV without a TV 
licence use the following process:- 

Lassy users - complete a multi form addressed to 'Corres', sub address 'Anti Evasion'. 

Qdos users - Open up and send a multi form via the 'Standard Letters' tab. 

Remember 

Put as much information on the form as you can. 

Include an explanation of why you are sending it. 

Leaving the ‘Comments box’  blank will mean that further investigation cannot go ahead. 

Never confirm whether or not there is a licence at the address. 



 

 

Escalation process - letter / email 

UK based staff that receive a complaint by email or letter should put the item in the 
appropriate SmartAgent queue for Customer Relations. 



 

 

Recognising Complaints 

This is a list of key words and key phrases that a Customer may use when contacting us. 

These key words and key phrases constitute by definition a Complaint and any item will be 
directed for action by the Customer Relations / Complaints Team. 

If you are in any doubt about whether the contact should be redirected please ask your 
Manager. 

KEY WORDS 

aggressive                     angry                            annoyed 

appalling                        compensation               complaint 

disgraceful                     disgusted                      furious 

harassment                   idiots                             incompetent 

intimidation                    menacing                      offensive 

outrageous                    rude                              shambles and useless 

KEY PHRASES   

I am extremely angry 

I can't get any sense out of 

I intend to take this matter (further, to my MP, to the Press, to my solicitor) 

I object most strongly 

I resent the tone of your 

I will sue 

I wish to complain 

Lack of courtesy 

Poor services 

Sort yourselves out 

When will you listen? 

Who do you think you are? 

CASES THAT MUST BE SENT TO CUSTOMER RELATIONS 

•  If the Customer mentions a Complaint Reference Number or a Complaint Reference 
can be seen in CARE 

•  If the Customer says that they will take the matter further 

•  WOIRA (Withdrawal of Implied Right of Access) Cases 

•  Cases/calls referring to discrimination 



 

 

•  Reply envelopes quoting a Complaint Reference Number 



 

 

Written Complaints Process 

What to do if a customer asks what our complaint escalation procedure is? 

If you're contacted by a customer who wants to know what our complaints escalation 
procedure is please advise them the following: 

"We aim to resolve customer concerns first time every time. However we have an escalation 
procedure in place that has four main steps." 

Step 1 - Customer Relations Department 

The department will respond to the customers concerns. If the customer isn't happy with the 
response or responses from Customer Relations, their complaint will be escalated to step 2. 

Step 2 - Operations Director -  Alison Roberts 

The director will review the original complaint and reply. If the customer isn't satisfied with 
this, their complaint will be escalated to step 3. 

Step 3 - BBC Head of Revenue Management 

The BBC will only review cases once TV Licensing have had the opportunity to review and 
resolve the matter in the first instance. Their address is: 

Head of Revenue Management 

BBC TV Licensing 
Room 4436 
BBC White City 
201 Wood Lane 
London 
W12 7TS 

Step 4 - A member of the BBC's Executive Board 

If the customer is unhappy with the response, they can then raise their concerns with a 
member of the BBC's Executive Board responsible for licence fee collection. They will carry 
out a review if they believe that TV Licensing and the Head of Revenue Management have 
not dealt with the complaint properly. However, the Executive Board member will not 
normally become involved if a customer is just unhappy with a decision. 

Other Useful Information 

Pipa Doubtfire is the Head of Revenue Management (the TV Licensing section) at the BBC.  

Do not under any circumstances advise contact with OFCOM in relation to a complaint 
about TV Licensing. 

If someone requests the name of the Managing Director or Partnership Director of TV 
Licensing, it is Terry Boynes. If someone requests to speak to the Managing Director or 
Partnership Director the standard escalation procedures must be followed. 



 

 

Legal Framework FAQs 

Legal Framework FAQs 

The below questions are from the TV Licensing website, click the question to see the 
answer. 

Why do I need a TV Licence? 

A TV Licence is a legal permission to install or use television receiving equipment (e.g. TVs, 
computers, mobile phones, games consoles, digital boxes and DVD/VHS recorders) to 
watch or record television programmes, as they are being shown on TV. This applies 
regardless of which television channels a person receives or how those channels are 
received. The licence fee is not a payment for BBC services (or any other television service), 
although licence fee revenue is used to fund the BBC. 

Which legislation authorises the BBC to collect the TV Licence fee? 

Section 363 of the Communications Act 2003 makes it an offence to install or use a 
television receiver to watch or record any television programmes as they’re being shown on 
television without a TV Licence. 

Is a TV Licence required to own a television set?  

You don’t need a TV Licence to own or possess a television set. However, if you use it to 
watch programmes as they are being shown on TV then you need a TV Licence in order to 
do so. 

If you own or possess a television set without installing or using it as a TV receiver (e.g. you 
only use it to watch videos or DVDs, or as a monitor for a games console) then you don’t 
need a TV Licence. 

If you don’t have a television set or have one but don’t use it to watch programmes as they 
are being shown on TV, we ask that you inform us this is the case, so that we can register it 
on our database to prevent unnecessary contact. An enquiry officer may call to verify this. 
This is necessary because when we make contact on these visits, almost a fifth of people 
are found to require a TV Licence. We believe that the fairest and most consistent approach 
is to visit addresses where TV Licensing is notified that no television set is used. 

If, during a brief visit, an enquiry officer can verify that no licence is likely to be needed, he or 
she will stop any further contact to that address for two years for a residential address and 
three years for a business address. 

Why should I pay for a TV Licence when I already pay to subscribe to a satellite [or 
cable] TV service? 

The requirement to hold a TV Licence and to pay a fee for it is mandated by law under the 
Communications Act 2003 and the Communications (Television Licensing) Regulations 2004 
(as amended). You need to be covered by a TV Licence no matter what device you use to 
watch or record television programmes as they are being shown on TV. This includes TVs, 
computers, mobile phones, games consoles, digital boxes and DVD/VHS recorders. 

Do I need a TV Licence if I don’t watch BBC programmes?  

A TV Licence is a legal permission to install or use television equipment to receive (i.e. 
watch or record) live TV programmes, regardless of which channel you're watching, which 



 

 

device you are using (TV, computer, laptop, mobile phone or any other), and how you 
receive them (terrestrial, satellite, cable, via the internet or any other way). 

Why do I need a TV Licence to watch TV programmes on my laptop?  

If you use a laptop to watch television programmes as they are being shown on TV then by 
law you need a TV Licence. If you use a laptop to view television programmes after they are 
shown on TV – for example by downloading programmes or via streaming on-demand – 
then you don’t need a Licence. 

A TV Licence is a legal permission to install or use television receiving equipment to watch 
or record television programmes, as they are being shown. The law applies to all viewing 
and recording devices, including TVs, computers, mobile phones, games consoles, digital 
boxes and DVD/VHS recorders. The licence fee is not a payment for BBC services (or any 
other television service), although licence fee revenue is used to fund the BBC. 

Is it illegal to watch TV on a computer without a TV Licence?  

If you use a laptop to watch television programmes as they are being shown on TV then by 
law you need a TV Licence. If you use a laptop to view television programmes after they are 
shown on TV – for example by downloading programmes or via streaming on-demand – 
then you don’t need a Licence. 

Do you need a TV Licence to watch shows on BBC iPlayer?  

It depends on whether you’re using BBC iPlayer to watch TV programmes at the same time 
as they are being shown on TV (i.e. “live”) or after they have been broadcast by either 
downloading programmes or via streaming on demand (on-demand). 

You need to be covered by a TV Licence to watch or record television programmes as 
they’re being shown on TV. The law applies to all viewing and recording devices (TV, 
computer, laptop, mobile phone or any other), regardless of how you receive the television 
programmes (terrestrial, satellite, cable, via the internet on BBC iPlayer or any other way). 

The BBC iPlayer allows users to watch programmes “live” as they are being shown on TV 
(i.e. BBC1, BBC2, BBC News etc.) and on-demand. If you are watching live content (e.g. a 
programme as it is being shown on BBC1 or BBC News) you will need a TV Licence. If you 
are using the BBC iPlayer to watch programmes on-demand i.e. after they have been 
shown, you do not need a TV Licence. Accordingly, depending on the nature of the content 
being viewed on the BBC iPlayer, a TV Licence may be required. 

Is the issue of a TV Licence covered by consumer law?  

The issuing of a TV Licence does not constitute a sale of goods or services and is not 
covered by consumer law. 

What is the legal status of the BBC? 

The BBC is a corporation incorporated under Royal Charter granted by the Queen under the 
Royal Prerogative. The current Royal Charter was granted to the BBC on 19 September 
2006. It took effect on 1 January 2007 and will expire on 31 December 2016. 

Where does TV licensing law apply? 

The law that requires a TV Licence for using or installing television receiving equipment to 
watch or record television programmes as they are being shown on TV applies in the UK 
(England, Scotland, Wales and Northern Ireland), the Channel Islands and Isle of Man. 

Is the requirement to pay a fee for a TV Licence in breach of EU regulations?  



 

 

No. The Communications Act 2003 states that a TV Licence is needed to install or use a 
television receiver. EU regulations have no bearing upon this. The UK is not alone in 
operating a broadcasting licence fee system: other European countries with comparable 
systems include Austria, Denmark, Germany, Italy, Ireland and Switzerland. 

When will we be able to subscribe digitally to the BBC; will this cancel the requirement for a 
TV Licence? 

The Government has determined that the BBC should be funded by the TV Licence fee from 
2007 to 2016, the period of the BBC’s existing Royal Charter. Before the end of that period, 
and towards the end of the digital switchover process, the Government has stated that there 
should be a further review of whether there might be a case for other funding methods to 
make a contribution after 2016. 

Why is TV Licensing subject to the Freedom of Information Act 2000?  

The Freedom of Information Act 2000 (“the FOI Act”) provides a general right of access to 
information held by public authorities. The BBC is a public authority for the purposes of the 
FOI Act in respect of information it holds for purposes other than those of journalism, art or 
literature. 

Under the Communications Act 2003 the BBC is the public authority responsible for 
television licensing. The FOI Act therefore applies to all TV Licensing information held by 
and on behalf of the BBC by contractors engaged to administer the issue of licences and 
collection of the licence fee, subject to certain exemptions set out in the FOI Act. 

For more information on any of the above advise the customer to visit www.tvlicensing.co.uk 
and type in Legal Framework in the search box. 

  



 

 

Press, FOI and MPs 

Enquiries from Members of Parliament 

Enquiries from Members of Parliament - Call Centre 

Also including Members of the Scottish Parliament, Members of the Welsh Assembly; 
Members of the Northern Ireland Assembly and Members of the European Parliament.  

Telephone Query 

If the call is a general enquiry about procedures or rules and can be answered by the 
adviser, the adviser should attempt to resolve the query himself or herself. 

However, if the Member of Parliament is calling on behalf of a constituent, or the query 
contains a complaint or if there is any doubt about the advice to be given to the Member of 
Parliament, the call should be transferred to [Redacted under section 40(2) (“personal 
information”) of the Freedom of Information Act] on [detail removed – internal use 
only]. 

When transferring the call, please make sure you obtain the name of the Member of 
Parliament and the nature of the enquiry and pass this information on [Redacted under 
section 40(2) (“personal information”) of the Freedom of Information Act]. 

Important Note 

If you are dealing with an enquiry from a member of the public who is stating that they will go 
to their Member of Parliament (MP) with their query/complaint do not transfer the call or 
forward the correspondence to the above team. 

In these instances, please follow your normal complaints procedure. 



 

 

Enquiries from Members of Parliament - Email / 
Corres / Customer Relations 

Also including Members of the Scottish Parliament, Members of the Welsh Assembly; 
Members of the Northern Ireland Assembly and Members of the European Parliament. 

Correspondence / Email / Customer Relations 

In all cases please forward the correspondence by internal post to [Redacted under 
section 40(2) (“personal information”) of the Freedom of Information Act], [detail 
removed – internal use only]. 

Important Note 

If you are dealing with an enquiry from a member of the public who is stating that they will go 
to their Member of Parliament (MP) with their query/complaint do not transfer the call or 
forward the correspondence to the above team. 

In these instances, please follow your normal complaints procedure. 

  



 

 

 

Freedom of Information 

Freedom of Information 

The email or postal addresses to use are below. 

GENERAL F.O.I. INFORMATION 

The customer can email an F.O.I. request to: - 

  

foi@bbc.co.uk 

  

The customer can also send a written  F.O.I. request to: - 

  

Freedom of Information 

Room BC2 B6 

Broadcast Centre 

White City 

Wood Lane 

London 

W12 7TP 

Please note that all of these addresses are forwarded to the BBC directly. 

Answers to many questions can be answered by directing the customer to the F.O.I. pages 
of the BBC website -www.bbc.co.uk/foi 

Ensure whether a request is a FOI request? 

If you are unsure if a letter or email falls under the remit of F.O.I. you can contact the Policy 
team on [detail removed – for internal use only] DO NOT advise the customer that you 
are seeking advice about if their questions fall into F.O.I. 

Please note: An FOI request can only be made to request a copy of any recorded 
information held by TV Licensing or the BBC.  It cannot ask for an opinion or explanation 
unless that opinion or explanation is recorded anywhere. Therefore, in general, any requests 
for opinions and explanations of TV Licensing or BBC related topics, where FOI is not 
mentioned in the item, should be dealt with as usual and not referred as FOI. If you unsure 
please check with the Policy team. 



 

 

Freedom of Information Request - Call Centre 

If you receive a telephone call and the person states that they would like to make an FOI 
request, firstly direct the customer to is the BBC website.  Under the FOI Act the BBC have 
produced a publication scheme, which can be found at www.bbc.co.uk/foi. 

If the customer does not have access to the internet or has been unable to find what they 
were looking for then they need to put their request IN WRITING / email, stating their name 
and address and a description of the information they require. Suggest that the customer 
mentions FOI in their letter or e-mail – Act does not require this but it will help deal with their 
request efficiently. 

If the question is clearly a programme question deal with this business as usual (refer to 
BBC website or BBC Information Line). 

The email or postal addresses to use are on the Freedom of Information - General 
Information page. 



 

 

Freedom of Information Request - 
Email/Corres/Customer Relations 

Recognising a Request 

You need to recognise when there is a request.  A customer may request information without 
mentioning FOI.  We have an obligation to let people know about FOI and advise them what 
steps they will need to take in order to get the information they want. 

What to do 

If an FOI request is received in writing or email (regardless of whether it cites the FOI Act or 
not) it must be re-directed to the Policy Group to deal with. (via SmartAgent if applicable). Do 
not send a response or acknowledgement to the customer. 



 

 

Press Enquiry 

Press Enquiry - Undercover Journalists 

Not all journalists are open about their intentions and from time to time can skillfully engage 
advisors in conversation, getting them to comment on TV Licensing, the BBC and Capita. 

The only way to ensure that you are not entrapped in this way is to take care with all callers, 
by following these guidelines: 

 Do not, under any circumstances, give any information other than that on Ask 

 Do not, under any circumstances, give a personal opinion on any topic other than the 
weather 

 If you find yourself in a difficult conversation, briefly put the call on hold (following the 
‘on hold etiquette’) and inform your team leader, who will then monitor your call 

 If asked a direct question that you are not authorised to answer, do not say “no 
comment” (this could be reported as “a TV Licensing spokesman said ‘no comment’,” 
which comes over as defensive), but say, “if you like, I can transfer you to my 
manager, if they are available – they might be able to help you” 

 If it becomes clear at any time in the call that you are speaking to a media 
representative, then take their details (name, telephone number and publication) and 
direct the caller to the TV Licensing press office 

 If, after the event, you suspect you have taken a call from an undercover journalist, or 
if you have commented inappropriately to a caller, inform your team leader, who will 
then contact TVL Communications. 

TVL Communication will give guidance from the BBC if there is a topical issue that might 
raise calls from the press or other media. 



 

 

Press Office - Call Centre 

What do I do if someone says they are from the press? 

Where a caller indicates they are a member of the press, e.g. calling from media such as 
television or radio programmes or they are a newspaper journalist or free lancer, their call 
must be forwarded to the press office. 

TV Licensing customer service staff are not authorised to discuss TV Licensing / Capita 
issues with members of the media / press. 

Do not transfer calls where customers are complaining and threatening to go to the press, 
these calls must be dealt with by your usual complaints procedure. 

TV Licensing's Press Office telephone number is 0208 752 6606. 

Capita Press Office telephone number is 0870 240 0488. 



 

 

Press Enquiry - Email or Letter 

What do I do if receive a letter from the press? 

Should you receive a letter from a journalist, newspaper or the media or a letter written on 
behalf of the customer by a journalist, newspaper or the media this must be reported 
immediately to TVL Communications. 

If you find yourself in this scenario: 

If it is an email 

Send the email to [Removed, internal use only] 

If it is a letter 

 send an email to [Removed, internal use only] providing the name of the 
newspaper and the nature of the customer's complaint in as much detail as possible 
(if you do not have access to email, ask your line manager to send it for you) 

If you have any questions, please speak to your line manager or email [Removed, internal 
use only] 



 

 

Useful explanations for complaints 

FAQs & Useful Explanations 

Click on a link below for more information. 

I paid for a licence on 29 November, why does it only run to the end of October? 

Why is there a £5 premium for quarterly Direct Debit? 

Why do I have to pay in advance on Monthly Direct Debit? 

How do I get a person's number removed from our dialler? 

Why is there no discount for deaf people? 

The address you are writing to doesn't exist or it is down the road somewhere. Why write? 

I think the messages in these letters are too strong 

How dare you write so strongly to me? 

Why has it taken so long for this mailing to arrive after I've paid? 

I paid at PayPoint and now I get a snotty mailing? 

The address you are writing to doesn't exist or it is down the road somewhere. Why cant you 
get it right? 

Why are you still writing to me? 

Why refund in quarters? Where does the extra 2 months go? 

My refund form arrived late & now Ive only been given one quarter? 

Why do I have to fill out a refund form? 

I'm the account holder, why does the refund go back to my ex wife? 

Who gets my licence fee? What does it pay for? 

The BBC is producing poor programmes, some are offensive. I am only going to pay a 
proportion of the fee? 

The operator I spoke to was very rude and wouldn't listen to me! 

Where did you get my name from? (Is this a breach of DPA?) Am I liable for the licence just 
because you've got my name? 

I want my partner's name on the licence as well. 

What right do you have to change the expiry date on my new licence? 

Do TV Licensing have an ombudsman? 

How can you tell I'm using a TV? 

Complaints about Offshore Work 



 

 

Are your mailings direct marketing, and if so can I 
opt out of it? 

No. Section 11 of the Data Protection Act 1998 provides individuals with the right to prevent 
direct marketing. This provision does not apply to TV Licensing’s letters because they are 
not advertising or marketing material. A TV Licence is not payment for a service. It is a legal 
permission to install or use television equipment (e.g. a TV set, computer, mobile phone, 
games console, digital box or DVD/VHS recorder) to watch or record television programmes 
as they're being shown on TV. Section 363 of the Communications Act 2003 makes it an 
offence do so without a valid TV Licence. The BBC is the public authority responsible for 
television licensing, and administers this through its agents who use the BBC trade mark “TV 
Licensing”. 



 

 

Customer Satisfaction Surveys 

TVL contact customers from time to time to invite them to take part in a Customer 
Satisfaction Survey . The surveys are very quick and simple to complete and only ask four 
key questions 

We do this so that we  gain a better understanding of our customers experience when they 
contact us here at TVL. The insight that our customers provide will help us to continually 
improve the service that we provide for them. 

Customers may be contacted by the Outbound Team, email and  SMS, there will also be an 
invite on some the pages on the TVL website. 

What does this mean for you. 

You may receive a small amount of queries from customers who have not seen an invite to 
take part in a survey before or are checking that the invite has come from TVL. 

If a customer does not want to participate in these surveys explain that they do not need to 
take part in the survey if they do not want to and can simply opt out by either unsubscribing 
in the email invite or sending STOP to the SMS message. 

If you have any additional queries, please forward these to your Team Leader. 

  

  



 

 

Do TV Licensing have an ombudsman? 

There is no ombudsman for TV Licensing. TV Licensing are regulated by the BBC, who are 
the licensing authority. The BBC Trust regulates the BBC. 

If a customer wishes to complain please following the complaint process. 



 

 

How can I buy or renew a black and white TV 
Licence? 

A black and white licence costs £49.00. 

By phone 

If you need to buy or renew a black and white TV Licence you can pay by annual Direct 
Debit or debit or credit card by calling us on 0300 790 6130. Please have your bank or card 
details to hand when you call. If you pay by Direct Debit, your bank or building society will 
automatically transfer the full licence fee once a year. This means you won’t ever have to 
worry about your licence expiring. 

By post 

You can post a cheque made payable to ‘TV Licensing’ for £49.00. Please write your name, 
address, post code and TV Licence or reference number (if available) on the back and send 
it to: 

TV Licensing 

Darlington 

DL98 1TL 

Please do not send cash payments. 

At a PayPoint outlet 

You can renew your black and white licence at a PayPoint outlet. Simply take your reminder 
with you, PayPoint outlets accept cash or most debit cards, but not credit cards. If you do not 
have a reminder, or you wish to buy a brand new black and white licence, you will need to 
call us on 0300 790 6130 to obtain an application form which you will need to take with you 
to a PayPoint outlet. 

Unfortunately you cannot pay for a black and white licence on our website. 

  

  



 

 

How can you tell I'm using a TV? 

If a customer asked you about TV Licensing’s detection 
methods. 

1.  Do not engage in any discussions with customers 
regarding TV Licensing’s detection methods. 

2.  Advise the customer you do not have that information 
available. 

3. If you have entered the licence: 

 Select the General Enquiry script, and choose General Enquiry 

 Select Freedom of Information (FOI) 

 Follow the second instruction which gives information on where the customer can 
send their FOI request 

 Qdos will automatically enter the relevant Care note 

Or 

If you have not entered the licence use provide the BBC Website / correspondence details to 
the customer by clicking here. 

4.  If the customer refuses to write in, advise them that if they want any further information 
they must follow the FOI procedure and you do not have that information available. 



 

 

How dare you write so strongly to me? 

We have a duty to the BBC and to Parliament to reduce licence evasion. The strong 
message in our letters is intended only for those who are deliberately evading and is 
constructed in such a way as to make that clear. There will be those who need no licence 
and our letters recognise this. Experience has shown that without a strong message 
deliberate evaders often ignore our enquiries. 



 

 

I'm the account holder, why does the refund go back to my ex-wife? 

Title to a television licence lies with the licence holder, who is consequently the only person 
who can claim refunds on it. However, where a bank account holder offers evidence that the 
licensee has not personally required the licence being paid for, TVL can exercise discretion 
to refund the account holder. These requests must be put in writing to the Customer 
Relations Department. 

Customer Relations 
TV Licensing 
Darlington 

DL98 1TL 



 

 

I have problems with my TV reception, can you 
help? 

Caller Centre Agents: Give the customer the telephone number for the Radio and 
Television Investigation Service - 0370 901 6789 or they can visit the Radio and Television 
Investigation Service website at www.radioandtvhelp.co.uk 

Do NOT refer customers to OFCOM. 

The site provides guidance on possible causes of problems and advice.  If the symptoms are 
possibly due to interference, customers can submit a web form for the problem to be 
investigated further. 

Admin and Email Agents : Send a DL2.5 , which give details of Radio and Television 
Investigation Service. 

Alternatively, customers can contact the Radio and Television Investigation Service using 
the address and telephone details below: 

RTIS 

PO Box 1922 

Darlington 

DL3 0UR 

Tel: 0370 901 6789 



 

 

I paid at PayPoint weeks ago and now I get a further mailing? 

PayPoint collects all licence sales information and sends it on to us to update our records. If 
we don't have this record on file, we will continue to send reminders. Missing records are 
due to one of 3 reasons: 

 PayPoint fail to send the details on, 

 There has been a delay in sending them on, 

 We have the licence recorded at a different address record (perhaps because of a 
misspelling or because the address given for the licence is different from the one to 
which we are sending reminders). 

If you cannot trace the licence over the phone from details of exactly what the customer 
says, complete a Licence Held Claim Form available on Call Log. The customer must have 
their PayPoint receipt to hand. 

Remember to check to see if the customer has moved recently. 

Our Finance department can then confirm the sale from the accounts and will write to the 
customer to advise them of the result of their investigation. 



 

 

I paid for a licence on the 29th of November why does it only run to the end of 
October? 

A TV Licence is a legal permission to install or use a TV receiver. There is nothing in law to 
say how long a licence should last, except that a TV Licence can last for a period specified 
on the licence. However, the Licensing Authority is empowered by the Communications Act 
2003 to set restrictions and conditions on a licence. 

The current method is for licences to have one of any of the 12 end of month expiry dates. 
To move to a system of 365 daily expiry dates would cost money and may not be in the 
interest of licence fee payers in general. 

A 'first' TV Licence may last for a little less than 12 calendar months because a person 
needs a licence from the date that TV is installed, which can be any time in the month. The 
first licence will expire one year from the last day of the month preceding the issue. 

Renewals of licences are then given the same expiry day and month for a long as the 
licensee continues to use TV - these licences last for one year. 



 

 

I want my partner's name on the licence as well. 

It is our policy to have only one licensee name, because the licence covers them and all 
others living as part of their family at the stated address. Two names are therefore 
unnecessary and would cause administration complications, such as if a dispute arose the 
licence could not be moved, changed or refunded without the express permission of both 
parties. 

The BBC as the Licensing Authority is empowered in law to determine the provisions of a 
licence and it's policy is to allow a single named licensee. 



 

 

Inactive Letter Complaints 

This inactive letter is being sent to addresses which are unlicensed and have been mailed 6 
or 7 times already and no response has been received. 

The letter outlines what to expect in court and how to avoid a court summons. 

 Click here to view a copy of this letter. 

This letter gives you the opportunity to put your sales skills to the test. So if you receive a 
call from someone who has received this letter, always attempt to resolve the situation 
yourself, this could be as simple as setting up a licence. 

If the caller asks to speak to manager, you should follow the normal escalation procedure. 

If you are unsure about what the escalations process click here. 



 

 

I think the messages in these letters are too strong 

We have a duty to ensure that all addresses in the UK where TV is used are appropriately 
licensed. Our letters must of necessity be balanced to recognise that there may be good 
reasons why a person does not have a licence, while being sufficiently strong to deter 
evaders. 

We cannot know the circumstances of a particular recipient of our letters but we review all 
letters regularly to ensure that they are appropriately balanced. 



 

 

My refund form arrived late & now I've only been given one quarter? 

The amount of refund payable depends upon the effective date. The effective date is the 
date on which an application is received by TVL. 

If a person calls or writes on an earlier date to advise that they have ceased to use TV, we 
will allow that date to be classed as the effective date providing that there has not been an 
unreasonably long delay and where we ask for proof, it is provided. 



 

 

Offshore Work 

Call Centre staff 

If a customer raises a concern about work being completed away from the UK, please 
reassure them with the below. 

“TV Licensing's decision to move more back office operations to India was made in the 
interest of providing the highest possible standards of service and value for money for 
licence fee payers. TV Licensing is satisfied that the office in India operates to the highest 
standards in security.” 

The below statements may also be useful for call centre staff to use: 

 The use of our site in Mumbai improves our speed of response on certain types of 
transaction 

 The high quality standards we achieve in the UK will be maintained. 
 The more complex customer queries and transactions will continue to be handled in 

the UK, as will all telephone contact with customers. 
 All customer details are still held in IT systems hosted in our secure data centre in 

the UK. 
 We take the security of our customers' information very seriously. 
 All of our information systems are governed by strict Security Policies and are 

regularly audited. 

Administration staff 

If you receive an email or a letter about this, please use paragraph GEN22. 



 

 

Duplicate addresses 

Why are you writing to an address that doesn't exist or it has been 
demolished? 

With an address database of over 25 million records, things can occasionally go wrong. To 
resolve this matter you should give full details of the customer's correct address, and also 
the duplicate address that needs to be deleted. 

Do not advise the customer to contact Royal Mail or The Post Office. If the problem with the 
address does need the help of Royal Mail, the Address Structure team will contact RM 
directly. 

Qdos users 
Follow the 'Duplicate Address' route on Qdos, remembering to check Caves.   

Lassy users 
Complete an Address Structure amendment form on Call Log. 

  



 

 

The BBC is producing poor programmes, some are offensive. I am only going 
to pay a proportion of the fee. 

The licence fee is not payment for BBC services, it is payment for a legal permission to 
install and use a television receiver. The full fee prescribed in law is payable regardless of 
which channels are viewed. We (and the BBC)are not allowed by law to accept any payment 
other than the prescribed fee for a licence. 

The BBC do wish to know the views of the public and these can be made to: 

Correspondence Manager, 

BBC Information 

PO Box 1922 

Darlington 

DL3 0UR 

  



 

 

The operator I spoke to was very rude and wouldn't listen to me! 

Whether the customer is justified or not in saying this, we should always accept that this is 
the customers perception and apologise initially for the annoyance caused by the operator. 

The customer can be told that we expect operators to be polite, helpful and to provide good 
customer service at all times. We do monitor calls and we will do so in this case. A report will 
be provided to the operator’s manager to address with the operator and to take appropriate 
action. 



 

 

What right do you have to change the expiry date on my new licence? Why do 
you assume it needs changing? 

The right to amend the expiry date is given within the Communications Act 2003 (Section 
364 (5)) 

Most people use their television on a continuous basis and when they do renew their licence 
with a different date it is often because they are not sure of the expiry date of their previous 
licence or because they have renew late. On that assumption we change expiry dates so the 
licences run concurrently, if we didn’t do this it may encourage evasion by renewing late. 

When an expiry date is amended we always advise the customer, giving them the 
opportunity to contact us if there is a reason why the licence expiry date should not have 
been changed. 



 

 

Where did you get my name from? Am I liable for the licence just because 
you've got my name? 

Most of our letters to addresses where there is no record of a licence are sent to the 
“Present Occupier”. However sometimes we buy in occupier names from the public domain, 
most commonly electoral rolls. The names we obtain are used on the next letter we send but 
are not retained on our files. 

There is no breach of Data Protection because the details are obtained from publicly 
available sources. 



 

 

Who gets my licence fee? What does it pay for? 

The licence fee is paid to the Treasury. The Treasury use it to fund the BBC. The licence is 
payment for a permission to install or use television equipment to receive or record television 
programmes. It is not a payment for service and is payable regardless of which channels are 
received. 

A standard colour TV Licence costs £145.50 – the equivalent of £12.13 per month or just 
under 40p per day. The fee you pay provides a wide range of TV, radio and online content, 
as well as developing new ways to deliver it to you. 

How the BBC spent the licence fee in 2013/14 

 



 

 

Why are you still writing to me? 

We write to all addresses in the country where there is no record of a licence to ask about a 
persons use or otherwise of television. When a person tells us that they do not use TV, we 
will stop further enquiries apart from a visit at some point to verify the position. 



 

 

Why can't I have a TV Licence in joint names? 

A TV Licence is a legal document and we currently only allow a single name on it. 

Usually, one TV Licence allows the use of any TV equipment at a property by the licence 
holder, their family or any person working or visiting there. So there should be no need to 
have a licence in a joint name. 



 

 

Why do I have to fill out a refund form? 

A refund application form must be completed because there are a number of details which 
must be collected which may determine whether a refund is payable. This must be in the 
form of a signed application because we have a legal duty to satisfy Government Auditors 
that any refund of public revenue is justified. 



 

 

Why do I have to pay in advance on Monthly Direct 
Debit? 

The monthly Direct Debit payment scheme is a great way to budget to pay your TV Licence. 

The payment amounts and months are actually laid out in the Communications (Television 
Licensing) Regulations 2004 (as amended). 

These regulations state that any person who pays by the monthly scheme will pay their fee 
in this manner. 



 

 

Why has it taken so long for this letter to arrive after I've paid? 

The simple answer is that it can take up to 3 weeks from a reminder or letter being selected 
until it reaches the customer. If they want to know why it should take that long, we can 
explain that TV Licensing sends 4-5 million reminders or enquiries to people every month. 
The letters have to be printed, enveloped and passed to the Royal Mail, who are then 
allowed several days to deliver, because of the sheer volume of letters. 



 

 

Why is there no discount for deaf people? 

TV Licensing is responsible for enforcing the law that relates to TV Licences. 

There are concessions in place in law for people who are over the age of 75, people who are 
registered blind and people who are disabled or of retirement age and live in certain types of 
accommodation.  These concessions are decided by the Government.  The Government has 
not brought in a concession for TV Licences for people who are deaf; therefore TV Licensing 
is not able to offer such a concession. 

If you feel that there should be a concession in place for people who are deaf, you may wish 
to contact your local Member of Parliament about this issue.   

TV Licensing is only able to apply the law as it stands, and because there is no concession 
in law, TV Licensing are unable to offer one. 



 

 

Why is there a £5 premium for quarterly Direct 
Debit? 

The Quarterly Direct Debit scheme is an exception which allows customers to make all 
payments in arrears and a £5 annual premium is charged to customers in recognition of this. 
Customers who do not pay in instalments pay the license fee up front 

We advise our customers of the premium whenever this option is select, and it is outlined in 
the payment plan accompanying each new licence. 

If you would prefer not to pay this way, there are other payment options, including annual 
and monthly Direct Debit. 

Further Info: The Quarterly Direct Debit Scheme payments are in arrears but there's a £5 
annual premium (£1.25 per quarter)., which is prescribed by Parliament under the 
Communications (Television Licensing) Regulations 2004 (as amended). 

  



 

 

Why refund in quarters? Where does the extra 2 months go? 

The BBC govern the refund policy and at present we can only refund unused quarters when 
person has stopped using TV and no longer needs a licence. The licence fee is revenue for 
the BBC and any refund issued is taken from that revenue, so the extra 2 months remain as 
revenue for the BBC. 

Our policies are under constant review however any decision to give monthly refunds must 
be weighed against the potential loss of revenue to the BBC British Broadcasting 
Corporation to make television programmes. 



 

 

Deceased Enquiries Menu 

 

Over 75 Licence Guidelines - Licence No Longer Required or 
Licensee Deceased - click on the picture to find out what to do. 

 

Cancelling an Islands Free Licence Due To Licensee Deceased - 
click on the picture to find out what to do 

 

Telephone Techniques - Handling a Grieving Customer - click the 
picture to find out more 

 

Dialler Outcomes -  Deceased - click on the picture to find 
out when to use this outcome 

 

Refund Policy Guidelines - No Longer Using TV Equipment 
(including deceased cases)  click the picture to find out more 

 

Refund - Deceased retrospective Over 75 applications - click the 
picture to find out more 

 

Blind FAQ - What happens if a person with a Blind Concession 
dies?  - click the picture to find out more 

 

Mandate Cancellation Guidelines -  click the picture to find out more 



 

 

Completing Forms 

Completing Forms Menu 

Please select the topic below that relates to the form you are completing. 

 

Electoral roll form for name appended mailings 

 

Lassy action form 

 

Multi form to the Over 75 department 

  

 

Qdos Call Log forms 

 

Reasonable Adjustment Form 

 

SITE (Stated Intention To Evade) Form 

 

Stop cheque reissue form 

 

TVL - Darwen field form 



 

 

 Electoral Roll Form For Name Appended Mailings 

Complete this form if you receive a call from a customer has already informed us of their 
move and they receive a letter addressed to them at their old address which is not a 
crossover letter. 

To select the form in Outlook 

 Click file 

 Select New 

 Select Choose form 

 Look in – Organizational Form Library 

 Select  TVL  – Electoral Roll Form 

Qdos users - the information to be able to complete this form is found via the ‘Electoral Roll’ 
route on Qdos 

The Electoral Roll form needs to be fully completed; otherwise this causes a delay in getting 
the information sent to Proximity who remove the names from their database. 

 



 

 

Lassy Action Form 

Only complete this form if the action you require cannot be completed in Qdos and a Multi 
form is not required 

To select the form in Outlook 

 Click file 

 Select New 

 Select Choose form 

 Look in – Organizational Form Library 

 Select  TVL  – Lassy  Actions 

These forms are all completed within 24 hours of being received 

Please make sure you give as much information as needed to process the action, Lassy 
Actions agents will not call the customer back. 

 



 

 

Completing a Multi form to the Over 75 department 

When completing a Multi form to the Over 75 Department please be aware that some 
information must be complete 

Name – The customers full name 
Title 
Initials 
Surname 

If any of these are incorrect then this will stop the application 

Date of Birth – The person applying for the concession 

Full Address – It must be the full address not just the prem-code & post code, include any 
flat numbers. 

If the customer lives in a nursing / care home ensure to included the room number and ask 
the question will they be using TV at the new address, if the customer doesn't yet know the 
room number please ask them to let us know when they do. – without this information we 
cant apply the free licence and the application will stop 

Without all the information the application will be slowed down and if an error is made it 
could stop the application. 

Telephone number – landline is the priority over mobile (for these customers) and never 
guarantee a call back. Call backs are is not possible due to the high volume of requests the 
o75 department have to deal with 

If you follow the above guidelines applications will be dealt with effectively and ensure the 
customers first time resolution 

  



 

 

Qdos Call Log forms 

When  a Qdos form is populated during a call for a call back there are several things to 
remember: 

 Ensure that the correct name is entered if a call back is required, especially if the 
Licence holder is deceased. 

 If a call back is required never give or agree to a specific time or day for the call back. 

 If a call back is required advise the customer that the process eg change of bank, DD 
set up, will not be complete until after the call back call. 

 If a change of payer is required ensure that you give the new payers name. 

Remember – If a Qdos Call Log form has been populated and sent there is no need to send 
an Outlook pending form 

  

  

  



 

 

Reasonable Adjustment Form 

Below are some guidelines to completing the Reasonable Adjustment form should you 
receive a call from a customer who you think may require a reasonable adjustment. 

The form is available on Outlook. 

Tools > Forms > Choose Form > TVL – Reasonable Adjustment Request 

Please note this form is not to be used if a customer requests alternative format, please use 
a multi form for 
this.

  



 

 

SITE (Stated Intention To Evade) Form 

If a customer says that they aren’t paying because they don’t watch BBC or they pay another 
provider, you should explain that they still need a licence if they are watching any programs 
including foreign channels as they are being broadcast. 

If they still refuse to pay you should inform them that if they watch live TV without a licence 
they could be fined, then complete the SITE form 

Remember the customer must: 

• Be identifiable (name and address) 

• Have contacted TV Licensing and stated that they watch or record live TV and will not be 
buying a licence 

The form is available on Outlook. 

Tools > Forms > Choose Form > TVL – SITE Form 



 

 

 

  



 

 

Completing a Stop Cheque Reissue form 

Only complete this form if the customer requires a cheque to be reissued and the 
instructions appear on the form 

To select the form in Outlook 

 Click file 

 Select New 

 Select Choose form 

 Look in – Organizational Form Library 

 Select TVL – Request for a Stopped Cheque 

Please fill in as much information as possible when completing this for then send it to your 
direct line manager. 

Please make sure you give as much information as needed to process the action,  the 
customer will not be called back. 

 



 

 

Completing a TVL - Darwen Field Form 

Complete this form to move a UAP guard, this is used when on outbound if the customer 
claims to have a licence at the new address or to advise about a customer who it is claimed 
is evading. 

To select the form in Outlook 

 Click file 

 Select New 

 Select Choose form 

 Look in – Organizational Form Library 

 Select TVL – TVL Darwen Field Information 

Please make sure you give as much information as needed to process the action, the Field 
Department will not call the customer back 

 



 

 

Customer Relations Folder 

Blind & SSI FAQs 

.FAQs for call transfers related to Blind/SSI 
concessions for CST 

Please click on the links below to take you to the relevant question and answers. 

Registration 

Refunds 

Letters and Care 

Alternative Format and Reasonable adjustment 

Other Issues 



 

 

Alternative Format and Reasonable Adjustment - 
Blind Concession 

What if a customer is requesting correspondence in an alternative format? 

Any written requests should be directed via the appropriate category on Smart Agent or to 
the Policy Group, Bristol, even if the alternative format requested is not one of the ones 
listed. 

Any telephone requests should be directed via a Multi form to the Policy Group. Please take 
the name and address of the customer and what alternative format is required. Please also 
indicate if this request is for a one-off item or if it will be required on an ongoing basis. If you 
have sent a licence or letter during the call advise the customer that this has been sent and 
they should ignore it as the document will be resent in their preferred format within 10 days. 
 Record the customers telephone number in case we need to contact them. 

What are the alternative formats available? 

TV Licensing is able to support requests for documents in the following alternative formats: 

 Braille 

 Large Print 

 Audio 

 Email 

 Computer Disk 

What if the customer’s address says ‘Alternative Format' or 'Alternative Format 
Welsh'? 

Do not make any amendments to the licence contact the Policy Group using a Multi form. 

What if a customer is requesting a reasonable adjust or change to our current 
services/practices? 

The change may enable them to use our services, communicate with us or understand 
literature, letters or services. First check the customer’s Care history to see if there is already 
a reasonable adjustment in place and if so, manage the query in line with the requirement. 

If this is a new request then hold all emails and whitemail for the Policy Team in Smart 
Agent. If the request is during a call fill out the Reasonable Adjustment form available on 
Outlook: 

Tools > Forms > Choose Form > TVL – Reasonable Adjustment Request 

The customer will then be contacted directly by the Customer Relations Team.   Please 
ensure that if you are talking to a third party you have the authority of the licence holder, if 
not ask them to call back or provide evidence such as POA. 

  



 

 

Letters and Care - Blind Concession 

Letters 

Which letters are most commonly sent by the Blind Concessionary Group? 

 BCG1 confirming refund on way CFL, 

 BCG6 confirming refund on way DD, 

 BCG3  explains what documentation needs to be sent, 

 BCG4 – refusing because partially sighted, 

 BCG35 requesting more evidence as evidence sent is not acceptable, 

 BCG36 discrepancy on certificate and asking for something else. 

  

Care Notes 

What are the explanations of the most commonly used abbreviations used in Care by 
the BCG?   

SSI – severely sight impaired 

Collate any further examples and send to CST Team Leader 

  



 

 

Other Issues - Blind Concession 

A Blind marker can drop off a licence if there is a change of name or DD cancellation 
on the licence. Can the marker be re-applied without the customer needing to 
resubmit their proof and how should an agent handle such a query? 

If the details are in care we can re-set the blind marker however if the licence is old these 
details may be lost and we will need to re-verify.   

Have there been attempts to fraudulently claim a Blind concession and what should 
the CST look out for to prevent this happening in future 

Examples of altered CVi’s have been received but they will not be accepted in this state. 

Flag any suspected cases with the CST Team Leader and the Business Information Team. 

  



 

 

Refunds - Blind Concession 

When a customer is applying for a refund, what proof of purchase do they need to 
send with the application? 

As long as we have the original DD application on the system we are able to provide a 
refund.  If the system doesn’t show this then the customer will need to provide evidence of 
payments, these can be copies of bank statements or e-mailed PDF’s. 

Does the proof differ whether the licence was paid by CFL, DD or a payment card? 

This can vary i.e. credit card, bank card, bank statements or receipts.  Doesn’t matter 
whether CFL or DD. 

In cases where the refund is to be back-dated by a number of years, if there have been 
changes of address or name on the licence what supporting evidence will the 
customer need to supply in such cases? Should the applicant attach a covering letter 
to explain the licence history? 

History is usually in Care or on LASSY front screen. 

  



 

 

Registration - Blind Concession 

Does the documentation have to include the date the person was registered as blind? 

 Yes or we can only refund from the date we receive the application. 

Are there any other parts within the documentation that need to be present for the 
registration to be successful? 

• Name, 

• address, 

• blind status (only accept blind or severely sight impaired), 

• Signature. 

•  If there is no date on the document we can give a refund from the   the date we receive the 
application. 

Does it need to include the current address of the applicant and does it need to be in 
their current name as the name on the Blind document may differ from their licence? 

Depends who is applying. 

 If the applicant is blind it doesn’t matter where they live but if it is a relative that is applying 
because they live with a blind person the addresses need to match up otherwise we may ask 
for proof of residency. 

If recently registered blind the address should match the address on the CVI 

On an old CVI/BD8 we accept the address will be different. 

We do not normally ask for proof of residency of a child. 

With a new Licence and no refund due, the address on the Certificate is not important. 

On a registration card there is often no address but if there is a Licence on file in the same 
name we accept that as the proof of residence. 

Apart from the main three forms of evidence what other documentation do we accept? 
  

Signed Ophthalmologist letter.   

Are there any documents which are often submitted by applicants that we cannot 
accept? 

 Optician appointments, Doctor’s letters, Opticians’ letter 

Should the applicant enclose a covering letter and what information does it need to 
include? 

Not obligatory but useful to explain what they want especially if a refund is due.   

Does the covering letter need to mention the family relationship of the applicant to the 
licence holder?   

Yes would be useful to prevent further letters being sent. 



 

 

Does the covering letter need to be signed by the licence holder or blind applicant? 

Best practise would be for both to sign but we can proceed without signatures. 

If the Blind applicant is a child/minor will TVL add a family member as a 3rd party so 
that a reasonable adjustment is set up from the start of the application? 

Current process is to put licence in child’s name and all mailings are addressed to them.  It is 
set up as a payer so all payer details go to the parents.   

Care denotes relationship. 

If the application is for a second home/property, what proof of residency needs to be 
supplied? 

Customer can apply for a Blind Concession Licence for a second home only if it is for their 
own use or members of their family who live with them. It does not cover renting the property 
out. 

If the applicant’s original document is returned to them after it has been scanned how 
will I know this? 

All original documents are returned so you can assume that it has been returned. 

How long should it take for the returned document to arrive back with the customer 
before any further action is needed? 

 Approximately 7 – 10 working days. 

What action would I need to take if the original document has not been received back 
by the customer? 

Contact [Redacted under section 40(2) (“personal information”) of the Freedom of 
Information Act] who will contact CDIS to check if the document has been returned. 

  



 

 

Direct Debit complaints 

Direct Debit Complaints Menu 

  

  

Monthly (GM1) Annually (DDA) Quarterly (PG1) Payments returned 
unpaid  (RTD) 

  

Back to Customer Relations Homepage 

 Monthly (GM1) 

  

Why do I have to pay 6 months in advance on monthly DD? 

TV Licence fee is not like utility and other bills, which are usually paid for in arrears. 

The TV Licence fee is a fixed fee to permit installation or use of television receiving 
equipment to receive television programme services, and is charged annually in advance. 

Most  licence fee payment methods are in advance. However, payment in arrears is possible 
by Quarterly Direct Debit; this incurs a £5 premium. This is set out in the Communications 
(Television Licensing) Regulations 2004 (as amended). 

  

Can you explain the monthly Direct Debit scheme? 

The Monthly Direct Debit Scheme enables individuals to pay by monthly direct debit for their 
current TV Licence in instalments over its first six months, and in the seventh month start to 
pay in advance towards their next licence in 12 monthly instalments (6 month in advance 
and 6 months in arrears. Then continue paying for future licences in this way. 

   

Annually (DDA) 

   

Quarterly (PG1) 

  

Why is there a £5 surcharge for paying the TV Licence fee by quarterly DD? 

The Quarterly Direct Debit scheme is an exception which allows customers to make all 
payments in arrears and a £5 annual premium is charged to customers in recognition of this. 
Customers who do not pay in instalments pay the license fee up front 

We advise our customers of the premium whenever this option is select, and it is outlined in 
the payment plan accompanying each new licence. 



 

 

If you would prefer not to pay this way, there are other payment options, including annual 
and monthly direct debit. 

Further Info: The Quarterly Direct Debit Scheme payments are in arrears but there's a £5 
annual premium (£1.25 per quarter)., which is prescribed by Parliament under the 
Communications (Television Licensing) Regulations 2004 (as amended). 

   

Payments returned unpaid  (RTD) 



 

 

Escalating a complaint 

Escalating a complaint 

Call Escalation and call back guidance 

  

Escalation process - letter / email 

  

Escalation Process - Anti Evasion 

  

  



 

 

Letter complaints 

Complaint about letters 

Are your mailings direct marketing, and if so can I opt out of it? 

  

How dare you write so strongly to me? 

  

I think the messages in these letters are too strong 

  

Why has it taken so long for this letter to arrive after I've paid? 

  

Why are you still writing to me? 

  

Inactive Letter Complaints 

  



 

 

NLN & Woira enquiries 

NLN & Woira enquiries 

How can you tell I'm using a TV? 

  

NLN check and formal statements 

  

Withdrawing right to access property 

  

No Licence Needed menu 

  



 

 

TVL & PayPoint complaint 

TVL agents, Visiting Officers or PayPoint Outlets 
Complaints 

I have a complaint about one of operaters / agents 

PayPoint - Refusals and Complaints 

Customer visit enquiry menu 



 

 

Customer Relations Homepage 

This is a test area for Customer Relations agents only. 

  

  

Main menu 

Complaint about 
letters 

Direct Debit 
complaints 

Legislation 
complaints 

 TVL agents, Visiting 
Officers or PayPoint 
Outlets Complaints 

NLN & Woira 
enquires 

Escalating a 
complaint 

  



 

 

Data Protection 

Data Protection menu 

Choose a topic from the selection below and click on the relevant link. 

Don't worry if you select the wrong one, there is a link at the bottom of each page which you 
can click to return to this menu. Scroll down to see all the options available. 
  

 

   

Data Protection - General guidelines (including inbound call verification 
questions) 

  

 

   

Data Protection - Data Blagging. 

  

 

Data Protection - Giving out a licence number 

 

Data Protection - Requests from a third party. 

 

Data Protection - Requests from a licence holder. 

 

Data Protection - Power of Attorney / Court of Protection 



 

 

 

Data Protection - Requests from Police 

 

Data Protection - what if someone fails inbound verification? 

 

Data Protection - How should I treat licence holders and account holders 
differently? 



 

 

Data Protection - Data Blagging 

Data Blagging occurs when an unauthorised person attempts to get data from 
a company to which they know they are not entitled. 

There has been an increase in the number of attempts of this being reported in the press. 
And for this reason, you must stay on guard and remember a few guidelines: 

 Bank details, NINOs or the name and address details (past or present) on a licence 
should never be confirmed or given to a third party. 

 Additionally, these details should only be confirmed, not offered, to authorised 
persons. 

Remember - only verify personal information if you are given it first, and only do that if you 
are talking to the appropriate person. If you are talking to a third party, do not verify or offer 
any personal information. 

If you are unsure about how to deal with an enquiry from a Data Protection point of view, 
make sure you talk to your Team Leader before you respond. 

  



 

 

Data Protection - Giving out a licence number 

How to get the licence number to the Licence Holder 

The licence number can be given out to the Licence Holder if they pass verification using the 
payment method. Of course, if the licence holder has the licence number and uses it to 
verify, you can confirm it is the correct number once they have passed verification. 

If someone other than the licence holder passes verification using the payment method 
instead of the licence number, you still cannot give them the licence number over the 
telephone. You should instead send a Draft Letter 51.1 to the licence holder at their address 
or DUAD address as shown on Qdos or Lassy. 

The Draft Letter 51.1 is suitable to be sent to both Direct Debit and CFL licences. It contains 
the licence number. 

You can see more about letters, including the 51.1, here. 

  

  

  



 

 

Data Protection - Power of Attorney and Court of 
Protection 

Power of Attorney queries should also be put in writing with a copy of the appropriate proof 
and sent in to TV Licensing, Darlington, DL98 1TL. The same goes for persons designated 
as an official Court Deputy. 

Once the document proofing Power of Attorney is received, it will be noted in Care and 
Customer Contacts and this must be checked before information is disclosed. 



 

 

Data Protection - requests from a third party 

Requests from a third party living at the same address 

When a person asks if a TV Licence is held at an address, only when they state they live at 
that address can you confirm whether or not the address holds a TV Licence. You must not 
give any other details, name, old/new addresses, bank details or any other personal 
information we hold about the licence holder or payer. 

The only other information considered acceptable to disclose to a person who is covered by 
the licence (if absolutely necessary and only when asked) is the expiry date of licence.  This 
is so the person is aware of the renewal date and can arrange payment if the licence holder 
cannot be contacted. 

Requests from a person at a different address 

You should not discuss the TV Licences that are or aren't held at the address. If a person 
indicates that someone is evading paying for a TV Licence, you should report the matter as 
trained and advise the person who is contacting you that we will investigate the matter. You 
should not confirm the licensing situation at the address. 

Important Additional info 

Bank details, NINOs or the name and address details on a licence should never be 
confirmed or given to a third party. Additionally, these details should only be confirmed, not 
offered, to authorised persons. 



 

 

Data Protection - requests from a licence holder 

Individuals are entitled to be supplied with a copy of all their personal data or information we 
hold on them. 

A person making a request for a copy of their own information is making a 'Subject Access 
Request'. 

TV Licensing will send a form to the customer to complete, any requests must be put in 
writing to: 

The Data Protection Manager 
TV Licensing, 
Darlington, 

DL98 1TL 



 

 

Data Protection - Requests from the police or local 
authorities 

Any queries from Police Authorities or similar bodies, and which relate to a third party, must 
also be directed to the Data Protection Manager within the Policy Group. This type of 
request can be made by letter, fax or email. Place the item in the relevant Policy queue on 
SmartAgent. 

Such requests can be faxed to [detail removed – internal use only]. 

If an officer or official calls requesting to speak to the Data Protection Manager regarding a 
request for information transfer them to [Details removed – for internal use only] 



 

 

Data Protection - what if someone fails inbound 
verification? 

If the customer cannot provide the information required by inbound verification above you 
are unable to discuss any of the licence information with them, but you may still be able to 
assist them with an enquiry not related to their licence such as information on payment 
methods. If the query requires information from the person’s licence, advise the customer to 
get the information needed and then call back. 

If a person insists that we have the wrong data, then you should explain to them that they 
will have to write or email us explaining their circumstances before we can assist them. This 
is to safeguard their information. 

They should write to: TV Licensing, Darlington, DL98 1TL. 

Or email: enquiries@tvlicensing.co.uk. 

You should also ensure that when a customer fails these checks, this is recorded within 
Qdos’ Customer Contacts screen or on Lassy’s Care screen, depending on what system you 
are using. When this happens, you should write the following free text in Customer Contacts 
or Care: “Caller failed verification”. 

If this causes a problem - quote the Data Protection Act. 

If they require further information about the licence holder or the Data Protection Act 
- they can write to: Data Protection Manager, TV Licensing, Darlington, DL98 1TL. 



 

 

Data Protection Act (1998) Guidelines 

It must be understood that an individual can be personally liable should they disclose 
information to unauthorised individuals. Therefore, always be cautious when giving out 
information if you are not talking to the licence holder. 

For inbound calls: 

You must ensure that the caller provides you with all of the following: 

 The surname* on the licence and all initials in cases where these are held. 

 The first line of the address on the licence and the post code. 

In addition to the above, one of the following pieces of information must also be 
supplied: 

 The licence number. 

 The payment method. 

You must also ask the caller to confirm whether they are the Licence Holder. 

*Business customers need to provide: 

 The business name, address and postcode. 

 The licence number or payment method - If they have a licence. 

 And that they responsible for the licensing arrangements. 

Note: Do not ID&V against the person’s name or job role but record the caller 
name in CARE. 

Data Protection Statement - if a customer queries why you cannot help them if 
they have failed inbound verification 

In talking or corresponding with customers and associated parties, TVL must ensure that it is 
dealing with a properly authorised person so as to comply with the Data Protection Act (‘the 
Act’) and further to guard, on behalf of the licence holder, the value of the licence and/or 
funds held from improper use. 

The overarching principle for ensuring that personal information is handled properly comes 
from the Act, which states that anyone who processes personal information must comply 
with eight data protection principles.  This includes making sure that personal information is 
fairly and lawfully processed; that it is processed for limited purposes, and that it is held 
securely.  The Act further provides individuals with the rights to find out what personal 
information is held about them. 



 

 

Licence holders and account holders 

Talking to the Licence holder (when there is a separate payer) 

If a third party payer is paying for the licence by Direct Debit the licence holder can be 
advised of: 

 Payment dates 
 Payment amounts 

However, as it is not their bank account do not discuss the following with the licence holder: 

 The bank account details, sort code and account number 
 Details of the payment history, for example if payments have been returned unpaid. 

 The only information from the payment history that the licence holder can be given is 
if the Direct Debit has been cancelled. 

Talking to the Payer (when they are not also the licence holder) 

Before discussing anything with the account holder the question must always be asked, 
 “Are you the bank account holder?” This is to ensure that we are adhering to data 
protection.  If the name of the licence holder is 'Mr S Smith' and the name of the account 
holder is 'Mr S D Smith' it should not be assumed that they are the same person. 

Once it has been confirmed that it is the account holder you are speaking to they can be 
advised of: 

 Payment dates 
 Payment amounts 
 Full details of the payment history, including any payments returned unpaid, 

revocation processes, etc 

However, the account holder must provide the sort code and account number for the bank 
account, not ourselves.  With the bank account details we can only confirm the details, not 
give them out. 

The account holder is not entitled to receive information about the licence, for example the 
expiry date, even if they are paying it, unless they live at the same address.  The licence 
belongs to the licence holder and only the licence holder should be given specific details 
about their licence. 

If the account holder is covered by the licence different rules apply. 



 

 

Deaf and Hard of Hearing Information 

Minicom service 

The minicom service is a telephone typewriter device for communication between deaf, hard 
of hearing, speech-impaired and/or hearing persons. 

If customer wishes to use this service to contact us they need to call 0300 790 6050. 

If customer wishes to use this service to contact TVL Cash they need to call 0300 555 0296. 



 

 

No discount for people who are deaf or hard of 
hearing 

There are concessions in place in law for people who are over the age of 75, people who are 
registered blind and people who are disabled or of retirement age and live in certain types of 
accommodation.  These concessions are decided by the Government.   

The Government has not brought in a concession for TV Licences for people who are deaf; 
therefore TV Licensing is not able to offer such a concession. 

Corres or email staff should use letter GP43 to answer these enquiries. 



 

 

Sign language interpreter 

If a Call Centre customer would like a sign language interpreter to speak to TV Licensing on 
their behalf, the customer needs to confirm they give their consent for the sign language 
interpreter to have their information discussed with us (simply saying ‘I consent’ would be 
sufficient). 

If the customer does not have sufficient speech to be able to convey consent, we would 
need them to, in advance, send a letter or email with scanned signed document confirming 
their consent to the conversation authorising us to speak to the sign language interpreter. 
Once the letter / email is received it will be recorded in Care. 

Address to sent consent : TV Licensing, Darlington. DL98 1TL 

Email address to sent consent : enquiries@tvlicensing.co.uk 

Remember -  Advise the customer or interpreter that Minicom and Typetalk service are 
available and that they can use the TV Licensing website to contact us and access their 
licence or they can write to TV Licensing with their request. 



 

 

Typetalk service 

Typetalk is a BT service for the deaf and hard of hearing that is easy to use.   

The customer contacts the BT service by textphone.  The BT agent then calls us with the 
query and  relays the responses back to the customer in text format.    

If you receive a call through Typetalk just deal with the customer in the usual way, except 
that the BT agent will be a go between.  You do not need to do anything to use it, just work 
as normal, e.g. confirm identity, then proceed with the normal business processes and rules 



 

 

Dialler Calls 

 

[Redacted under section 31 (“law enforcement”) of the Freedom of Information Act] 



 

 

 



 

 

Dialler Calls Main Menu 

Choose a topic from the selection below and click on the relevant image. 

Don't worry if you select the wrong one, there is a link at the bottom of each page which you 
can click to return to this menu. Scroll down to see all the options available. 
  

 

  

Dialler Calls Advice and tips. Click the picture for more information. 

  

 

Conference Call Function on Syntelate - Clck on the picture for more 
information. 

 

[Redacted under section 31 (“law enforcement”) of the Freedom of 
Information Act] 

 

 

  

Payers Campaign overview (with advice). Click the picture for more 
information. 

  

 

  

Revocation / Other Campaign Overview (with advice). Click the picture 
for more information. 

  

 

Call Outcomes - (advice on which Call Outcome you should use). 
Click the picture for more information. 

 

  

Low Priority Campaign overview (with advice). Click the picture for 
more information. 

  



 

 

Call Outcomes 

Click on the Call Outcome to see when it should be used. 

Sale outcome - Direct Debit Sale Sale outcome - Initial Payment Direct Debit 
Sale Sale outcome - Debit Card Sale Sale outcome - Credit Card Sale Sale 
outcome - Over 75 Registration Sale Sale outcome - Over 75 No-Nino Sale Sale 
outcome - Over 75 Short Term Sale Sale outcome - TV Licensing Payment Card 
Sale outcome - TV Licensing Payment Card Transfer 

Effective outcome - Promise to Pay Effective outcome - Paid Claim Effective 
outcome - Denial No Set Effective outcome - Refused DD Effective outcome - 
Refused to Comment Effective outcome - Refused to Pay Effective outcome - 
Customer Hang up Effective outcome - Wrong Number Effective outcome - 
Gone Away Effective outcome - Change Of Address Effective outcome - Paid 
on File Effective outcome - Paid Claim ~ Customer Confirmed Details 
Deceased Ineffective outcome - Recall Answer Machine No Customer 
Connected Clarification of Dealer campaign outcomes Business properties 
Dealers ARC addresses Clarification of DD Revocation campaign outcomes   

Sale outcome - Direct Debit Sale 

This is to be used when an agent takes a sort code and account number from a customer 
and is able to use those details to successfully generate or reinstate a licence, either by 
electronic or paper means. 

Sale outcome - Initial Payment Direct Debit Sale 

This is to be used when an agent takes an initial debit card payment prior to sort code and 
account number from a customer and is able to use those details to successfully generate or 
reinstate a licence, either by electronic or paper means. 

Sale outcome - Debit Card Sale 

This is to be used when the customer gives debit card details to the agent who is able to use 
those details to successfully generate a licence, either by electronic or paper means. 

Sale outcome - Credit Card Sale 

This is to be used when the customer gives credit card details to the agent who is able to 
use those details to successfully generate a licence, either by electronic or paper means. 

Sale outcome - Over 75 Registration Sale 

This is to be used when an agent collects the National Insurance number (NINO), date of 
birth and associated details to generate a free over 75 licence for a qualifying customer, 
whether collected electronically or by paper means. If the licence is being upgraded from 
mono to colour, the customer must have a requirement for a colour licence at the time of the 
call to register an Over 75 Sale. Note - A sale cannot be logged if the customer has already 
applied within the last 14 days, this is to be logged as ‘Paid on File’. 

Sale outcome - Over 75 No-Nino Sale 



 

 

This is to be used when an agent collects the date of birth for a customer and associated 
details to generate an O75 licence. The agent must attempt to collect the national insurance 
number, but if this is not collected, the customer must be advised to send in evidence of their 
NINO. Note - A sale cannot be logged if the customer has already applied within the last 14 
days, this is to be logged as ‘Paid on File’. 

Sale outcome - Over 75 Short Term Sale 

This is to be used when credit or debit card details have been taken either by electronic or 
paper means to successfully generate a short term licence for a customer who is 74 years 
old and will be 75 within the next 11 months. 

Sale outcome - TV Licensing Payment Card 

This is to be used when a customer intends to sign up to the TV Licensing Payment Card 
and the customer is provided with the iQor telephone number. 

Sale outcome - TV Licensing Payment Card Transfer 

This is to be used when a customer intends to sign up to the TV Licensing Payment Card 
and the customer is transferred to iQor. 

Effective outcome - Promise to Pay 

This is to be used when the customer accepts the need to purchase a licence, but will not do 
so by direct methods over the telephone, and obligates to purchase a licence in the near 
future by any means other than TV Licensing Payment Card. 

*This outcome is not applicable on the ‘Mixed’ campaign. 

Effective outcome - Paid Claim 

This is to be used when a customer claims to have purchased a licence by any means, but 
no record can be found of the licence and the customer is not able to confirm all of the 
questions from the Licence Held Claim Form on Qdos. 

Effective outcome - Denial No Set 

This is to be used when a customer claims that there is no TV or signal receiving equipment 
on the premises, or the set is only used to watch pre-recorded video’s, DVD’s, Blu-Ray, view 
CCTV or for gaming e.g. Playstation. 

‘No Licence Needed’ must be applied in Qdos. 

Effective outcome - Refused DD 

This is only applicable on Direct Debit only campaigns e.g. Zero and Mixed when the 
customer does not wish to take up Direct Debit as their payment method.   

Effective outcome - Refused to Comment 

This is to be used when the agent speaks to a person who refuses to comment on the 
licensing status of the address or to confirm whether TV Licensing’s information is correct or 
not. 



 

 

Effective outcome - Refused to Pay 

This is to be used when an unlicensed customer claims that they do not intend 
to purchase a TV licence. (This excludes customers in an NLN scenario). 

Effective outcome - Customer Hang up 

This is to be used when the customer terminates the call after the agent has informed the 
customer of their name and that they are calling from Television Licensing. This outcome is 
to be used when the customer specifically states that they do not want to be called back. 

Effective outcome - Wrong Number 

This is to be used when the decision maker contacted advises they are not the person 
named on SynTelate and they are not resident at the address shown. 

The customer must be asked the relevant questions to establish ‘name’ and ‘address’ before 
logging this outcome. 

Effective outcome - Gone Away 

This is to be used when person contacted is named on SynTelate but no longer lives at the 
address stated on SynTelate. 

The customer’s new address must be confirmed and licensing requirements established. If 
the licence at the former address is no longer required a ‘Goneaway’ must be applied in 
Qdos. 

Effective outcome - Change Of Address 

This is to be used when person contacted is not named on SynTelate but lives at the 
address stated on SynTelate. If the customer has a valid licence held elsewhere which they 
wish to transfer, the move licence outcome can be logged. 

The customer must be asked the relevant questions to establish ‘name’ and ‘address’ before 
logging this outcome. If the customer does not have a licence to transfer then licensing 
requirements must be established. 

Effective outcome - Paid on File 

This is only to be used in the following scenarios: 

 When the agent can, either on the customers instruction or otherwise, locate a valid 
licence on the system for the customer at the relevant address. 

 If a customer has signed up to the TV Licensing Payment Card but the details are not 
yet on Qdos, this outcome can only be used if it is confirmed by the agent speaking 
with iQor that the details are pending. 

Effective outcome - Paid Claim ~ Customer Confirmed Details 

This is to be used when a customer claims to have purchased a licence more than 10 days 
ago but no record can be found of the licence, and the customer is able to answer all the 
questions from the Licence Held Claim Form on Qdos. 

Deceased 



 

 

This outcome is only to be recorded when the person an agent is attempting to contact is 
deceased and the person who has taken the call is either not the decision maker and has 
not the authority to purchase the licence, or is a very recently deceased relative and it is not 
appropriate to continue with the call. The agent must confirm if they have contacted the 
family unit or a new occupier of the property. 

Ineffective outcome - Recall 

This is only to be used in the following situations: 

 When an agent speaks to a person who claims not to be the decision maker at the 
address i.e. claims that they have no control over the decision or need to purchase a 
licence. 

 The call is not convenient to the customer, and the status of the licence has not been 
discussed. 

 A clear sales opportunity has been established, and a recall is required to complete 
the transaction e.g. the customer would like to set up a Direct Debit but does not 
have their bank details with them. 

Answer Machine 

This is to be used when the dialler has connected the agent to answer machine or answering 
service message, and there has been no contact with a live person. 

No Customer Connected 

This is to be used when the line is silent or the customer hangs up before the agent has had 
the opportunity to inform the customer that they are calling from ‘Television Licensing’. 

Clarification of Dealer campaign outcomes 

If the customer does not have any TV equipment or need for a licence at their address, but 
the address where the equipment is used is adequately licensed then ‘Paid on File’ can be 
logged. 

Business properties 

If you contact a business property, the agent should continue with the call as usual in 
attempting to licence the customer. 

However if the person the agent is speaking to is unable to make payment and advise that 
they need to speak to a Head Office, Finance department etc. the agent should attempt to 
obtain a contact number to phone the payer of the licence themselves. 

[Redacted under section 31 (“law enforcement”) of the Freedom of Information Act]. 

Dealers 

If the customer is a retailer of TV equipment and the Dealer guard is showing on Qdos, log 
as ‘Paid on File’, or if the Dealer guard is not showing on Qdos the agent contacts Dealer 
support and they set up a dealer licence for the property during the call, ‘Paid on File’ can 
also be used. 

If the agent is unable to contact Dealer support, give the customer the phone number and 
log as [Redacted under section 31 (“law enforcement”) of the Freedom of Information 
Act]. 

 



 

 

ARC addresses 

If there is a valid ARC licence on Qdos log as ‘Paid on File’. 

If a customer states they are eligible for a concessionary licence but it is not showing on 
Qdos, advise the customer to contact the warden of the property and give the customer the 
CLC contact number, then log as ‘Promise to Pay’. 

Clarification of DD Revocation campaign outcomes 

1) If the customer is moving out of the property, and does not wish to set up a Direct Debit, 
this is to be logged as ‘Refuse DD’ even if there is a CFL licence on QDOS that is valid until 
the date they leave. 

2) If the customer has already left the property at the time of the call, this should be logged 
as ‘Gone Away’. 

3) If a customer previously had any Direct Debit and they do not wish to set up the Direct 
Debit again, this is to be logged as ‘Refuse DD’ regardless of the reason, expiry date of the 
CFL licence or type of licence at the new address. 

4) If a customer has cancelled their Direct Debit as they are in the process of applying for, or 
already have, an O75 licence or O75 short term licence this should be logged as a ‘Paid on 
File’. 

5) If a customer has already sent in a form to re-set up the Direct Debit, attempt to obtain the 
bank details to set it up whilst on the call and a sale can be claimed [Redacted under 
section 31 (“law enforcement”) of the Freedom of Information Act]. 

6) If the customer has contacted TVL to cancel the Direct Debit during ANTIC and QDOS 
shows ‘M/C Pending’ due to ANTIC then this can be logged as ‘Paid on File’. 

  



 

 

Conference Call Function on Syntelate 

Third Party Conversation 

Example – The licence holder states that they've called TVL Cash and are waiting for a TVL 
Payment Card, and we wish confirm this with TVL Cash before closing the call with the 
licence holder. 

To speak to a third party whilst keeping the initial call on hold, follow the steps below: 

• Open the Dialler Utility window by clicking on the Dialler Utility button, on the left of 
the SynTelate Agent toolbar. 

• Enter the required telephone number in the new window that's opened up, with a ‘9’ at 
the start. 

• Press ‘Transfer’. This will open another window, titled Transfer Call. The phone 
number you have typed into the Dialler Utility window will be copied across 
automatically. 

• Press ‘Transfer’ again to connect with the second line. The customer will be placed 
on hold. 

• Press ‘Retrieve’ to return to the customer on the first line, and to disconnect with the 
second line. 

Conference Call/Transfer 

Example 1 – The licence holder does not speak English and a three way conference call is 
required with Language Line. 

Example 2 - The customer intends to sign up to the TV Licensing Payment Card and 
requires transferring to TVL Cash 

To establish a conference call (between all three parties), follow the steps below: 

• Open the Dialler Utility window by clicking on the Dialler Utility button on the left of the 
SynTelate Agent toolbar. 

• Enter the required telephone number in the new window that's opened up, with a ‘9’ at 
the start. 

• Press ‘Transfer’. This will open another window, titled Transfer Call. The phone 
number you have typed into the Dialler Utility window will be copied across 
automatically. 

• Press ‘Transfer’ again to connect with the second line. The customer will be placed 
on hold. 

• Press ‘Conference’. This will place all three parties on the same call. 

• If holding a group discussion (Language Line, for example) at the end of the call, the 
third party will be required to disconnect the call from their end, leaving the advisor and 
initial customer on the call. You may need to ask the third party to do this. 

• If transferring the customer to TVL Cash, Press the 'Hang Up' icon on the SynTelate 
toolbar. This will disconnect you from the conference call established. The customer 
will be able to continue speaking with the third party. 



 

 

Language Line number 

When using SynTelate to contact Language Line call 0845 600 2948 

TVL Cash Transfer number 

When using SynTelate to transfer to TVL Cash call 0300 555 0301. 



 

 

 

Dealing with common objections 

“I can’t afford it." 

 n spread the cost. 
 DD cheapest way to spread cost. 
 covered immediately. 
 a lot cheaper than £1000 fine. 
 ask for payment details. 

“I don’t have a TV.” 

 will a TV be purchased later in month - If so we can set up a 

    licence now in advance of purchase. 

 can spread the cost. 
 Visiting Officer will check no set claim. 
 if set in use risk prosecution and £1000 fine. 

“It’s not my TV” / “The landlord sorts it out.” 

 doesn’t matter who owns TV. 
 [Redacted under section 31 (“law enforcement”) of the Freedom of Information 

Act]  
 equals a prosecution and £1000 fine, be covered now. 
 must be resolved now. 
 can spread the cost. 
 with DD will be covered now. 
 ask for payment details. 

“I don’t live here.” 

 
 [Redacted under section 31 (“law enforcement”) of the Freedom of Information 

Act]  

 this is with a view to prosecution. 
 need to purchase licence immediately. 
 can spread the cost. 
 covered immediately. 
 ask for payment details. 

“Can’t I pay it using the card?” 

 DD best way to spread cost. 
 covered immediately. 
 renews automatically. 
 ask for payment details. 

"Can't I pay at a PayPoint outlet?” 



 

 

 PayPoint will only accept a payment in full. 
 PayPoint is not open all the time. 
 DD best way to spread cost. 
 covered immediately. 
 renews automatically. 
 If customer wants to spread the cost payment can be set up by DD now. 

“I’ll send you a cheque / pay soon.” 

 currently unlicensed. 
 risk visit and £1000 fine. 
 buy licence now to stop visit. 
 money can be taken from same account as cheque but will be licensed immediately 

– cheque will take longer to be processed. 
 spread the cost. 
 automatically renews. 
 ask for payment details. 

“I’m over 75 and get a free licence.” 

 need to be registered for free licence. 
 need DOB, NINO and name. 
 licence will be sent out to you. 
 automatically renewed. 
 ask for over 75 details. 

“I don’t like DD.” 

 spreads the cost. 
 payment plan will details payment for the next twelve months. 
 protected by DD guarantee. 
 all DD payment plans show originator's number to prove validity 
 Over 68% of TV Licensing’s customers pay by DD. 
 currently unlicensed so must be sorted now. 
 risk a visit and £1000 fine. 
 ask for payment details. 

“I’d rather get a savings card.” 

 DD best way to spread cost. 
 covered immediately. 
 renews automatically. 
 ask for payment details. 

“I’ll need to discuss this with my flat mate(s).” 

 premises unlicensed. 
 must be resolved now. 
 risk visit and £1000 fine. 
 spread the cost. 
 ask for payment details. 

“I’m sure we have a licence.” 



 

 

 no licence for the premises at the moment. 
 can be covered immediately. 
 this will ensure the address is appropriately licensed. 
 there will be no risk of a visit from a Visiting Officer to take prosecution 

   statement. 

 
 [Redacted under section 31 (“law enforcement”) of the Freedom of Information 

Act]  
 if find out already have a licence full refund will be given. 
 will provide time to resolve payment issues with flatmate(s) 
 ask for payment details. 

“I don’t agree with the licence fee.” 

 under the Communications Act 2003, you are required to buy a licence to 

    use television signal receiving equipment. 

 can make comments to BBC. 
 currently unlicensed and need licence immediately. 
 risk visit from Visiting Officer and £1000 fine. 
 can spread cost. 
 ask for payment details. 

“No one ever visits around here.” 

 TVL contacts all customers who are unlicensed. 
 risk visit form Visiting Officer and £1000 fine. 
 can spread the cost. 
 will be licensed immediately. 
 ask for payment details. 

“This is harassment.” 

 licence required for the premises. 
 have written to try to resolve. 
 can be licensed immediately. 
 will automatically renew. 
 convenient and easy. 



 

 

Dialler Calls advice and tips 

The below are a general selection of tips on how to approach the call on the majority of 
campaigns and deal with common objections: 

 When you are reinstating a Direct Debit, the account holder must give you the bank 
details again. 

 Advise the customer you are trying to help them - You are assisting them in finding a 
solution to license them. 

 Assume that customer has a current bank account until told otherwise. 
 Be observant – If the customer has been terminated from TV Licensing Payment 

Card on multiple occasions, use this as a sales opportunity for an alternative 
payment method. 

 Be strategic – Exhaust one option at a time rather than all at once. For example 
promote GM1 first and if the customer objects, then offer PG1 tailoring it to their 
circumstances. 

 Be pro-active and arrange a Recall if necessary rather than accepting a customer’s 
promise to call back later. 

  

Click here for help and advice when somebody wants their telephone number removed from 
the dialler. 



 

 

 
[Redacted under section 31 (“law enforcement”) of the Freedom of Information Act]  

 

  



 

 

 

How do I get a person's number removed from our 
dialler? 

Previously TV Licensing has not called people who: 

  

• Are registered with the Telephone Preference Service (TPS), or 

• Have made a request to TV Licensing not to be called again. 

  

Now: 

  

Unlicensed customers are no longer able to exclude themselves from TV Licensing 
outbound dialler calls by registering or being registered with TPS. 

  

Unlicensed customers will no longer be able to opt out of our outbound dialler calling by 
submitting a request to TV Licensing whether they are registered with TPS or not. 

  

What do I do if an unlicensed customer asks us not to call them again? 

  

If the customer is asking "why registration with TPS does not prevent our call" explain under 
TPS rules an unsolicited call for the purposes of marketing would be prohibited, however, as 
this call is in relation to a legal requirement to hold a TV Licence, we are legally entitled to 
call today. 

  

 If the customer is asking "why we will not place a ‘stop’ on calling them in future" explain as 
this call is in relation to a legal requirement to hold a TV Licence, we are legally entitled to 
call you. 

  

How do I prevent calls to licensed customers? 

  

These only include calls where the following circumstances apply: 

  

 The customer has been called on Customer Sats Surveys. 
 The customer has complained to TV Licensing Customer relations or the BBC. 
 The customer has been contacted on the wrong number on multiple occasions. 

  



 

 

To get a person's telephone number removed from TV Licensing's calling lists to 'licensed 
customers': 

  

 Ensure Microsoft Outlook is open on your computer. 
 Click on the downward arrow next to 'New'. 
 Select 'Choose form' 
 Select the 'TVL - Dialler Exclusion Request Form' from the list. 
 Include the customer’s name, address, licence number and telephone number. 
 Explain why the customer has requested that their phone number is removed in the 

'Detailed Description' box. 

  

The number will be removed as quickly as possible, and in any event, within 14 days. 

  

Please note this won’t prevent a call to this telephone number if we believe the person / 
address is unlicensed.    



 

 

 
[Redacted under section 31 (“law enforcement”) of the Freedom of Information Act]  

 



 

 

 
[Redacted under section 31 (“law enforcement”) of the Freedom of Information Act]  

 



 

 

 
[Redacted under section 31 (“law enforcement”) of the Freedom of Information Act]  

 



 

 

Telephone Preference Service and Outgoing Dialler 
Calling 

What is TPS? 

The Telephone Preference Service (TPS) is a central opt out register, funded by the Direct 
Marketing Industry. Individuals can register with TPS and will not receive unsolicited sales 
and marketing telephone calls from companies. It is a legal requirement that companies do 
not make such calls to numbers registered with TPS. 

Unlicensed customers are no longer able to exclude themselves from TV Licensing 
outbound dialler calls by registering or being registered with TPS. 

Unlicensed customers will no longer be able to opt out of our outbound dialler calling by 
submitting a request to TV Licensing whether they are registered with TPS or not. 

  



 

 

Electronic Communications 

'Consenting to electronic communications' menu 

Choose a topic from the selection below and click on the relevant link. 

Don't worry if you select the wrong one, there is a link at the bottom of each page which you 
can click to return to this menu. Scroll down to see all the options available. 

  

 

   

Consenting to electronic communications - General and background 
information. 

  

 

   

Consenting to electronic communications - A quick guide for Qdos 
users. 

  

 

  

Consenting to electronic communications - A quick guide for Lassy 
users including descriptions of the various Status, Channel and Source 
codes shown on Lassy. 

  

 

  

Consenting to electronic communications - What numbers, letters and 
symbols are allowed in email addresses stored on our systems? 

  

 

  

Consenting to electronic communications - Important - when changing 
a licence ownership on Lassy - what you must also do. 

  



 

 

 

  

Consenting to electronic communications - How to set or remove 
consent for Lassy users. 

  

 

  

Consenting to electronic communications - Registered for the service 
but no eComms received? 

  

 

  

Consenting to electronic communications - Opting out via the link in an 
email sent to the customer 

  



 

 

A Quick Guide for Lassy Users 

How to update 

Lassy displays the Licence Holder’s current eComm Consent status on G/ENQ & T/ENQ, 
and also in the Customer Preference screen. 

‘Consents’ are updated on the Customer Preference screen on Lassy. This can be accessed 
by using the Lassy fast path of ‘elic’. 

The Remove Field 'RMV' removes any email address held on the licence so that the email 
address field would then be blank. This field should be used if a licence / named NLN holder 
requested us to specifically remove their details from the system or if there was a change of 
ownership of the actual product. To remove the email address, put a ‘Y’ into the field and 
update. 

How to set or remove eComms consents in Lassy 

Status codes 

This field is to show the current consents status of the actual licence or NLN claim. All codes 
entered will be 3 characters only. The following codes and their meanings are shown below: 

Status Code Meaning 

NST Not Set 

GVN Given 

WDR Withdrawn 

DCL Declined 

Channel Codes 

The Channel field is used to indicate where the request to update the 
'Consents' status came from. The codes consist of three characters. One of 
the following should be put into this field, depending on which queue you are 
working on (if you are unsure which to use, please speak to your Team 
Leader): 

Key Full Description of Queue 

WEB TVL website 

CCI Call Centre Inbound 



 

 

CCO Call Centre Outbound 

WML WhiteMail 

EML Email 

IVR IVR 

FLD Field 

FUL Fulfillment / Marketing 

IQR iQor 

MIG Migrated 

TRP Third Party 

Source Codes 

The Source field shows who provided the information. This should always be the Licence 
Holder / named NLN claimant (or authorised person), therefore, currently, this field should 
only ever show: 

CUS = Customer. 

  

  



 

 

A Quick Guide for Qdos Users 

Some useful points 

Qdos displays the Licence Holder’s current eComm Consent status in the Customer 
Information tab. It will also display this again if you enter the 'Licence and Comms by Email 
Management' script. 

eComms Consent shows as given, withdrawn, declined or not set. 

If consent is given for 'eComms' it means that certain system generated letters relating to the 
licence, or named NLN can be sent by email, e.g. renewal letters. 

Draft letters - such as the DL6.5 confirmation letter or the 3.11 refund form, will still be sent 
through the post. 

Remember - 

 You should only update eComms, a TV Licence by Email or email address if the 
customer specifically requests it – there is no need to 'offer' this to customers. 

 TV Licence by email requests can only be applied to a valid licence (not DDI or Over 
75 licences). iQor customers need to contact iQor directly. 

 Consenting for eComms can be applied to a valid licence or a named NLN only. iQor 
licence holders need to contact iQor directly. DDI and Over 75 licence holders can 
register for Consents, but they cannot register for a TV Licence by email. 

 Only the licence holder / named NLN holder / authorised person (if record of proof 
received shows in Customer Contacts) can request or make any alterations to 
Consents for eComms or eLicence. 

 When setting up a new application consents can only be applied after the licence or 
NLN application has been completed. 

 If there is a third party Payer the bank details and any payment information will still 
get sent through the post. 

 If a Change of Ownership is actioned the eComm Consent and TV Licence by Email 
flag will automatically be ‘cancelled’ and the email address removed. 

 Always update the customer’s request regardless of the current value showing - we 
want most recent date 



 

 

Cancelling a Consent or TV licence by email - Qdos 

Only the licence / named NLN holder may cancel / withdraw consents. 

If a caller is withdrawing the right to receive eComms or elic we must ensure that we action 
their request correctly. 

• Do they want to cancel eComms – Communications regarding the licence / named NLN? 

• Do they want to cancel elic – Accessing their licence via the web. 

• Do they wish to cancel both eComms and elic. 

Remember: A licence / named NLN may show that a customer has already withdrawn the 
right of consent. If a customer calls to withdraw and this is the case it is still a requirement to 
action the withdrawal again through QDOS. 

How to cancel a Consent 

When cancelling Consents it will be possible to select both eComms and elic at the same but 
agents will be presented with consecutive screens to perform the action. 

1) Enter the licence via the Salutation and Verification screen 

2) Call Group: Select Licence & Comms by Email Management 

3) Select Letter 

4) Line Type: General Enquiries 

5) Select - Yes on the next screen which ask you to offer the option of updating their details 
online via the website or email. (This screen may be reworded in the future). 

6) On the Main ecomms and elic screen you are given 3 options for the customer 

To withdraw a customer from eComms select ‘Update how you receive other 
information about your TV Licence’. 

7) Submit 

Remember: When cancelling Consents it will be possible to select both eComms and elic at 
the same time but agents will be presented with consecutive screens to perform the action. 

8) Select “No” to Do you wish to receive other information about your TV Licence by email. 

9)  Submit 

10)  Advise the customer "We have updated your request as appropriate. You may receive a 
final email while we update our records but, once this is done, you won't receive any more 
emails from TV Licensing unless you choose to do so again in the future." 

12)  Submit 

13)  Select “Change of Details” as your call reason. 

14)  Submit 

This process will only cancel Consents for eComms and will not remove the email address. 



 

 

To cancel customers elic simply follow the same process but select ‘Update how you 
receive your TV licence’ and continue. 

  



 

 

Changing licence ownership on Lassy 

IMPORTANT - Lassy Users Change of Ownership Rules 

Whenever you action a change of ownership on a licence, any currently held ‘email data’ 
must be removed. This is due to the obvious DPA issues attached with leaving this data for 
the new owner. 

This process should be followed whenever changing ownership of the Licence, i.e. standard 
change of name/ownership process; change of name for O75 STL process; change of name 
in the scenario where an O75F Licence Holder passes away and we are collecting the name 
of the family unit member who will become the Licence Holder (whether they are O75 
themselves or not). 

Process to follow on a Lassy Transfer of Licence 

1. Transfer the licence as trained. 

2. Check the ‘ELIC’ status, and if 'Y' is displayed change it to 'N'.   

3. Check the email address, if an email address is held, remove it by keying a ‘Y’ in the 
‘Rmv’ field and updating. 

4. eComms, if the current value is ‘GVN', 'WDR' or DCL', replace these by entering 
'WDR'. 

   

Qdos will action this automatically on a transfer of licence, so only Lassy users need to 
complete the above. 

  

  



 

 

eComms not being received 

Some customers may contact TV Licensing claiming that they have applied for eComms 
online, but they are yet to receive anything. 

Should this occur and the following message shows in Care or Customer Contacts: 

‘SEBB’  -  “SOFT email bounce back - Persistent Transient Failure” 

Soft email bounce back: This means that TV Licensing have made attempts to send the 
customer their TV Licence communication by email but it has been returned to us as 
undelivered for some ‘temporary’ issues, e.g. the customer mail box may be full. As a result 
the customer’s communication will be sent by post instead but they will not be opted out of 
the scheme for future email communications. 

Explain this to the customer and advise that they will receive their communication within the 
next ten working days. 

‘HEBB’ -  “HARD email bounce back - Permanent Failure” 

Hard email bounce back: This means that TV Licensing have made attempts to send the 
customer their TV Licence communication by email but it has been returned to us as 
undelivered for some ‘permanent’ issue, e.g. the email address given is invalid. As a result 
the customer’s communication will be sent by post instead, the ’invalid’ email address held 
will be ‘end dated’ (removed from the system so it can’t be used again), but they will not be 
opted out of the scheme for future email communications. 

Explain this to the customer and advise that they will receive their communication within the 
next ten working days. 

In this scenario should they wish to receive their communications by email in future they will 
simply need to supply us with a valid email address. 

  



 

 

General and background information 

Consenting to Electronic Communications (eComms) 

From 15 August 2011, it is possible for customers to opt in or opt out (or change a previous 
decision to opt in or opt out) of electronic communcations from TV Licensing. 

This is entirely separate from whether or not a customer has registered for a TV Licence by 
email. 

Consenting to Electronic Communications  means that if a customer consents to receiving 
other TVL communications by email (‘eComms’) we can send them other information about 
their TV Licence via email, e.g. renewal notices. 

To opt in to this when on the TVL website the customer needs to select ‘Yes, you may email 
me’ where is states ‘Occasionally we may need to contact you by email about your TV 
Licence’. 

Alternatively a customer can now sign up for this service via the Call Centre or by writing to 
or emailing us. Visit the Consents Menu to see all related information. 

The following people cannot register for eComms: 

 Customers that do not have a TV Licence 

 Over 75 licence holders, TVL Cash licence holders or unnamed NLN. 

 Customers who do not have an email address. 

 Customers whose email address contains these characters. 

 Payers. 
  



 

 

How to Set or Remove eComms Consent Values on 
Lassy 

Customer Preference Screen 

If a customer requests eComms 

 If ‘WDR’, ‘DCL’ or ‘NST’ is showing on system, then update field to ‘GVN’. 
 If ‘GVN’ is already showing, update 'GVN' by ensuring it is still shown and also input 

today’s date in the field "Rec’d". 

If the customer does not want to be included in eComms 

 If ‘DCL’ is showing then there is no action. 
 If ‘GVN’, ‘WDR’ or ‘NST’ show, then update to ‘DCL’. 

If an eComms customer now requests to withdraw from eComms 

 If ‘NST’, ‘DCL’ or ‘WDR’ already held, then there is no action to take. 
 If ‘GVN’ is held, then apply ‘WDR’. 

  

  

  

  



 

 

Opting out via the email link 

All ‘eComms’ which are sent to the customer contain an un-subscribe link which allows the 
customer to opt-out without the need for them to sign into the website. The customer simply 
needs to click on this link and follow any subsequent instructions. 

Remember - A customer can also un-subscribe using the website or by calling, writing or 
emailing TV Licensing. 

If a customer is querying whether they successfully un-subscribed, click the appropriate 
system to find out how to check status and un-subscribe them if need be: 

A Quick Guide for Qdos Users 

A Quick Guide for Lassy Users 

  



 

 

What characters are allowed in an email address? 

Numbers, letters and symbols that can / cannot be used before the '@' in email 
addresses on our systems 

The allowed characters are in the left three columns; the not allowed ones are on the right. 

 

  



 

 

Equipment 

Avaya telephone guides 

Below are Avaya's user guides detailing how to use their telephone equipment. 
 
Please note that some of the functions may not be available to you, or in some cases, you 
may be under instruction not to use a specific facility. 
 
Additionally, most users of the 4610 will have a headset attached to their phone, rather than 
the handset shown in the picture. 

Which phone do you have?    The Avaya 4610                                   The Avaya 
9620 

                          

Do you have an Avaya 4610? 

If so, click here to view the Avaya 4610 quick guide. 
Or click here to view the Avaya 4610 full guide. 

Do you have an Avaya 9620? 

If so, click here to view the Avaya 9620 quick guide. 
Or click here to view the Avaya 9620 full guide. 

Important 

Please note that all of these guides are Avaya guides and may not mention specific TV 
Licensing services on the telephones. 



 

 

Telephone Display List 

Click the Telset to see the list telephone displays and what they stand for. 

 

  



 

 

Foreign Language Enquiries 

How to Handle Foreign Language Calls (CST only) 

Foreign language calls (not Welsh) 

Call Centre - transfer the call to Customer Support Team when the customer 
requests an interpreter. If it is a CLC licence or issue please transfer the call to 
CLC department) 

CST - once the customer's been transferred   

 Press the Conference button 
 Dial *01204. 

You will be connected to an operator who will ask the following questions: 

Their question 1: What organisation are you calling from? 

Your answer: Capita - TV Licensing  (Code if asked is L43939). 

Their question 2: Which language do you require? 

Your answer: State language required. 

Their question 3: What is the location of your client? 

Your answer: "I have the client on hold." 

Their question 4: Can I have the TV Licence number, or addcode? 

Your answer: State the licence number or addcode (premcode and postcode).  If you have 
been unable to obtain this, state that it is unknown at present. 

You will be put on hold. After a few seconds the operator will connect you to an interpreter. 

Advise the interpreter that you have your caller on hold and once they are connected can the 
interpreter to: 

 Introduce themselves to the caller 
 Obtain the customer’s licence number (if not already obtained) 
 Ascertain the nature of the customer’s query. 

Once the interpreter is happy, press the Conference button  again on your telset to connect 
the customer. 

Always speak to the customer via the interpreter as though speaking directly to the 
customer. 

At the end of the call, thank the interpreter, and say: “end of call” to disconnect then end the 
call. 



 

 

Hotels and Mobile Units Licence 

Hotels - how do I qualify? 

Hotels and similar types of establishments 

The law states that a hotel is any establishment which offers accommodation consisting 
wholly or mainly of units of overnight accommodation for guests staying for no longer than 
28 consecutive nights. 

A unit of overnight accommodation includes a room, caravan, tent, movable dwelling or any 
other structure in which a person can be accommodated overnight and which is provided by 
your establishment. Pitches and third party owned units (e.g. owner occupied caravans) are 
not units of accommodation. 

If you offer more accommodation to long-term guests (guests who stay longer than 28 
consecutive nights) than to short-term guests (guests who stay 28 consecutive nights or 
less), you will not qualify as a hotel. You may qualify as a provider of mobile units (see 
below). 

The hotel must be situated on one site or on the same premises. A public road, highway or 
railway will divide a site, in which case it is more than one site. Buildings including houses 
which are not owned by the hotel but which are located on the same site may also divide the 
site. Separate applications must be submitted for each site. 

Mobile units 

To qualify as a provider of mobile units, the occupants of the mobile units must be guests, 
and all the units must be on the same site. The units of accommodation need to be 
moveable. There is no 28 day length of stay rule. 

Entertainment units 

To qualify as a provider of entertainment units, the units must be on the same site and be 
provided for guests and entertainment must also be provided. 



 

 

Hotels and Mobile Units - licence fee calculator 

To calculate the cost of a Hotel and Mobile Units TV Licence, firstly: 

(a) If you qualify as a hotel 

Identify how many units of overnight accommodation you offer to guests (both short-term 
and long-term) in which a TV receiver is installed or used. 

(b) If you only qualify as the provider of mobile units 

Identify how many mobile units you offer to guests in which a TV receiver is installed or 
used. 

Use this number as below 

If the number is 15 or less, the amount payable is equal to one standard licence fee. If the 
number is 16 or more, an additional licence fee is payable for every additional 5 units of 
accommodation/mobile units (or part thereof - i.e. between 1 and 5 units). 

An automated licence fee calculator for hotels and mobile units is available to customers on 
the TV Licensing website at: 

www.tvlicensing.co.uk/information/hotels.jsp 

  

  



 

 

Hotels and Mobile Units - ways to pay 

There are two ways to pay. 

BACS Transfer 

The quickest way to pay is by BACS transfer. 

Important - This account is for Hotel licence payments only. Do not advise customer's with 
standard licences to pay money into this account. 

 Bank: National Westminster 
 Sortcode: 60-80-09 
 Account Number: 30287545 

Please also quote your 9-digit reference number beginning with 9, if you have one. 

  

  

  

  

Cheque Payment 

To pay by cheque, please send to TV Licensing, Payments and Commercial Licensing, 
Darlington, DL98 ITL with a cheque for the full licence fee made payable to ‘TV Licensing’. 

The customer should write their reference/licence number on the reverse. 



 

 

Mobile Units - how do I qualify? 

If your establishment offers a mix of different types of units of accommodation, including 
mobile units as well as hotel rooms, you should check to see if you qualify as a hotel. This is 
because the TV Licence will cover the whole establishment. 

If your establishment does not qualify as a hotel, it may still qualify as a provider of mobile 
units. But please note that the TV Licence will only cover the installation and use of TV 
receivers in the mobile units, and you will need to buy additional licences for any other type 
of guest accommodation or communal or other additional areas. 

What qualifies 

Mobile Units Licence - If a mobile units licence is issues, it will only cover the individual 
mobile units listed on the licence. 

Hotel Licence - If a Hotel licence is issued, it will cover the rooms and some of the wider 
business. E.g. restaurant, bar, reception area. 



 

 

Islands 

Free licence info 

All Islands 

Island Free Licences main menu 

Choose a topic from the selection below and click on the relevant link. 

Don't worry if you select the wrong one, there is a link at the bottom of each page which you 
can click to return to this menu. Scroll down to see all the options available. 
  

 

Identifying an Islands Free licence - Click on the magnifying glass 
for some further information. 

 

Address changes on an Islands Free licence - what is and isn't 
allowed when people move house. 

 

Name changes on Islands Free licences - read this before you 
attempt one! 

 

  

Refunds following the issue of an Islands Free licence - explains 
how the process works. 

  

 

  

Cancelling an Islands Free licence - Find out how this is done here. 

  



 

 

 

Jersey specific information - Click on the map of Jersey to find out 
about free licences in the JE postcode area. 

 

Guernsey, Alderney, Herm and Sark information - Click on the map 
of Guernsey to find out about free licences in the GY postcode area. 

 

Isle of Man specific information - Click on the map of the Isle of Man 
to find out about free licences in the IM postcode area. 

  

  

  

  

  



 

 

Cancelling an Islands Free licence 

Qdos users 

Where the Over 75 licence holder is deceased, and there is a remaining family member at 
the address who also requires an Over 75 licence - Qdos will capture the details via a multi 
form and this must be sent to the Over 75 department.  Isle of Man and Guernsey 
application details will be authorised with the relevant Social Security Department via the 
Over 75 Department.   

Exception - Qdos users 

Qdos will direct any Jersey customers to their local Social Security Department . 

Lassy users / Over 75 dept 

Where the Over 75 licence holder is deceased and there is a remaining family member at 
the address who also requires an Over 75 licence, the customer details will be checked with 
the respective authority. 

The Over 75 department only will deal with issuing the customer their free licence once 
notification is received from Social Services. 

For non-Over 75 free licences, these should be cancelled as you would if you were dealing 
with a CFL licence. 



 

 

Identifying an Islands Free licence 

Identification of these licences in Islands areas 

An Over 75 free licence will be recognisable by the licence status which will show as O75F. 

Where a customer has been issued with a free licence because they are 64 or over (GY and 
IM postcodes) and in receipt of income support, these licences will show as CFL. 

Customer Contacts  / Care may state the licence is a 64+ free licence, allowing you to 
identify the free licence type.  However, in some cases this information may not show and 
you will only be able to see the licence as a CFL. 

When you are processing refunds of licences, you should not refund a licence where 
Customer Contacts / Care shows that the licence is a free licence. 

One year licence documents 

Residents of the Islands receiving an Over 75 free year will always receive a one-year 
licence.  They will not be issued with a three-year licence document because all Islands 
Over 75 licences are recorded as non-NINO applications in Lassy and Flossy. 



 

 

Island Free licence change of address 

All users 

Free Over 75 licences are not transferable out of the Governing area in which they were 
issued.   

Furthermore, each of the Social Services department for the Islands  - Jersey, Isle of Man 
and Guernsey (including Alderney and Herm) is individually responsible for the notification to 
TV Licensing of the residents who should receive a free Over 75 licence.   

Therefore, when changing address on an Over 75 licence, be aware that a licence cannot 
be transferred:   

 Between Islands – for example from the Isle of Man to Jersey 
 From an Island to the UK – for example from Jersey to Darwen 
 From the UK to an Island’s address – for example from Bristol to Guernsey. 
 To any GY10 1 postcode which are Sark addresses. 

A licence can be transferred: 

 On the same Island 
 Additonally, between Guernsey, Alderney and Herm (except GY9 postcode).  

Qdos users 

If you try to transfer an Islands Over 75 free licence when it is not allowed, Qdos will prevent 
the change of address and tell you what action is required. 

Lassy users 

If you try to transfer an Island over 75 free licence when it is not allowed, Lassy will display 
an error message and prevent the change of address taking place. If a customer is 
registering for a free licence in the Isle of Man or Guernsey, the current licence should be 
cancelled and the new licence details will be checked with the respective authority by the 
Over 75 department. 

Exception: Jersey customers should be advised to contact their local Social Security 
Department 
  



 

 

Islands Free licence name changes 

All Over 75 free licences are issued to a specific individual after verification of their eligibility. 
Therefore an Over 75 free licence must not be transferred to another person. 

Customers should be advised to write in regarding any change of ownership on an Over 75 
Licence. 

Qdos users 

Qdos has been updated and will prevent a change of ownership on an Islands Over 75 Free 
licence.   

If the customer only requires a change of name (i.e. due to marriage, etc) Qdos will allow the 
change of name request.   



 

 

Refunds after free licence obtained 

Jersey [JYDSS] will rebate eligible residents retrospectively for licences already paid or will 
pay for eligible residents’ licences at the time of renewal each year. 

Guernsey and Isle of Man customers that require a refund on their current CFL/Direct Debit 
licence because they have now been issued with a free licence, any applicable refund will be 
issued at the time the free licence is due. The issue of refunds will be managed between the 
Over 75 and Refund departments. 

Previous licences 

Isle of Man and Guernsey customers only receive a refund for their current year's licence.  If 
a customer bought one or more licences after they actually turned 75 and they want to claim 
a refund for more than just the current year's licence, the customer should be sent a refund 
application form, or they should be directed to the TV Licensing website to download a form. 

When the completed refund form is received by TV Licensing, the refund process will be 
controlled by the Refund department.     

TV Licensing are now responsible for the administration of Isle of Man and Guernsey 
counterfoil refunds. Any counterfoil refunds prior to 29 June 2009 were not administered by 
TV Licensing. It is possible that customers may contact us regarding a refund that was due 
before this date. If you receive a customer query regarding an IOM or Guernsey refund 
where the free licence was issued prior to the 29 June 2009, the enquiry must be passed to 
the Refund department for investigation. 

  



 

 

Guernsey (GY) 

Guernsey Free licence info 

Choose a topic from the selection below and click on the relevant link. 

Don't worry if you select the wrong one, there is a link at the bottom of each page which you 
can click to return to this menu. Scroll down to see all the options available. 

 

What's available on Guernsey -  Click on the image to find out. 

 

Guernsey free licence applications - How people on Guernsey apply 
for a free licence. 

 

Guernsey free licence renewals - Some background information on 
what happens at renewal time. 

 

Guernsey Short-term licence applications - How people on 
Guernsey apply for a Short-term licence. 

 

Guernsey Social Services contact details - Contact details in case 
your customer needs them. 



 

 

Guernsey Free licence applications 

Guernsey, Alderney and Herm 

If a customer has purchased an Over 74 Short-term licence they will automatically be issued 
with their Over 75 free licence when it is due. 

Additionally, It will not be necessary for customers to contact Social Services. TV Licensing 
will approach the department on behalf of the customer. 

Qdos users 

If a customer is applying for their first free licence, you should follow your updated Qdos 
script. Customer details should be captured on a multi form and passed to the Over 75 
Department. All Guernsey free applications must be verified with the Social Security 
Department before the free licence can be issued. 

The Over 75 department will issue the free licence document to the customer and update 
our systems once notification is received from Social Services. 

Lassy users 

You should register the person for a Free Over 75 TV Licence using the process they would 
use to register UK customers. The customer details will be authorised by the Over 75 team 
prior to the issue of the free licence. 

Sark 

Remember - No free licences are available on Sark (identifiable by their unique postcode 
beginning GY10 1). 



 

 

Guernsey Free licence renewals 

Guernsey, Alderney and Herm 

The renewal process for these Islands will be managed by the Over 75 department. 

Prior to expiry, the Over 75 department will contact Social Services with a list of all Over 75 
licences that require validation for renewal. This happens six weeks prior to licence expiry 
which should mean that the customer will not receive any reminder letters. 

Sark 

No free licences are available on Sark (identifiable by their unique postcode beginning GY10 
1). 



 

 

Guernsey purchasing a Short-term licence 

All users 

The customer's Nino (may be referred to as a Social Security number) is recorded for 
information purposes only – it forms part of the pre-renewal report sent to the Islands Social 
Services departments to verify whether the customer should have their Over 75 licence 
renewed.   

Although it is not used to register them for their free Over 75 licence it is important that the 
Nino is captured, as its absence, will cause the Social Services departments difficulty in 
verifying the application for an Over 75 free licence.  All Over 75 licence registrations are 
validated by the relevant Islands' Social Services departments, and the licences recorded in 
Lassy and Flossy as non-Nino applications. 

Customers from Guernsey may have a Nino with the final letter missing i.e. AB123456, 
rather than AB123456A. 

Qdos users 

When a customer from Guernsey, Alderney or Herm  wants to purchase an Over 74 Short-
term licence, you should follow the usual Qdos process, by selecting: 

 Call Group – Over 75 
 Call Reason – Over 75 Short-term licence and pre-registration. 

You should also capture the customer’s date of birth and National Insurance number (Nino) 
provided they have one. 

Qdos will display the price of the short-term licence.  The customer has the choice of: 

 Making a debit/credit payment over the phone 
 Paying at the Post Office 
 Sending in payment to TV Licensing. 

If the customer chooses to pay at the Post Office/send in a cheque they will be sent an Over 
74 short-term ROC form stating the amount they need to pay. 

If the customer chooses to pay by card process through Qdos as usual. 

Lassy users 

When a customer from Guernsey wants to purchase an Over 74 short-term licence they can 
choose to either make a card payment over the phone, pay at the Post Office or send in 
payment to TVL.   

If the customer chooses to pay at the Post Office or send in payment to TVL they must be 
sent an Over 74 short-term ROC form stating the amount to pay. 

All Over 75 free licences are recorded as non-Nino applications in Lassy.  Therefore when 
sending the short-term payment Rocs: 

On Lassy: 

 STL = Y 
 Non – NINO = Y.  This is always 'Y' for Islands customers 



 

 

 Enter the customer’s date of birth 
 If available capture the customer’s Nino. 

Where a customer chooses to pay by credit/debit card, once the payment has been 
processed through Call Log Lassy will change to the ‘Issue a debit/credit card short-term 
licence’ screen.  It is in this screen that the non-Nino field is displayed and it will be set an 
non-Nino 'N' but will automatically revert to non-Nino 'Y' after the payment is processed. 

Once a customer has a Short-term licence, what happens next? The Short-
term licence details should show on Qdos and Lassy. If this is the case, advise 
the customer that TV Licensing will contact their local Social Security 
Department prior to the short term licence expiry. 

Providing the customer's eligibility for a free licence is validated by Social Security at this 
point, a free licence will be issued automatically and will be sent to the customer. 



 

 

Guernsey Social Services contact details 

Here is the address of the Social Services department for Guernsey, Alderney and Herm 
(GY postcode area) free licence customers: 
 
Address: Guernsey Social Services, Edward T Wheadon House, Le Truchot, St Peter Port, 
Guernsey, GY1 3WH. 

Telephone: 01481 732 500. 
 



 

 

What's available on Guernsey 

Guernsey, Alderney and Herm 

Residents of Guernsey, Alderney and Herm are entitled to a free Over 75 licence for their 
main addresses – just like mainland customers. 

Residents of Guernsey, Alderney and Herm can purchase a short term licence to cover 
them for part of a year until they are 75. 

Residents of Guernsey, Alderney and Herm may also qualify for a free licence if they are 65 
or over and in receipt of income support.  If an enquiry is received about this, advise the 
customer that they must contact their Social Services department to obtain a free licence. 

Sark 

Residents of Sark, identifiable by their unique postcode beginning GY10 1, are not entitled to 
receive a free Over 75 television licence. 

Residents of Sark are not entitled to receive a free Over 75 television licence. 

Residents of Sark are not entitled to receive a free Over 65 television licence or short term 
licence. 



 

 

Isle of Man (IM) 

Isle of Man Free licence info 

Choose a topic from the selection below and click on the relevant link. 

Don't worry if you select the wrong one, there is a link at the bottom of each page which you 
can click to return to this menu. Scroll down to see all the options available. 

 

What's available on the Isle of Man -  Click on the image to find out. 

 

Isle on Man free licence applications - How people on the Isle of 
Man apply for a free licence. 

 

Isle on Man free licence renewals - Some background information 
on what happens at renewal time. 

 

Isle of Man Short-term licence applications - How people on the 
Isle of Man can apply for a Short-term licence. 

 

Isle of Man Social Security contact details - Contact details in case 
your customer needs them. 



 

 

Isle of Man Free licence applications 

The Over 75 department will issue the free licence document to the customer and update 
our systems. 

If a customer has purchased an Over 74 Short-term licence they will automatically be issued 
with their Over 75 free licence when it is due. 

Lassy users should register the person for a Free Over 75 TV Licence using the process 
they would use to register UK customers. The customer details will be authorised by the 
Over 75 team prior to the issue of the free licence. 

Qdos users If a customer is applying for their first free licence, Qdos users should follow 
your updated scripts. Isle of Man vouchers will no longer be issued, whether or not the 
customer is in receipt of a voucher the customer details should be captured on a multi form 
and passed to the Over 75 Department. All Isle of Man free applications must be verified 
with the Social Security Department before the free licence can be issued. 

The Over 75 department will issue the free licence document to the customer and update 
our systems once notification is received from Social Services. 

Exception If a customer is not in receipt of an IOM pension they will need to take 2 forms of 
identification, including proof of residence and their current licence to Pensions Group, 
Markwell House, Market Street, Douglas, IM1 2RZ. 
 



 

 

Isle of Man Free licence renewals 

The renewal process for these Islands will be managed by the Over 75 department. 

Prior to expiry, the Over 75 department will contact Social Services with a list of all Over 75 
licences that require validation for renewal. This happens six weeks prior to licence expiry 
which should mean that the customer will not receive any reminder letters. 
  



 

 

Isle of Man purchasing a Short-term licence 

All users 

The customer's Nino (may be referred to as a Social Security number) is recorded for 
information purposes only – it forms part of the pre-renewal report sent to the Islands Social 
Services departments to verify whether the customer should have their Over 75 licence 
renewed.   

Although it is not used to register them for their free Over 75 licence it is important that the 
Nino is captured, as its absence, will cause the Social Services departments difficulty in 
verifying the application for an Over 75 free licence.  All Over 75 licence registrations are 
validated by the relevant Islands' Social Services departments, and the licences recorded in 
Lassy and Flossy as non-Nino applications. 

Qdos users 

When a customer from the Isle of Man wants to purchase an Over 74 Short-term licence, 
you should follow the usual Qdos process, by selecting: 

 Call Group – Over 75 
 Call Reason – Over 75 Short-term licence and pre-registration. 

You should also capture the customer’s date of birth and National Insurance number (Nino) 
provided they have one. 

Qdos will display the price of the short-term licence.  The customer has the choice of: 

 Making a debit/credit payment over the phone 
 Paying at the Post Office 
 Sending in payment to TV Licensing. 

If the customer chooses to pay at the Post Office/send in a cheque they will be sent an Over 
74 short-term ROC form stating the amount they need to pay. 

If the customer chooses to pay by card process through Qdos as usual. 

Lassy users 

When a customer from the Isle of Man wants to purchase an Over 74 short-term licence they 
can choose to either make a card payment over the phone, pay at the Post Office or send in 
payment to TVL.   

If the customer chooses to pay at the Post Office or send in payment to TVL they must be 
sent an Over 74 short-term ROC form stating the amount to pay. 

All Over 75 free licences are recorded as non-Nino applications in Lassy.  Therefore when 
sending the short-term payment Rocs: 

On Lassy: 

 STL = Y 
 Non – NINO = Y.  This is always 'Y' for Islands customers 
 Enter the customer’s date of birth 
 If available capture the customer’s Nino. 



 

 

Where a customer chooses to pay by credit/debit card, once the payment has been 
processed through Call Log Lassy will change to the ‘Issue a debit/credit card short-term 
licence’ screen.  It is in this screen that the non-Nino field is displayed and it will be set an 
non-Nino 'N' but will automatically revert to non-Nino 'Y' after the payment is processed. 

Once a customer has a Short-term licence, what happens next? The Short-
term licence details should show on Qdos and Lassy. If this is the case, advise 
the customer that TV Licensing will contact their local Social Security 
Department prior to the short term licence expiry. 

Providing the customer's eligibility for a free licence is validated by Social Security at this 
point, a free licence will be issued automatically and will be sent to the customer. 

If an Isle of Man customer has a current Short-term licence and a TV75 voucher, the above 
still applies. 



 

 

Isle of Man - Social Services contact details 

Here is the address of the Social Security department for Isle of Man free licence customers: 
 
Address: Pensions Group, Markwell House, Market Street, Douglas, Isle of Man, IM1 2RZ. 

Telehone numbers: 01624 685 095 or 01624 685 176. 
  



 

 

What's available on the Isle of Man 

Residents of the Isle of Man are entitled to a free Over 75 licence for their main addresses. 

Residents of the Isle of Man can purchase a short term licence to cover them for part of a 
year until they are 75. 

Residents of the Isle of Man may qualify for a free licence if they are 65 or over (64 and over 
if female) and in receipt of income support or income-based job seeker’s allowance. (see 
information below) 

They are not means tested for a free licence, just for the Over 65 licence. 

ISLE OF MAN 

Persons aged 75 or over living in the Isle of Man are entitled to a free TV Licence, in exactly 
the same way as UK residents are. Entitlement to a free TV Licence is not means-tested, nor 
is it dependent on the receipt of any particular benefit. 

The Isle of Man Department of Social Care sends an information sheet to all people they pay 
state retirement pension to shortly before their 75th birthday, explaining how to claim their 
free TV Licence. It explains that they will need to contact TV Licensing, who will, subject to 
making certain checks with the Isle of Man Department of Social Care, issue them with a 
free TV Licence for that year and future years. 

Note: There is special provision on the Isle of Man for people who have reached state 
pension age, but who are under 75, who receive income support or income-based job 
seeker’s allowance. They have to purchase their TV Licence in the normal manner, but can 
then apply to the Isle of Man Department of Social Care for a refund. TV Licensing are not 
involved in the administration of such refunds. 
 



 

 

Jersey (JE) 

Jersey Free licence info 

Choose a topic from the selection below and click on the relevant link. 

Don't worry if you select the wrong one, there is a link at the bottom of each page which you 
can click to return to this menu. Scroll down to see all the options available. 

 

What's available on Jersey -  Click on the image to find out. 

 

Jersey free licence applications - How people on Jersey apply for a 
free licence. 

 

Jersey free licence renewals - Some background information on 
what happens at renewal time. 

 

Jersey Short-term licence applications - These licences are not 
available on Jersey. 

 

Jersey Social Security contact details - Contact details in case your 
customer needs them. 

  



 

 

Jersey Free licence applications 

To receive their free licence, residents of Jersey will need to contact their Social Security 
department.   

Unlike mainland customers we do not register Islands' customers to receive their free 
licence.  Instead, the customer contacts their Social Security department and they notify TV 
Licensing of the customers who need to be issued with a free licence. 

The Over 75 department will only issue the free licence document to the customer and 
update our systems once notification is received from Jersey Social Security. 



 

 

Jersey Free licence renewals 

The renewal process for these licences is not managed by the Over 75 department. 

On expiry the Over 75 free licence will be reverted to CFL and the licence holder will be sent 
a CFL reminder. 

The customer must then contact Jersey Social Services to apply for their next free licence. 
 



 

 

Jersey Short-term licence information 

There are no Short-term licences available on Jersey. 

Should a resident of Jersey qualify for an Over 75 licence it will be issued upon the expiry of 
their current paid-for licence.   

The customer is not issued with their free licence immediately at the month they turn 75 (as 
is the case with UK customers). 
 



 

 

Jersey Social Security contact details 

Here is the telephone number of the Social Services department: 
 
Department of Social Security - Telephone number 01534 44 55 05. 
(Lines are open from 08:30 - 17:00 Monday to Friday) 



 

 

What's available on Jersey 

Residents of Jersey may qualify for a free Over 75 licence for their main addresses. In 
Jersey, customers are means tested (inquiry into a person’s wealth to decide on eligibility for 
financial aid) to determine whether they qualify for a free Over 75 licence. 

Residents of Jersey cannot purchase a short term licence to cover them for part of a year 
until they are 75. 

Residents of Jersery do not qualify for a free licence if they are 65 or over and in receipt of 
income support.   

Should a resident of Jersey qualify for an Over 75 licence it will be issued upon the expiry of 
their current CFL or Direct Debit licence.  The customer is not issued with their free licence 
immediately upon the month they turn 75 (as is the case with UK customers). 



 

 

General 

Island Licences main menu (from 1 April 2009) 

Choose a topic from the selection below and click on the relevant link. 

Don't worry if you select the wrong one, there is a link at the bottom of each page which you 
can click to return to this menu. Scroll down to see all the options available. 

 

Post Offices - Information on the difference between Payment Methods 
for customers on the Islands. Click on the Post Office image for more 
information. 

 

Licence held claim - Customer paid for their licence at the Post Office, 
but it isn't showing on our systems? Click on the licence document for all 
you need to know. 

 

Free licence queries - Click on the retired couple for information about all 
free Over 75, Over 65, Over 64 and short term licences, listed by Island 
where appropriate. 

 

Island addresses and formats - Click on the envelope for useful advice 
on queries about addresses on the Islands, including language formats 
and how to deal with address duplications. 

 

Blind Island Information - Click on the guide dog for further information 
about what evidence is needed. 

 

TV Licensing Savings Stamps - Specific information and assistance on 
when and how these can be used including what to do if a customer is 
querying receipt of stamps that have been sent in. 



 

 

 

Dealers and Dealer Notifications - Explains what the rules are for Dealer 
Notifications on the Islands. 

 

SmartAgent Island Queue Changes - Find out what queues are being 
removed and where Island work will now reside in SmartAgent. 

 

Island Visiting and Prosecution Process - Check out the differences for 
the Islands here. 

 

Care and Customer Contacts - Click on the diary to see two new codes 
on Care and Customer Contacts that you might see from 1 April 2009 and 
what they mean. 



 

 

Care changes from 1 April 2009 

Customer Contacts / Care records 

Two Customer Contact / Care codes were created when island licences were transferred 
from Sigma.  These are: 

 ITC = Islands take on CFL 
 ITO = Islands take on O75. 

There is no Customer Contact / Care codes for Direct Debit licences, as these were already 
visible on Qdos and Lassy. 

There was also a limited facility on Sigma to record notes.  As part of the data transfer any 
relevant notes (for example, complaints references) recorded against a licence in Sigma will 
be transferred into the Customer Contacts / Care record screen. 



 

 

Island addresses and formats 

Island addresses and formats (possible duplications) 

Following the migration of the Islands' database from Sigma, there is a chance that contact 
will be received from Islands' customers regarding the variation or duplication of addresses 
(for example the customer has re-named their property from Rose Cottage to Tulip Cottage, 
however both addresses are on our systems).   

The format of an Islands' address could be in French, Portuguese or English. 

Qdos users 

Where there is a requirement to amend or delete an address on Lassy follow the business 
as usual process on Qdos, selecting: 

 Call Group – Customer details 
 Call Reason – Address structure amendment 

Lassy users 

Where there is a requirement to amend or delete an address on Lassy follow the business 
as usual process and either:   

  

 Re-direct the work if on SmartAgent to 'Address Structure', or 
 Complete an ‘Address structure amendment’ form in Call Log 



 

 

Payment methods available 

All payment methods are available on the Islands, but PayPoint is not used. 

Instead customers on the Islands use the Post Office for Over the Counter Payment 
services. 

For further details which include important information about how customers buy a brand 
new licence for the first time at the Post Office, click here. 
  

IVR 

IVR menu 

Choose a topic from the selection below and click on the relevant image. 

Don't worry if you select the wrong one, there is a link at the bottom of each page which you 
can click to return to this menu. Scroll down to see all the options available. 
  

 

What is the IVR and when is it used? Click the picture for more 
information. 

 

What options are available to customers when they call us? Click the 
picture for more information. 

 

What do I do if a customer has been transferred to me from the 
IVR?. Click the picture for more information. 



 

 

What do I do if a customer has been transferred to 
me from the IVR? 

If a customer is transferred to the call centre whilst using the IVR system, this will be 
displayed on your telset as ‘N/A to BBC_TVL_Vodafone’. This will provide a fair indication of 
the service the customer requires. 

If you receive a transfer from the IVR system, the customer will not have completed the 
transaction. You should apologise if necessary and complete the transaction with the 
customer. 

Out of hours 

If an out of hours transaction is unsuccessful for any reason, the customer will hear a 
message giving the business hours, and asking them to call back. 

  



 

 

What is the IVR and when is it used? 

IVR stands for 'Interactive Voice Response' and is a system that allows a computer to detect 
voice and telephone number pad inputs. 

For example, an IVR service allows customers to either speak certain information which will 
be recognised by the system or use their telephone number pad to manually type their 
licence number, bank details or card details. 

The business hours for IVR are: 

 Monday to Friday – 08:30 until 18:30 
 Saturday – 08:30 until 13:00. 

Outside of these hours an out of hours service is available. 

Additional info about card payments debited on the IVR 

The IVR system can ONLY take full fee colour and mono payments.  This is irrespective 
of what the system is expecting to be paid. 
 
The IVR will advise the customer of the amount it is about to debit and will give customers 
the opportunity to drop-out of the process should this amount not be the amount due (e.g. 
short term or blind licence). 
 



 

 

What options are available to customers when they 
call us? 

During business hours 

A choice of options to choose from is offered to most customers when they telephone TV 
Licensing during business hours. 

This is so their query can be dealt with as quickly and efficiently as possible. Upon initial 
connection, the customer will hear the following message and main menu selection. 

Main menu 

“Good morning/afternoon/evening. Thank you for calling TV Licensing. Your call may be 
recorded to help audit and continuously improve our services. If you'd like to listen to a short 
summary of how TV Licensing will use your data, please press zero now.  Did you know that 
you can complete most transactions online at tvlicensing.co.uk" 
  

To renew your existing  licence - press 1. 

To buy a new licence - press 2. 

To change the address on your licence - press 3.   

If you are aged over 74 and would like to apply for the Over 75 licence press 4. 

Or for anything else press 5." 

  

If the customer selects option 5 on the main menu, they now have the following options to 
choose from: 

  

Press 1 - To change their Direct Debit details. 

Press 2 - For Over 75 enquiries. 

Press 3 - To confirm they have a valid licence. 

Press 4 - To confirm they don’t need a licence. (NB - Customer can state property is 
unoccupied for up to six months using this option) 

Press 5 - For all other enquiries. 

  

If the customer selects option 5 on the above menu, they will get the following options to 
choose from: 

  

Press 1 - For payment queries. 

Press 2 - To find the nearest PayPoint shop. 

Press 3 - For answers to common TV Licensing questions. 



 

 

Press 4 - For all other enquiries.   

  

If the customer selects option 4 from the above menu, they will get the following options: 

  

Press 1 - TV Licensing cash instalment enquiries. 

Press 2 – For all other enquiries. 

Out of hours 

Outside of hours, the customer will hear the following message: 

“Good morning/afternoon/evening. Thank you for calling TV Licensing. Your call may be 
recorded to help audit and continuously improve our services. If you'd like to listen to a short 
summary of how TV Licensing will use your data, please press zero now 

Did you know that you can complete most transactions online at tvlicensing.co.uk 

• For ways to pay including setting up and amending a direct debit press 1.     

• If you have received a letter and would like to confirm you have a valid licence press 2.     

• To change the address on your licence press 3. 

• To tell us that you don’t need a licence press 4. 

For all other enquiries please call back between the hours of 8.30am to 6.30pm Monday to 
Friday or Saturday 8.30am to 1pm. 



 

 

Letters, Marketing Letters and Stationery 

ARC Mailing Information 

ARC Mailing - Lassy users 

Introduction 

The ARC mailing is sent to administrators of ARC schemes and residents of addresses that 
in recent years have been covered by an ARC licence, but now show on Lassy as 
unlicensed.   

How do I deal with these calls? (Qdos users click here) 

The call will appear as ‘ARC mailing’ on your telset when the telephone number from the 
mailing is used. After obtaining the name and address of the customer, the potential licence 
status must be verified in P/ENQ. 

Look to see if there are any other ARC licences at the same post code. Then when you have 
this answer, use the 'See Also' section below to view the appropriate information. 

No ARC Licence at address and licence needed 

If there is no ARC licence for this address: 
Sell the customer a licence as normal. 

An ARC Licence is showing and a licence is needed 

If an ARC licence is in operation: 
Send a multi form via Call Log, addressed to ‘CORRES’, sub category ‘POD’ detailing the 
name and address and whether a licence is needed or not. 

Customer claims no set is in use 

If customer claims no set is in use: 
Do not process this yourself. Send a multi form via Call Log, addressed to ‘CORRES’, sub 
category ‘POD’ advising that no set is in use'. Include date of birth (where possible), address 
and name. 

Property is vacant 

If the address / addresses in question are vacant: 
Do not process yourself. Send a multi form addressed to ‘CORRES’, sub category ‘POD’ 
ensuring all details of the addresses are included and advise that the property is empty. 

Multiple enquiries from scheme administrators. 
  

If there are multiple enquiries from an administrator regarding letters received: 
Do not process yourself. Send a multi form to ‘CORRES’, sub category ‘POD’. A daytime 
contact telephone number must be included on the form. 



 

 

ARC Mailing - Qdos instructions 

Introduction 

The ARC mailing is sent to administrators of ARC schemes and residents of addresses that 
in recent years have been covered by an ARC licence, but now show on Lassy as 
unlicensed. 

How do I deal with these calls? (Lassy users click here) 

The call will appear as ‘ARC mailing’ on your telset when the telephone number from the 
mailing is used. After obtaining the name and address of the customer, use the following 
process to see if there are any ARC licences at the same post code. 

 Use the search method of surname and postcode, use a common letter such as a or 
e  as the surname. 

 Qdos should display a number of results, including the 'pay scheme'. 
 This should confirm whether or not there is a ARC licence in operation at the 

 postcode. 

Now click the scenario below to find out how to deal with the call. 

If confirmed that there is no ARC licence in operation in any address under the same 
postcode and the customer needs a licence 

Deal with the customer as normal and attempt to sell them a licence if required through Call 
Group - Licences and Call Reason - New Licence. The search method used can now 
change to the reference number from the letter. 

Add your own CARE record in End Call 

If an ARC licence is in operation at any address under the same postcode and the 
customer needs a licence 

Transfer the call to a team leader or senior advisor, or if unavailable to CLC who will 
complete the enquiry. If no one is available please select the standard letters tab and click 
on multi-form and send to ‘CORRES’ subcategory ‘POD’. 

Add your own Care record in End Call 

If the customer claims no set is in use 

Do not process yourself.  Select the standard letters tab and click on multi-form and send to 
‘CORRES’ subcategory ‘POD’ advising that no set is in use. Include date of birth, address 
and name. 

Add your own Care record in End Call 

If the customer claims the property is vacant 

Do not process yourself.  Select the standard letters tab and click on multi-form and send to 
‘CORRES’ subcategory ‘POD’ ensuring all details of the addresses are included and advise 
that the property is empty. 

Add your own Care record in End Call 

  



 

 

If it is a multiple enquiries from an administrator regarding letters received 

Do not process yourself.  Select the standard letters tab and click on multi-form and send to 
‘CORRES’ subcategory ‘POD’ ensuring inclusion of all addresses, names and dates of birth 
if required.  A daytime contact telephone number must be included on the form.   

Add your own Care record in End Call 



 

 

Dealers & Dealer Notification Letters 

Dealer Data Protection Queries 

The information sent to TV Licensing by dealers is a requirement by law, laid down in the 
Wireless Telegraphy Act 1967 (as amended). The dealers' disclosure of and subsequent 
usage of this information by TV licensing is in accordance with the Data Protection Act 1998. 

There are no dealer requirements in the Channel Islands or the Isle of Man. 



 

 

Dealer Enquiries 

How does a TV Dealer register with TV Licensing to send notifications of sales and 
rentals? 

Dealers can complete and online registration form on the TV Licensing website 
tvlicensing.co.uk/dealer 

Alternatively, they can call us on 0300 790 6015. 

Does a TV dealer need to buy a TV licence for the business? 

A TV dealer does not need a TV Licence if they are only repairing, testing or demonstrating 
equipment to customers. 

However, if they or their staff watch or record TV in other customer areas such as a waiting 
room or restaurant, or in other areas of the premises, e.g. an office or a recreational area 
such as a staff room, they will need to buy a TV Licence. 



 

 

Dealer Notification Letters 

Although dealers no longer have a requirement to send us this information and no 
further dealer notifications will be sent, there are letters already in the system and you 
may still received enquiries about them. 

Circumstances where the Dealer Notification should be cancelled: 

 If there is a licence listed at the address that covers the person named on the letter.   
 If the person named on the dealer notifications claims not to use TV equipment at 

that address, in this scenario a No Licence Needed Claim (NLC) should be set up. 
 If the Dealer Notification has been sent to an unknown person at the address. 

Circumstances where the Dealer Notification should not be cancelled: 

 If the licence at the property doesn't cover the person named on the dealer 
notification and they use television equipment. 

 If there is no licence at the property and one is required. 
 If there is a mono licence and a colour Dealer Notification. 
 If the customer promises to pay. 

  

A third party unconnected to the address cannot cancel the Dealer Notification. 

  



 

 

How to find a dealer's name and number 

A dealer's name, number and address can be found by contacting the Dealer Department 
directly on [Detail removed – for internal use only]. 

  



 

 

Dealer Notifications - Islands 

Islands dealers are not required by law to notify TV Licensing of a purchase.   

Although dealers no longer have a requirement to send us this information and no 
further dealer notifications will be sent, there are letters already in the system and you 
may still received enquiries about them. 

However from 1 April 2009, Dealer notifications for Island residents will be dealt with as 
business as usual and allocated into the appropriate SmartAgent dealer queue i.e. Dealer 
ANF (address not found), Dealer coded, etc. 

This means that Island customers will now receive dealer notification letters if they purchase 
equipment from a dealer in the UK.  If the customer makes an enquiry about why they have 
a received a letter explain the notification process – that TV Licensing have been notified of 
the purchase of TV receiving/recording equipment and an enquiry letter has been sent as we 
have no record of a valid licence at the address.   

If an Islands' customer queries why a dealer has given us this information, you should 
explain that dealers in the UK are legally obliged to pass this information to TV Licensing. 

However, dealers in the Channel Islands and Isle of Man are not obliged by law to pass this 
information to TV Licensing. 

  



 

 

The end of Dealer Notification requirement 

Due to a change in government legislation, dealers will no longer be required to notify us 
when a customer buys a television or television receiving equipment from 25 June 2013. 

However, the following points need to be considered; 

•         The Communications Act will remain unchanged which means that TV dealers are still 
exempt from needing a TV licence if they are only repairing, testing or demonstrating TV 
equipment. 

•         TV dealers should still continue to register with us but they will no longer need to 
inform us when they sell any TV receiving equipment. 

•         Please remember that regardless of this change in legislation, customers are still 
required by law to be covered by a licence when they purchase a television or television 
receiving equipment for the use of watching live TV. 

Some customers will still receive dealer notification letters over the next couple of months as 
they will already be in the dealer mailing cycle when this change comes in to force. If a 
customer has received one and contacts us please follow the normal process; 

•         Identifying if a licence is required? 

•         Identifying if the recipient is already covered by a licence?    

•         Delete the dealer notification if necessary. 

Information for dealers / shops 

Letters have been sent to all main dealers advising them of this change and have been 
given a dedicated number to call in case of any queries. However if you are contacted by a 
dealer please follow the process below: 

Call Centre  - Please redirect the dealer to TVL Dealer Support on [Detail removed – 
internal use only]. 

Admin - Please forward these to Dealer Suuport in Darwen. 

  



 

 

Draft letters 

Draft Letters 

Click here to access the Letters help file, once open you will able to access copies of draft 
 and glossary letters. 

Duplicate licence and reprinting 

Call Centre process 

Customer requesting a duplicate TV Llicence and / or Payment Plan 

Firstly advise that they can view, manage and download a copy of their TV Licence and/or 
Payment Plan by visiting the TV Licensing website at www.tvlicensing.co.uk. 

Advise the customer they will need their TV Licence number to access their details, if the 
 customer does not know their licence number send them a DL51.1. 

If the customer decides to go to the web 'End Script' and enter a simple Care note, e.g. ‘cust 
directed to website’. 

If the customer insists they want a replacement TV Licence/Payment Plan over the 
phone: 

The Confirmation/Duplicate Licence script must be used (the Letter History View and 
Reprint script must only now be used to view a list of the system or TV Licensing mailings 
letters that have been sent to them).   

At the question ‘Please input reason for duplicate licence’ 

For reasons - Lost 
            Damaged 
            Require a new one due to a change of details 

Follow Qdos scripting as normal. 

For reason - Never Received do not follow Qdos scripting any further. 

Instead you should: 

1. Open up a Multiform via the Standard Letters tab. 

2. Select the department ‘Duplicate Licence Requests’ in the ‘To’ field. 

3. In the ‘Details’ box enter the Licence details (as per the Customer Verification panel). 

4. Enter the caller’s relationship to the Licence (e.g. Licence Holder, Payer) and the reason 
“Duplicate Licence request as Licence never received” 

5. Submit the multiform. 

6. End script on Qdos and put in a simple CARE note, e.g. ‘dupe Lic request sent to BO’ 

7. Advise the customer that their request has been sent to the relevant department and they 
should receive a replacement in around 10 working days. 



 

 

Customer Administration process 

The Call Centre firstly offer the web to customers who request a replacement licence. Only 
customers who want something in writing will progress through this process, and those 
requests will be dealt with by specially trained agents. 

If a customer requests a replacement or duplicate licence 

Only a letter confirming that there is a licence on file to cover them will be provided. 

The only exception is for customers who request a replacement licence within the first six 
weeks of their licence being originally printed and issued will be sent a replacement licence. 

If a request is received in general correspondance work on SmartAgent 

If customer is insistent, or it is a repeat request or a request for correspondence sent within 
the first six weeks of the original licence being printed and issued - forwarded it to 
SmartAgent work queue  - ‘Whitemail Duplicate Licence.” note on the request that a 
replacement licence is required to ensure the customer is sent a licence and not just a 
confirmation letter. 

In all other cases deal with the correspondence as normal and send the customer a 
confirmation letter. 

If a request for a replacement / duplicate licence within paper correspondence 

Note a replacement licence is needed at the bottom of the letter and then pass this to the 
admin. They will then book the work in and pass it to an appropriate agent. 

Remember 

Only when a licence has never been received or its a free licence, should be a replacement 
be requested  without the customer paying the £4.50 fee. 

If the licence has only recently been issued (and subsequently the customer may not have 
received it yet) advise customer accordingly. 

Over 75 three year licences which are not in the first year of issue. These will need to be 
sent to Over 75 Team. 



 

 

Customer Relations process 

The Call Centre will be offering the web in the first instance to customer’s who contact them 
with these requests. Only those customers who want something in writing will progress 
through this new process. 

If a customer requests a replacement or duplicate licence 

Only a letter confirming that there is a licence on file to cover them will be provided. 

Exceptions: 

Customers who request a replacement licence forward the request to your nominated team 
member. They will then arrange for a replacement to be printed and returned to you. 

Over 75 three year licences which are not in the first year of issue. These will need to be 
sent to Over 75 Team. 

  



 

 

Does the customer have to pay for a duplicate 
licence? 

Whether or not a customer has to pay for a duplicate licence is dependant on why the need 
a duplicate. Where a fee is required it will cost the customer £4.50 

 Licence lost by customer - fee charged to issue duplicate except where the licence 
is one which has been issued or renewed free of charge 

 Licence destroyed by customer - fee charged to issue duplicate except where the 
licence is one which has been issued or renewed free of charge 

 Duplicate requested following change of name on licence - fee charged to issue 
duplicate except where the licence is one which has been issued or renewed free of 
charge 

 Licence issued by us but not received - Direct the customer to use the website to 
view their licence or offer a confirmation letter before submitting a multi form request 
for a free duplicate licence. 

 Licence lost in post - Direct the customer to use the website to view their licence or 
offer a confirmation letter before submitting a multi form request for a free duplicate 
licence. 

 Licence incorrectly issued - Direct the customer to use the website to view their 
licence or offer a confirmation letter before submitting a multi form request for a free 
duplicate licence. 

NB Where the licence has only recently been issued (and subsequently the customer may 
not have received it yet) advise customer accordingly. 

If a TV Licence by email customer  wants a duplicate they should be informed they can view 
it online at www.tvlicensing.co.uk/yourlicence at any time. If they want a paper licence they 
will have to pay £4.50. 

For guidance on how to process these requests click to appropriate logo. 

 



 

 

How does the customer pay the duplicate fee? 

Advise the customer to send a cheque or postal order for £4.50 payable to TV Licensing 
together with a covering letter requesting the duplicate to: 

TV Licensing, Darlington, DL98 1TL. 

Unfortunately, there are currently no other methods of payment available for this. 



 

 

Letter instructions 

Addressing Letters 'Names' - The Guidelines 

Most used: 

Doctor address the letter to Dr J Hyde commence with Dear Dr Hyde 

Professor address the letter Prof H Higgins commence with Dear Professor Higgins 

Reverend address the letter to Rev A Green commence with Dear Reverend Green 

Rarely used: 

Ambassador -His Excellency Mr........ (Esq. is not used). Commence Dear Mr ..... 
conclude Yours sincerely 

Archbishop - His Grace the Lord Archbishop of ...... Commence My Lord 
Archbishop. 

Archdeacon - The Venerable Archdeacon of ........ Commence Dear Mr Archdeacon 
or Dear Archdeacon. 

Baron - The Rt. Hon the Lord ........(less formally The Lord unless Privy Counsellor). 
Commence My Lord, conclude Yours sincerely. 

Barons Daughter - The Hon Jane ....., if married The Hon Mrs ......, commence Dear 
Madam, conclude Yours sincerely 

Baron Sons - The Hon Alistair ....... Commence Dear Sir, conclude Yours sincerely. 

Barons Sons Wife - The Hon Mrs ..... Commence Dear Madam, conclude Yours sincerely. 

Barons Wife The Rt. Hon the Lady ..... Commence Dear Madam ...... conclude Yours 

sincerely. 

Baroness - in her own right The Right Hon the Baroness ……… Commence Dear Madam 
conclude Yours sincerely 

Baronets - Sir John ..... Bt commence Dear Sir conclude Yours sincerely. 

Baronets Wives - Lady ..... without Christian name. Commence Dear Madam, conclude 
Yours sincerely. 

Bishops - The Right Reverend the Lord Bishop of ..... Commence Dear Bishop. 
conclude Yours sincerely. 

Bishops (non-English and assistant Bishops) The Right Rev the Bishop of ……… 
Commence Dear Bishop conclude Yours sincerely 

Countess - The Rt. Hon The Countess of ....., commence Dear Madam ....., conclude Yours 
sincerely. 

Dame - Dame ..... commence Dear Madam, conclude Yours sincerely. 

Dean - The Very Rev The Dean of...... Commence Dear Dean or Dear Dean, 
conclude Yours sincerely. 



 

 

Duchess - Her Grace the Duchess of ...... Commence Dear Madam, conclude Yours 
sincerely 

Duke - His Grace the Duke of ....., Commence My Lord Duke conclude Yours sincerely. 

Dukes Daughter - Lady Jane ...... If married to a commoner, changes surname, 
retains courtesy title. Commence Dear Lady Jane ..., conclude Yours sincerely. 

Dukes Eldest Son - Uses the second title of his father by courtesy. 

Dukes Younger Son - Lord Jonathan. Commence Dear Lord Jonathan, conclude 
Yours sincerely. 

Dukes Younger Sons Wife - (unless superior rank to husband) Lady Jonathan ..... 
or Lady Albert ..... Commence Dear Lady Albert ...., conclude Yours sincerely. 

Earl - The Rt. Hon the Earl of ...... (less formally The Earl of ....., unless Privy Counsellor). 
Commence My Lord ......., conclude Yours sincerely. 

Earl's Wife The Rt Hon the Countess of ....., or les formally The Countess of ..... 
Commence Madam Conclude Yours sincerely 

Earls Daughter - Lady Jane ...... If married to a commoner, changes surname, 
retains courtesy title. Commence Dear Lady January ....., conclude Yours sincerely. 

Earls Eldest Son - by courtesy he enjoys right to the title. Most heirs to Earldoms 
bear the title of Viscount. 

Earls Younger Son - The Hon Alistair ......, Commence Dear Sir, conclude Yours sincerely. 

Earls Younger Sons Wife - The Hon Mrs ...... Commence Dear Madam, conclude Yours 
sincerely. 

Executor - Address letter to 'The Executor of the late [insert deceased person's full name 
with title here]'. Commence 'Dear Sir/Madam' and conclude 'Yours faithfully' if Executor's 
name not known. 
Commence 'Dear [insert title and surname of Executor]' and conclude 'Yours sincerely' if 
Executor's name is known.    

Governors-General, Governors, Lieutenant-Governors - His Excellency Sir 
Martin ....., Governor-General of .....; His Excellency Mr R ........., Governor and 
Commander in Chief of ............ 

High Commissioners - His Excellency Mr ...... Commence Dear High 
Commissioner, conclude Yours sincerely. 

Judge - Master of The Rolls The Right Hon the Master of the Rolls 
Commence My Lord or Your Lordship when addressed in Court, at other times Sir 
Conclude Yours sincerely 

Judges Circuit His Honour Judge Commence Your Honour when on the Bench, otherwise 
Sir Conclude Yours sincerely 

Judges - High Court The Hon Mr Justice, socially Sir [Edward Smith] 
Commence My Lord or Your Lordship when addressed in Court, at other times Sir. 
Conclude: Yours sincerely 



 

 

Judges - High Court, Ladies The Hon Mrs Justice ..... or socially The Hon Dame [Sarah 
Smith] DBE. Commence My Lady or My Ladyship when addressed in Court, at other times 
Madam. Conclude Yours sincerely 

Judges - Lord Justice of Appeal The Right Hon Lord Justice or To the Right Hon Sir 
[Edward] .... Commence My Lord or Your Lordship when addressed in Court, at other times 
Sir. Conclude Yours sincerely 

Justice of the Peace [Edward Smith] JP. Commence Your Worship when addressed in 
Court, at other times Sir. Conclude Yours sincerely 

Knights Sir [Edward Smith] followed by letter of the relevant Order, eg GCB. If Knights 
Bachelor do not add the letters KB. Commence Sir or socially Dear Sir [Edward], Conclude 
Yours sincerely 

Lady ....... Commence Dear Madam, conclude Yours sincerely. 

Lord - same as Marquess, Earl, Viscount, Countess or Baron. 

Lord Advocate - Right Honourable. Commence Sir, not My Lord, conclude Yours sincerely. 

Lord Lieutenant - According to rank. 

Lord Mayor - The Rt. Hon the Lord Mayor of ........ Certain Mayors of other principal cities 
The Right Worshipful the Lord Mayor of ....., Commence Dear Lord Mayor, conclude Yours 
sincerely. 

Lord Mayors wife The Lady Mayoress, Commence Madam, Conclude Yours sincerely 

Lord of Session - The Honourable Lord Bailey etc. (as the cause may be). Commence My 
Lord conclude Yours sincerely. 

Marchioness - The Most Hon the Marchioness of ......... (less formally The Marchioness of 
............). Commence Madam, conclude Yours sincerely 

Marquess - The Most Hon the Marquess of......... (less formally The Marquess of.......) 
Commence My Lord conclude Yours sincerely. 

Marquess Daughter - Lady Jane...... If married to a commoner, changes surname, 
retains courtesy title. Commence Dear Lady Jane ..........., conclude Yours sincerely. 

Marquess eldest son - Enjoys by right the title he bears as courtesy (majority of 
Marquess elder sons bears the courtesy title of Earl) 

Marquess Younger son - Lord Johnathon ................ Commence Dear Lord 
Johnathon..... conclude Yours sincerely. 

Marquess younger sons wife - (unless superior rank to husband) Lady Johnathon 
..... or Lady Albert ........... Commence Dear Lady Albert ......, conclude Yours 
sincerely. 

Mayors - Mayor of a city: The Right Worshipful The Mayor of ........, if Mayor of a city. Mayor 
of a borough Right is omitted. Commence Dear Sir or Madam, Mr Mayor can be used for a 
man or a woman. conclude Yours sincerely. 

Members of Parliament - ...............Esq. MP. Commence Dear Mr ......., conclude Yours 
sincerely. Members of Parliament who are Privy Counsellors addressed as The Rt. Hon 
Charles ..........MP or The Rt. Hon Sir Charles .........MP, add degree of baronet or knight 



 

 

applicable. Commence Sir or where the matter concerns the Deaprtment, Dear Secretary of 
State, or Dear Minister. Conclude, Yours sincerely 

Prime Minister - Letters are addressed The Rt. Hon ...........…..MP. Include Sir before first 
name if applicable. Commence Dear Sir or Dear Prime Minister, conclude Yours sincerely. 

Prince - His Royal Highness The Prince ........ or His Royal Highness the Duke of 
....., when a Prince is also a Duke. Commence Sir, conclude I have the honour to be. 
Sir, I have the honor to be, Sir, Your Royal Highnesss most humble and obedient 
servant. Personally referred to Your royal Highness and subsequently Sir. 

Princess - Her Royal Highness the Princess ........, or Her royal Highness the 
Duchess of ....... (as the case may be). Commence Madam, conclude I have the 
honour to be, Madam, Your royal Highnesss most humble and obedient servant. 
Personally referred to, Your Royal Highness and subsequently Maam. 

Princess Royal - Her Royal Highness, The Princess Royal. For the daughter of the 
Sovereign. Her Royal Highness Princess ….. for other Princesses. Her Royal 
Highness The Ducjess of…. If also a duchess. Commence Maam, conclude I have 
the honour to be, Madam, Your Royal Highnesss most humble and obedient servant. 

Princes Wife - See Princess 

Privy Counsellor - The Rt. Hon Alfred .., The Rt. Hon John ........MP. Commence 
Dear Sir John or Dear Mr ......, conclude ; Yours Sincerely. 

Queen - To the Queens Most Excellent Majesty (for formal or state documents). Otherwise 
To Her Majesty The Queen. Commence Madam or May it please Your Majesty, conclude I 
have the honour to remain, Madam, your Majesty's most humble and obedient subject. The 
Queen is addressed as Your Majesty personally in the first instance, subsequently as 
Ma'am. 

Sir (Knights) - [Edward Smith] followed by letter of the relevant Order, eg GCB. If Knights 
Bachelor do not add the letters KB. Commence Sir or socially Dear Sir [Edward], Conclude 
Yours sincerely 

Viscount - The Rt. Hon the Viscount ........ (less formally The Viscount ........, unless a Privy 
Counsellor). Commence My Lord, conclude Yours sincerely. 

Viscountess (if the wife of a Viscount) The Rt. Hon the Lady ........ Commence Madam, 
conclude Yours sincerely 

Viscountess - (if Viscountess in her own right) The Right Hin the Viscountess…. 
Commence Madam Conclude Yours sincerely 

Viscounts Daughter - The Hon Jane ......, married, The Hon Mrs ...... Commence Dear 
Madam conclude Yours sincerely. 

Viscounts son - The Hon Alistair ...... Commence Dear Sir, conclude Yours sincerely. 

Viscounts sons Wife - The Hon Mrs ...... Commence Dear Madam, conclude Yours 
sincerely. 



 

 

Bankruptcy, Voluntary Liquidation or Sequestration 
Letter 

TV Licensing receives letters from administrators (such as The Insolvency Service) advising 
of Bankruptcy, Voluntary Liquidation or Sequestration on behalf of one of their clients.  The 
reason for the letter is to advise that if TV Licensing is a creditor we need to submit a claim 
for any fee due to us.   

TV Licensing is never a creditor and a reply must be sent to inform the administrator. 

The letter ban1 has been created to advise administrators to remove TV Licensing from the 
list of creditors. It also offers the TV Licensing Payment Card as a method of payment if the 
client is still using TV equipment. 

If an address or licence number is provided, Lassy should be checked enter a 
correspondence reference in Care and put “Bankruptcy” or “Voluntary Liquidation” or 
“Sequestration” 

In the letter ban1 insert the clients’ details under Re:  Name of customer referred to.  There 
is no need to add whether it is Bankruptcy or Liquidation etc. 

If no address or reference is provided, or the record cannot be accessed on Lassy, send the 
letter to the administrators. 



 

 

Gender Neutral Title Requests (Mx) 

Some people would prefer to use the gender neutral title Mx, instead of Mr, Mrs, 
Miss or Ms. Mx is pronounced Mix, Mixter or Mux. 

If a customer requests a gender neutral title or say their want to use the title Mx, this 
is possible by formatting the title and name in Lassy. 

Call Centre agents should transfer the call to CST 

CST and Corres agents should use the 0 option when formatting the customer’s 
name in Lassy e.g 0Mx S/Smith 

If you receive a call and the title on the licence is Mx please do not change the title 
unless advised by the Licence Holder. 



 

 

Instructions for sending DL51.67 

When a licence changes ownership and there is a 3rd Party Payer, a letter 
must be sent to advise the payer of this change. 

The letter to send in this case is draft letter 51.67, which is now available on LASSY and 
SmartAgent. 

The DL51.67 can be sent through the LASSY Corres screen by following the instructions 
below. 

 Click on the Corres soft key. 
 Choose option 1 and select letter 51.67 - press enter 
 In Print Draft Letter - Letter Heading screen type in the licence number (do not press 

enter), type the payers name and address in the name and address field on the right 
hand side press enter 

 Complete the phone, fax and reference number fields as normal. Ensure that the 
payers name is entered correctly press enter 

 Press enter on the next screen after selecting the appropriate CARE record option. 



 

 

Letter Writing Guide 

It is important that we communicate in a style that is not patronising or officious. 

Our answers should address the issues head on without seeming to be evasive, 
condescending or dismissive.   

We should try to start and end on a positive note where possible, try to avoid the use of the 
word ‘complaint’ and emphasise positives, e.g. where an issue has been resolved. 

Tone: 

 Conversational and natural – if you don’t say it don’t use it. 

 Polite 

 Courteous 

 Concise 

 Respected 

 Advisory - Not defensive, accusing, aggressive or officious 

  

Style: 

 Use Arial font size 12 not justified. 

 Use glossaries in the first instance. 

 Dates should be written as 20 June 2009 – no ‘th’ 

 Sentences should be short, clear and easy to understand.   Average 15 – 20 words 

 When referring to the Free Over 75 TV Licence there must be a capital at the 
beginning of Free, Over and Licence. 

 Apologise if we have made an error or if the customer does not like a policy or 
procedure. We should only need to say sorry once in most cases. 

 Avoid jargon. 

 Use contractions such as ‘I'm’, ‘we've’, etc. it will allow the text to flow more naturally. 

 No curt or patronising phrases such as ‘if I may explain...’ 

 Take ownership use ‘I’, ‘we’ rather than ‘TV Licensing’. 

 Be positive about what we can do rather than emphasising what we can't. 

 Ensure all points raised by the customer are addressed – you may find it useful to list 
the issues before you start to write your letter. 

 Aim for first time resolution 

 The response should start with ‘Thank you for your letter of (date - 26 June)’ 



 

 

 The style and tone of our response should be consistent across all channels, i.e. 
letter & email 

 Don’t waffle, only use the words you need 

 Use the simplest word i.e. need instead of require. 

 Each paragraph should have it’s own topic 

 Avoid single sentences where possible 

 Be loyal but not defensive – if we’ve done something wrong, say so. 

 Detach your emotions from the problem. 

 Active sentences rather than passive 

To see a complete copy of the Letter Writing Guide click here 



 

 

Changing from a mono licence to a colour licence. 

What if someone has a black and white TV Licence but now needs to buy a colour 
licence? 

You should sell them a colour TV Licence. If a person pays by monthly Direct Debit for their 
colour licence, the remainder of their mono licence will be refunded to them automatically 
into the bank account. 

For all other methods of payment for the new colour TV Licence, a customer should be sent 
a refund form to complete and return to claim back the remaining months on their mono 
licence. 

Qdos users - You just need to process the call in the 'Renewals script'. Qdos will recognise 
the current licence is mono and ask relevant questions and process the colour licence as 
appropriate. 



 

 

Request to Amend - Delete - Add a letter 

To request an amendment, deletion of a letter or create a new letter click on the envelope 
below  then open and complete the email form. Once complete click send. 

 

Please refer to the work instruction WI-3755 - How to request a change/add/delete to a 
Glossary/Lassy/SmartAgent letter, when using this form (click here to access the work 
instructions). 



 

 

Sending Letters 

Tips on how to address them to joint account holders 

 In the name and address field use both of the account holder names, for 
example Mr A Jones & Mrs B Smith 

 Where no titles are available but the initial is provided, address as A Jones and B 
Smith 

 Where no initial is provided, address as Messrs Jones & Smith. (Messrs is the 
plural of Mr and is pronounced 'mesa(r)z') 

 The letter itself should start with titles and surname (no initials), for example Mr 
Jones & Mrs Smith. If there are no titles recorded, start the letter Dear Sir / Madam. 

  

  



 

 

Standard Letters (Lassy) 

Standard letters can only be initiated via Lassy and subsequently only the most recent 
version will be directed to a customer. 

If a standard letter is more than one page long, it MUST be produced by WORD on your 
computer.  (Two page letters are indicated by #) 

With all letters make sure: 

 The name is not corrupted  
 Always take a look before you send it. 



 

 

Telephone Softkey on Lassy's 'corres' screen 

How it works? 

The softkey will automatically complete the 'Phone' and 'Fax' number fields within the 
'Corres' screen with zeros as below. 

 

You don't have to do anything with them however, as Lassy will replace the zeros and print 
the correct numbers for you on the actual letter before it is posted. 

How will I correctly complete this part of the Corres screen from now? 

Once the first two sections of the Lassy ‘Corres’ screen have been completed: 

 Click on the telephone softkey 
 Leave the ‘Phone’ and ‘Fax’ number fields displaying eight zeros – do not type over 

the zeros as Lassy will ignore any numbers entered 
 Complete the required fields within the ‘PO Ref’ as normal, typing over the word ‘Call’ 

with the normal reference you use if you are not dealing with a telephone call 
 Move on to the final section of the letter and complete it as normal. 

  

  



 

 

Literature Requests 

Ordering TVL Stationery 

What do I do if someone wants to order TV Licensing stationery? 

If the caller requires stationery for their business e.g. Citizen's Advice Bureau requesting 
leaflets for TVL Payment and Savings Cards etc, they can email their request to 
enquiries@tvlicensing.co.uk containing the full name, address, telephone number of 
customer and description of the literature required. 

Alternatively you can tell your caller to contact the TV Licensing Campaign line on 0208 752 
6537 

Examples of the type of calls that can be redirected to this line are: 

 Information for all community organisations TV licensing engages with including 
housing associations, Citizens Advise Bureaus, money advise centres, multilingual 
organisations, business organisations, student bodies, courts, magistrates etc. 
(Policy enquires should continue to be dealt with as normal by you and not 
transferred) 

 Information requests, general enquiries from councillors, community influencers and 
press offices in other organisations. 

 Requests for TV Licensing literature 
 Requests for presentations/involvement in training 
 Newsletters 
 Logos and photos 

  



 

 

TV Licensing Stationery available on the website 

The following TV licensing stationery items are available to download from the TV Licensing 
web site: 

 Advice for Advisers 
 Ways to Pay 
 Multilingual - Do you need a TV licence? 
 Tenants 

  



 

 

 

TVL Literature & Stationery 

Details of TVL literature and stationery are below. 

To see copies click on the title. 

If you receive a request for literature or stationery click here. 

Other literature available 

1. DD/04/07/E – Instruction to your bank or building society to pay Direct Debits 

 Format – A5 single sided sheet. 
 This is a Direct Debit mandate. 

2.  GAL – Getting a TV Licence 

 Format – A5 twice folded leaflet style. 
 Contains details of why you need a TV Licence, how much they cost, how to get (pay 

for) a TV Licence, where to get help (Citizen Advice Bureau etc) and how to contact 
us. 

 Also available in Welsh language version and a Northern Ireland version 

3 . Dual Language - Do you need a TV licence? 

 Format – A4 double sided sheet – English on one side and one of the following 
languages on the other: - 

  

  
 Albanian (Reference ALBANIAN/04/08) 
 Arabic (Reference ARABIC/04/08) 
 Bengali (Reference BENGALI/04/08) 
 Cantonese (Reference CANTONESE/04/08) 
 Gaelic (Reference GAELIC/04/08) 
 Greek (Reference GREEK/04/08) 
 Gujarati (Reference GUJARATI/04/08) 
 Hindi (Reference HINDI/04/08) 
 Polish (Reference POLISH/04/08) 
 Portuguese (Reference PORTUGUESE/04/08) 
 Punjabi (Reference PUNJABI/04/08) 
 Russian (Reference RUSSIAN/04/08) 
 Serbo Croat (Reference SERBO CROAT/04/08) 
 Slovak (Reference SLOVAK/04/08) 
 Somali (Reference SOMALI/04/08) 
 Tamil (Reference TAMIL/04/08) 
 Turkish (Reference TURKISH/04/08) 
 Urdu (Reference URDU/04/08) 

  
  Contains answers to questions on what a TV licence is needed for, concessions 

available, how to buy a licence and how to contact us. 

  



 

 

4. CPP/GDE/05/12/E – Advice for advisers – Helping your client pay for their TV Licence 

 Format – A5 triple folded leaflet style. 
 Contains TV Licensing information for advisers working for agencies such as 

Citizens’ Advice Bureau. 

5. IHP/09/14/E – TV Licensing information for housing professionals 

 Format – A4 double sided sheet. 
 Contains details of who needs a licence, how much they cost, concessions available, 

ways to pay, how to contact us, and the responsibilities of landlords, tenants and 
lodgers. 

6. TPI/04/14/E - Don’t forget your TV Licence 

 Format – A4 single sided sheet. 
 Contains TV Licensing information for tenants, how to move a licence, concession 

available and ways to pay. 

  



 

 

Marketing and System letters 

Marketing letters 

The marketing letters can be viewed on Click. 

Click here to go to Marketing letters page 

 

System Letters 

The system letters can be viewed on Click. 

Click here to go to System Letters page on Click. 

  



 

 

Licence Fee & Expiry Date Information 

Collection of fees for TV Licences which have 
already expired 

Scope of procedure 

This procedure applies to all TVL personnel. 

Strategy reference 

To define a formal procedure to cover situations when a licensee may admit to needing a 
licence for a period of more than one year.  Also to cover situations where keying errors in 
TVL or incorrect information from banks may have resulted in customers receiving ‘free’ 
licences.  To support a formal work procedure to ensure that operational inconsistencies do 
not arise. 

Procedure statement 

In situations where it is discovered that a customer either admits to a period of 
unlicensed use in excess of 1 year, or has been receiving licences which, through 
TVL or bank error, have not been paid for,  
[Redacted under section 31 (“law enforcement”) of the Freedom of Information Act] . 

TVL should ask the customer for repayment of the fees owing.  If the customer fails 
to reply, or refuses to repay the fees,  
[Redacted under section 31 (“law enforcement”) of the Freedom of Information Act]  

Note: If a customer whose licence expired more than 12 months ago agrees to make the 
necessary late payment, you must advise them to send a cheque and covering letter to TV 
Licensing (Late Payments), Darlington, DL98 1TL.    



 

 

Expiry Date Changes 

 Call centre advisers can extend a licence by up to three months (where appropriate) 
 Changes in excess of three months must be requested by letter or email, giving a 

clear explanation for the request (letters must be sent to TV Licensing, Darlington, 
DL98 1TL. Emails must be sent to enquiries@tvlicensing.co.uk) 

 If a Team Leader, Senior Advisor or a member of the Customer Relations team are 
dealing with a complaint, they can extend a licence by up to 11 months over the 
phone (where appropriate). 

 Admin and email staff can extend an expiry date by up to 11 months when a request 
is received in writing (where appropriate) 

The licence holder should be informed of any change to the expiry date of the licence. 



 

 

Gratis licences 

What are Gratis licences? 

'Gratis licences' are records that have been built on to the system to make it look as though 
a payment has been received and a licence has been issued. 

However, it does not necessarily mean that we have received payment and you should look 
in Customer Contacts or Care for further information about why the 'Gratis licence' has been 
built on to the system. 

The term 'Gratis licence' is used as a descriptor as the word Gratis means 'free of charge'. 
However this phrase should not be discussed with customers. 



 

 

Late Payment Receipt 

Due to changes in our system we are no longer able to take credit or debit card payments for 
expired licences payment.  If a customer whose licence expired more than 12 months ago 
agrees to make the necessary late payment, you must advise them to send a cheque and 
covering letter to TV Licensing (Late Payments), Darlington, DL98 1TL.   

  



 

 

Licence Duration and Short Dating 

Scope of Policy 

This Policy applies to all TVL personnel  

Policy Statement 

Duration 

A television licence will last for as long as is specified on the licence unless it has been 
revoked under Section 364(5) of the Communications Act 2003. Under the terms set out by 
the Licensing Authority the duration of a television licence should be as follows: 

 A television licence purchased on time will last 12 months. 

 a television licence purchased late will last until it would have expired had it been 
purchased on time. This will be accomplished by short-dating the licence. 

 a television licence can be renewed during the month of expiry whilst retaining the 
old expiry month on the new licence. 

 Expiry dates : 
  For a new licence - the expiry date will be the last day of the month prior to 

purchase for a new licence 
  For a existing licence - the expiry date will be last day of the month of expiry. 

 For new licences, any admitted period of unlicensed use will result in short-dating. 
 For existing licences, the licence will be short-dated to the date of expiry of the 

previous licence unless there is reason to suppose that a licence was not required 
during this period. 

Short Dating 

Short dating should take place in all cases that meet the following conditions: 

 a licence that is renewed late and where there is an admitted period of unlicensed 
use 

 a licence that is renewed late and where use since expiry of the previous licence is 
admitted 

 a licence that is renewed late with no explanation of the reason for delayed renewal. 
In all of these cases the licence holder should be notified and given the opportunity to 
demonstrate that the licence should not be treated as a renewal. 

This is to ensure that there is no financial gain in delaying renewal for the licensee. 

In addition to this, entry to some payment schemes may need to be refused if short dating 
will result in ineligibility. An appropriate alternative payment method should be offered. 

Short dating must be reversed if the licence holder can demonstrate that there has been no 
continuous use. 

The licence holder should be informed of any change to the expiry date of the licence. 



 

 

Licence fee queries 

Licence Fee Freeze 

If a customer contacts you in regards to this recent announcement please advise them of the 
following statement. 

“The TV Licence fee will be frozen at £145.50 for a colour licence, and £49 for black and 
white, until 2016. 

This was announced as part of the Government Spending Review. For more information 
please visit the BBC Trust website.” 

If the customer pushes you for the BBC Trust website address, tell them it’s available by 
typing in www.bbc.co.uk/bbctrust 

If you receive a letter/email from the customer, you can send them GP53. 

Licence Fee Amount 

Should you receive a call from a customer about the amount of the licence fee, please 
advise that the Government sets the cost of a licence. Please state that: "The level of the 
licence fee is a matter for the government, not TV Licensing or the BBC". 

If the customer would like to know more, please advise that they can contact the Department 
for Culture Media & Sport by post at the following address: Department for Culture Media & 
Sport, 2-4 Cockspur Street, London, SW1Y 5DH, or by telephone on 0207 211 6200. 

If you receive an item of correspondence or an email, send the customer GEN21. 



 

 

Licences, Reminders and other Marketing Letters 

To see copies of all the licences, reminders and other marketing letters we send click the 
picture below, it will take you to the relevant page on Click, scroll down the page to see the 
links to the licences, reminders and letters. 

 

  

  

  

  



 

 

Broadcast Receiving Licence Fees in the United 
Kingdom   

TV Licences are exempt from Value Added Tax (VAT). 

Therefore the price of a TV Licence will not be affected by any changes to the VAT rate. 

Licence Fee Amount 

Should you receive a call from a customer about the amount of the licence fee, please 
advise that the Government sets the cost of a licence. Please state that: "The level of the 
licence fee is a matter for the government, not TV Licensing or the BBC". 
   
If the customer would like to know more, please advise that they can contact the Department 
for Culture Media & Sport by post at the following address: Department for Culture Media & 
Sport, 2-4 Cockspur Street, London, SW1Y 5DH, or by telephone on 0207 211 6200. 

If you receive an item of correspondence or an email, send the customer GEN21. 

Licence Fees History 

DATE RADIO TV MONO 
COMBINED  
WITH RADIO 

TV COLOUR  
COMBINED WITH 

RADIO 

NOTE 

01.11.22 1. s   -   

01.06.46 £1.00 £2.00 -   

01.06.54 £1.00 £3.00 -   

01.08.57 £1.00 £4.00 - Excise duty of £1.00 imposed - not 

receivable by the BBC. 

01.10.63 £1.00 £4.00 - Excise duty abolished -BBC given full 

amount. 

01.08.65 £1.5s £5.00 -   

01.01.68 £1.5s £5.00 £10.00 Colour tv supplement of £5.00 

introduced. 

01.01.69 £1.5s £6.00 £11.00   

01.02.71 - - - The "radio only" licence fee was 

abolished. 



 

 

01.07.71 - £7.00 £12.00   

01.04.75 - £8.00 £18.00 Numbered stamps Stamp colour  
introduced 

29.07.77 - £9.00 £21.00 M1 - C1 - 

25.11.78 - £10.00 £25.00 M2 - C2 - 

24.11.79 - £12.00 £34.00 M3 - C3 Brown/pink 

01.12.81 - £15.00 £46.00 M4 - C4 Pink 

28.03.85 - £18.00 £58.00 M5 - C5 Blue 

01.04.88 - £21.00 £62.50 M6 - C6 Cerise/grey 

01.04.89 - £22.00 £66.00 M7 - C7 Brown/green 

01.04.90 - £24.00 £71.00 M8 - C8 Pink 

01.04.91 - £25.50 £77.00 M9 - C9 Turquoise/ 

pink 

01.04.92 - £26.50 £80.00 M10 - C10 Pink/blue 

01.04.93 - £27.50 £83.00 M11 - C11 Blue/orange 

01.04.94 - £28.00 £84.50 M12 - C12 Pink/grey 

01.04.95 - £28.50 £86.50 M13 - C13 Blue/pink 

01.04.96 - £30.00 £89.50 M14 - C14 Purple/purple 

strip 

01.04.97 - £30.50 £91.50 M15 - C15 Red 

01.04.98 - £32.50 £97.50 Numbered stamps discontinued 

01.04.99 - £33.50 £101.00   

01.04.00 - £34.50 £104.00   

01.04.01 - £36.50 £109.00   



 

 

01.04.02 - £37.50 £112.00   

01.04.03 - £38.50 £116.00   

01.04.04 - £40.50 £121.00   

01.04.05 - £42.00 £126.50   

01.04.06 - £44.00 £131.50 TVL Saving Stamps discontinued 1st 

August 2006 

01.04.07 - £45.50 £135.50 Concessionary Licence  increase to £7.50 

01.04.08   £47.00 £139.50   

01.04.09   £48.00 £142.50   

01.04.10   £49.00 £145.50   



 

 

VAT rate for TV Licences 

TV Licences are exempt from Value Added Tax (VAT). 

Therefore the price of a TV Licence will not be affected by any changes to the VAT rate. 

Email and correspondence staff can use standard paragraph 'GPVAT' to respond to any 
written queries. 



 

 

What date does a TV Licence start from? 

A TV Licence starts on the day it is issued, and not before this date. 

If a new licence is bought on 29 April, note it is valid from 29 April, not 1 April. The licence 
does not start at the beginning of the month, it starts from the day of purchase. 

To summarise, a licence purchased on 29 April will be valid from 29 April - 31 March. 

The expiry date cannot be changed in the circumstances above if the customer queries this. 



 

 

What the fee is for? 

The TV Licence is a legal permission to install and use a television receiver and the licence 
fee is the charge for that permission. It is not a payment for service. 

In January 2006 the Office of National Statistics reclassified the licence fee as a tax, 
however in doing so they made it clear that this was solely for producing accounts and 
statistical products. 



 

 

Online Services 

OneVu 

OneVu Menu 

 

What is OneVu? 

 

When will TV Licensing stop using OneVu? 

 

Why is TV licensing no longer using OneVu? 

 

OneVu customer queries 

 

Emails and GEN17 

  



 

 

Emails and GEN17 

DD email (click to view) 

CFL email (click to view) 

Gen 17 

  

Thank you for contacting us about the Bill Management service. 

  

After a review of this service TV Licensing identified this was no longer viable as it is only 
used by a very small number of customers.  You can continue to make payments using your 
normal method, however you will no longer be able to receive communication about your TV 
Licence through your bank.  In future only we will contact you directly. 

  

Did you know you can view and manage your TV Licence online?  All you need to do is visit 
our website at www.tvlicensing.co.uk and click on ‘View your TV Licence online’. 

  



 

 

OneVu customer queries 

Call Centre Agents: 

  

The email sent to OneVu customers gives a direct number to the Call Centre, should they 
have any queries regarding the change, these calls will be displayed as OneVu on your 
telset. 

  

If you receive a call: 

  

 Enter the customer details in QDOS as usual 
 Check that the licence details are correct and up to date using the Customer Info tab. 
 Log the call on Qdos; 

Call Group: Enquiries 

Call Reason: General & policy enquiries, unless the customer has another licensing 
request. 

  

If the customer wishes to make a complaint, this should be handled using the existing call 
escalation procedure, details of this process can be found by clicking here 

  

If the customer wishes to update their email address, they can do this on the TV Licensing 
website. 

  

Customer Administration 

  

On the email to the customer is a link to the TVL website for customers to view their licence 
online or update any details.  The customer may send an email via the Contact Us route 
querying the change, in these cases you can respond using  GEN17 - Onevu 
Decommissioning 

  

If the customer is making a complaint, this should be handled using the existing letter / email 
escalation procedure, details of this process can be found by clicking here 

  

If you are taking part in the phone rota, Log the call on Call Log: 

Call Reason: General Enquiry 

Call Outcome: Query Resolved, unless the customer has another licensing request. 

  



 

 

What is OneVu? 

OneVu is a service that was introduced at the end of 2006.  Customers join the service 
directly through their bank and use it to manage their bills within their online banking. This 
service is provided for existing online banking customers by Lloyds TSB, The Royal Bank of 
Scotland and NatWest. 

  

Approximately 10, 000 customers are currently using this service to manage their TV 
Licence. 

  

Over the coming months we will be contacting customers via email to inform them that the 
OneVu service will no longer be available for TV Licensing bill management. These 
customers will no longer be able to pay for their TV Licence using this service, but can 
continue to pay any other bills they may have registered through their online banking 
service. 

  



 

 

When will TV Licensing stop using OneVu? 

The OneVu service will be decommissioned in stages, including a test as part of the 
decommissioning process. 

  

The key dates are: 

  

Date Action 

8 July 2011 

1000 Customers will have OneVu decommissioned. These customers 
will be a test group to ensure the decommissioning process is working 
correctly. The customers in this group have been selected because 
their licence has expired or has a July 2011 expiry date. 

8 August 2011 
Half the remaining customers will have OneVu decommissioned. 
  

12 August 2011 Any remaining customers will have OneVu decommissioned. 

  

  

How will customers be informed that they can no longer manage their TV Licence as a 
bill through their online banking service? 

  

Customers will receive one email from TV Licensing containing a link to the TVL website and 
two emails from their bank. 

  

Please note: the emails from the bank will not include any links to the TV Licensing website 
due to security restrictions. 

  

When? Originator  Content 

Early July 
2011 

BBC 

Advises all OneVu customers that they can no longer 
manage their TV Licence as a bill through their online 
banking service and contains a link to the TV Licensing 
website. 

Early July 
2011 

Bank – You will 
be opted out 
soon 

Advises all OneVu customers that they can no longer 
manage their TV Licence as a bill through their online 
banking service. 

August 
2011 
Bank 

Bank - You have 
been opted out 

Advises each group of customers they have been opted 
out of the Bill management service for their TV Licence. 

  



 

 

Why is TV licensing no longer using OneVu? 

If a customer queries why TV Licensing is no longer using OneVu, please advise them: 

  

“After a review of this service TV Licensing identified this was no longer viable as it is only 
used by a very small number of customers. You can continue to make payments using your 
normal method however you will no longer be able receive communication about your TV 
Licence through your bank. In the future only we will contact you directly. You can also view 
your TV Licence online at tvlicensing.co.uk” 

  



 

 

Website 

Website Privacy Policy 

Privacy Policy Menu 

What is TV Licensing? 

Our Privacy Promise 

What personal information do we collect? 

TV Licensing and cookies 

What is a cookie? 

How does TV Licensing use cookies? 

What sort of cookies are used on the TV Licensing website? 

How do third party organisations which carry TV Licensing advertising material use 
cookies? 

What sort of cookies are used on the TV Licensing website? 

What do we do with the information we collect? 

Will we share your personal information with anyone else? 

Will my personal information be kept secure? 

When will we send you emails and text messages? 

How do I stop receiving emails and/or text messages? 

How do I update or correct my personal data? 

How accurate is the data held on our systems? 

How do I find out what personal information you hold on me? 

What other information is collected when I use the TV Licensing website? 

Changes to this Privacy Policy 

Contacting TV Licensing about this Privacy Policy 

  

  



 

 

TV Licensing Privacy Policy 

Depending on the web-browser that you use to access our website, you may have the ability 
to accept or decline cookies locally within your browser. Options include accepting all 
cookies automatically, notifying you when a cookie is downloaded, or not receiving cookies 
at any time. These options may be found in the ‘preferences’ section of your web browser. 
Each browser is different, so check the "Help" menu of your browser to learn how to change 
your cookie preferences. You may find the www.aboutcookies.org website useful for 
information on how to change cookie settings in a range of commonly used browsers. If you 
set your computer to reject cookies, you can still browse www.tvlicensing.co.uk. However, 
certain functions will not be available to you including paying for your TV Licence and 
updating your details. 

How can I control cookies? 

Related links 

BBC Webwise – About cookies - bbc.co.uk/webwise/guides/about-cookies 

Useful external sites 

Information Commissioner’s Office -ico.gov.uk 

Aboutcookies.org 

Allaboutcookies.org 

  

  



 

 

Changes to and questions about TV Licensing's 
Privacy Policy 

Changes to this Privacy Policy 

We may amend this Privacy Policy from time to time. New versions will be posted on the TV 
Licensing website. If material changes are made to the Privacy Policy we will notify you by 
placing a prominent notice on our website. 

(The TV Licensing Privacy Policy was last updated July 2015) 

  

Contacting TV Licensing about this Privacy Policy 

If you have any questions, comments or complaints about this Privacy Policy please contact 
the TV Licensing Senior Policy Advisor at BBC TV Licensing Management Team, First Floor, 
The Lighthouse, BBC Media Village, 201 Wood Lane, London W12 7TQ, or by emailing 
enquiries@tvlicensing.co.uk 

  



 

 

TV Licensing Privacy Policy 

How accurate is the data held on our systems? 

Whilst we make every effort to ensure our records are up to date, we need your help to 
ensure your information is correctly recorded in our systems. Please inform us, either by 
post at TV Licensing, Darlington, DL98 1TL, or by phoning us on 0300 790 6131, of any 
change to your details as soon as you can in order that we may update our records. 

If you are experiencing any difficulties in updating your information, please contact the TV 
Licensing Senior Policy Advisor, BBC TV Licensing Management Team, 1st Floor, The 
Lighthouse, BBC Media Village, 201 Wood Lane, London W12 7TQ 

  



 

 

TV Licensing Privacy Policy 

How do I find out what personal information you hold on me? 

Under the Data Protection Act 1998 you have the right to request copies of the personal 
information we hold about you and to have any inaccuracies corrected. This is known as a 
Subject Access Request or ‘SAR’. The process for making a SAR is to complete the relevant 
application form and provide two pieces of approved identification, together with payment for 
a £10 fee. 

  

Enquiries relating to a SAR can be made to the Data Protection Manager, TV Licensing, 
Darlington, DL98 1TL.   

We will respond within 40 calendar days of receipt of a valid SAR. 



 

 

How do I start receiving emails and/or text 
messages if I’ve previously asked for those 
messages to be stopped? 

If you want to start receiving text messages again simply contact us using the methods 
described in 5.5.2. To start receiving emails again, update your details on the website or 
contact us using the methods described in 5.5.2. 



 

 

TV Licensing Privacy Policy 

How do I stop receiving emails and/or text messages? 

There are a number of ways in which you can stop (i.e. unsubscribe from) receiving emails 
and/or text messages from TV Licensing. When you unsubscribe from either text message 
and/or email communications, we will record your decision and will not use your email 
address or mobile phone number for such messages unless you decide to subscribe to such 
communications again. 

You can unsubscribe from email contact at any point. However, if you do so less than a 
month before your current TV Licence expires the changes may not come into effect in time 
to receive a renewal reminder by post so you may still receive your reminder by email while 
our systems are being updated. 

Market Research emails that you have consented to receive can be stopped by 
unsubscribing to them. 

Unsubscribe via the TV Licensing website 

You can unsubscribe from receiving emails from TV Licensing by updating your details via 
the website and following the instructions. 

Unsubscribe via phone or post 

You can unsubscribe from receiving emails and/or text messages by contacting us either by 
post at TV Licensing, Darlington, DL98 1TL, or by phoning us on 0300 790 6131. 

Unsubscribe via the instructions contained in the emails / texts themselves. 

You may unsubscribe at any time by following the instructions included within any email or 
text message that we send to you. Please note that a minority of texts and emails (e.g. 
receipts for electronic payment) will not contain unsubscribe instructions. If the text or email 
you receive does not contain an unsubscribe link, you are still able to unsubscribe by using 
the methods set out above. 



 

 

TV Licensing Privacy Policy 

How do I update or correct my personal data? 

If you are the licence holder 

If you are the licence holder, you can transfer your licence to a new address and change 
other details using our website. You may also contact us by telephone, email or post to 
change your personal information (some changes may require written confirmation). 

If you are not the licence holder 

If you are not the licence holder but are authorised to update details on the licence holder’s 
behalf (for example, if you have Power of Attorney), we may ask you to provide proof that 
the licence holder permits changes to the personal information held before we make the 
changes requested. 

Please contact us for full details on who is authorised to update another person’s account 
details on their behalf. 



 

 

How do I view and control Cookies? 

If you’d like to view cookies that have been stored on your computer or mobile device you 
should be able to do so through your browser settings - find out more in sections 4.8.1 and 
4.8.2. If you don’t want to receive cookies, you can modify your browser so that it notifies 
you when cookies are sent to it or you can refuse cookies altogether. You can also delete 
cookies that have already been set. 

If you set your computer to reject cookies, you can still browse tvlicensing.co.uk but certain 
functions will not be available to you. For example, you won’t be able to pay for your TV 
Licence or update your details.. 

Web browser cookies 

If you wish to view, restrict or block web browser cookies which are set on your device then 
you can do this through your browser settings. The Help function within your browser should 
tell you how. Alternatively, you may wish to visit www.aboutcookies.org which contains 
comprehensive information on how to do this on a wide variety of browsers. For information 
on how to do this on the browser of your mobile phone you will need to refer to your handset 
manual. 

Third party cookies 

TV Licensing uses a number of suppliers who also set cookies on the TV Licensing website 
on our behalf. The following table provides more information about the cookies used by 
these suppliers, as well as information on how to opt out of these cookies. 

Cookies set by third party companies 

Third Party Service Purpose 

Google DoubleClick TV Licensing uses Google DoubleClick to measure the 
effectiveness of its online marketing campaigns. 

Google provides options for opting out of the DoubleClick 
cookie. 

  

   



 

 

TV Licensing Privacy Policy 

How do third party organisations which display TV Licensing online communications 
use cookies? 

We use a range of channels (including television, radio and online) in order to raise 
awareness, explain the law relating to TV Licensing, provide information about ways to pay 
and deter evaders. 

Where online communications are used (for example, banners displayed on other websites 
by third parties acting on behalf of TV Licensing), a cookie will be sent to your browser from 
the other website and stored on your computer. These cookies are used for analytical 
purposes in order to monitor the interaction between, and effectiveness of, our online 
communications, letters and emails. We will ensure that cookies set by third parties on 
behalf of TV Licensing comply with the TV Licensing Privacy Policy and we will not collect 
personal data during this process. Find out more in Section 4.6 How does TV Licensing use 
cookies? 

It is the responsibility of third party websites themselves to provide information about non-TV 
Licensing cookies that may be served from their site. We therefore recommend that you 
check the cookies policy of any external sites if you would like to know more about their use 
of cookies. If the host domain for a cookie is different to the one in the browser bar when it 
was downloaded, then it is a third party cookie. 

Session Cookies 

Session Cookies are stored only temporarily during a browsing session and are deleted from 
your device when the browser is closed. 

Persistent Cookies 

This type of cookie is saved on your computer for a fixed period (usually a year or longer) 
and is not deleted when the browser is closed. Persistent cookies are used where we need 
to identify your computer or device for more than one browsing session. For example, we 
use this type of cookie to count the number and frequency of repeat visits to the TV 
Licensing website. 

Persistent cookies can also be used if we need to know who you are so that we can store 
your preferences and remember them for the next visit. TV Licensing does not currently use 
persistent cookies in this way. 

Web beacons, clear GIFs, page tags and web bugs 

These are all terms used to describe a particular form of technology implemented by many 
sites in order to help them to understand and analyse how their site is being used and, in 
turn, to improve your experience of the site. 

A web beacon usually takes the form of a small, transparent image, which is embedded in a 
web page or an email. They are used in conjunction with cookies and send information such 
as your IP address, when the page or email was viewed, from what device and which 
geographic location. 

TV Licensing uses web beacons in emails to tell us if the email has been opened. 

Opting out of web beacons 



 

 

As a web beacon forms part of a web page, it is not possible to ‘opt-out’ as such but you can 
render some of them ineffective by not downloading images in your email. 



 

 

TV Licensing Privacy Policy 

How does TV Licensing use cookies? 

Cookies enable us to identify your device and track its unique interaction with the TV 
Licensing website; we don’t use cookies to communicate with you as an individual or to 
create a personal profile of you. We use cookies that are strictly necessary to enable you to 
move around the site or to provide certain features you have requested, for instance to pay 
for your TV Licence or update your details. We also use cookies to help us to measure and 
improve the performance of our website to provide you with a better user experience and 
measure the effectiveness of our online communications, letters and emails. 

The next section (4.7) explains these categories of cookie and provides a list of the cookies 
set by the TV Licensing website along with an explanation of what each of those cookies is 
used for. 

The information collected by cookies will be used in the same way as other information that 
we collect about you – provided in section 5 What personal information do we collect?. 

If you wish to control what cookies are set on your device through the TV Licensing website 
then you can find out how to do this in Section 4.8 How can I view and control cookies? 

  



 

 

Our Privacy Promise 

A short summary of our approach to privacy and data about you 

1. TV Licensing (the BBC) are responsible for the data we ask you for, and we retain your 
information for the purposes of collecting and enforcing the licence fee. 

2. Your information will only be used by TV Licensing to administer the TV Licence system 
and we will not supply it to anyone outside of TV Licensing without obtaining your prior 
consent, unless we are obliged or permitted by law to do so. 

3. We will never sell your information to third parties. 

4. We only ever ask for information that is either necessary or will make it easier to contact 
you, should we need to. 

5. We will always aim to explain why we are asking you for additional information at the point 
we ask for it. 

6. We will only hold your personal information for as long as it is necessary to do so for the 
purpose for which it was collected, and in order to run an efficient and effective service. 

7. We will keep your information accurate and up to date. We ask you to help with this by 
letting us know when your details change. 

8. We will look after your information and keep it secure. 

9. We will keep contact with you to a minimum. 

10. We will always be clear who we are when we contact you, and let you know how to 
contact us. 

11. For your security and in order to identify you, when you contact us we will ask you 
questions about the data we hold about you. 

12. If you have chosen to provide your email address or agreed to receive texts, you can 
unsubscribe at any time. 

13. If you have any questions about how we process or store your data, please contact us. 

  

  



 

 

TV Licensing Privacy Policy 

What do we do with the information we collect? 

  

We may use the information we have collected for any of the following purposes: 

• To administer the television licensing system, including: 

 processing your TV Licence application; 

 administering your TV Licence payment plan, cash scheme or savings card; 

 processing an application for, or renewal of, your free Over 75 TV Licence; 

 confirming personal details (e.g. name and address); 

 verifying your identity; 

 assessing and collecting the TV Licence fee; 

 enforcing relevant laws; 

 validating and processing refund applications; and 

 performing any other function relevant to TV Licensing; 

• To communicate with you from time to time about matters relating to your TV Licence. This 
may be via post, telephone, email, text message or a visit to your property from a TV 
Licensing enquiry officer. Please refer to 5.4-5.6 for further details on how we manage 
emails and text messages. We may communicate with you by phone using an automated 
recorded message: if you are contacted this way then you can unsubscribe at any time and 
can always choose to speak to a real person if you need to; 

• To discuss with you, investigate, or otherwise process any complaint, freedom of 
information request, subject access request (refer to section 8 regarding the holding of 
personal information) or other correspondence you have initiated with us; 

• For training purposes so that we can continuously improve our customer service standards 
(e.g. by monitoring calls you make to us); 

• To invite you to participate in surveys, which may be automated, about TV Licensing 
services (participation is always voluntary) and process the results; and 

• For other purposes relating to TV Licensing (for example confirming that no TV Licence is 
needed at your premises or that your property is currently unoccupied). 

• We may also use and disclose information in aggregate (so that no individual customers 
are identified) for the following purposes: 

 To report on our performance both internally and to the BBC Trust. 

 To understand and improve the effectiveness of the TV Licensing website, our letters 
and emails and our online advertising. 

 For historical, statistical or research purposes. 

 To assist in developing better ways of administering the TV Licensing system. 



 

 

The majority of personal data we hold is processed within the UK. However, some data is 
processed outside of the European Economic Area. We only allow the processing of 
personal data outside of the European Economic Area when we are satisfied that there is an 
appropriate level of protection for our customers’ personal data and where appropriate 
contractual obligations and safeguards have been put in place. 



 

 

What is "TV Licensing"? 

'TV Licensing' is a trade mark of the BBC and is used under licence by companies 
contracted by the BBC to administer the collection of the television licence fee and 
enforcement of the television licensing system. We (the BBC) are a public authority in 
respect of our television licensing functions and we retain overall responsibility. We are also 
the data controller of personal data processed by TV Licensing. 

We are committed to safeguarding personal information that you provide to us. This 
commitment extends to our TV Licensing contractors and subcontractors. Whenever you or 
someone acting on your behalf provide us with your personal information, we are legally 
obliged to use it in line with all laws concerning the protection of such information, including 
the Data Protection Act 1998 (these laws are referred to collectively in this Privacy Policy as 
the "data protection laws"). The BBC is the data controller under the Data Protection Act 
1998 in respect of our TV Licensing functions. 



 

 

TV Licensing Privacy Policy 

Most websites you visit will use cookies in order to improve your user experience by 
enabling that website to ‘remember’ you, either for the duration of your visit (using a ‘session 
cookie’) or for repeat visits (using a ‘persistent cookie’). 

Cookies do lots of different jobs, like letting you navigate between pages efficiently, storing 
your preferences, and generally improving your experience of a website. Cookies make the 
interaction between you and the website faster and easier. Some are used to assess and 
improve the performance of a website based on how people are using it. Others are 
necessary to ensure you can transact or log in, for instance. If a website doesn’t use 
cookies, it will think you are a new visitor every time you move to a new page on the site – 
for example, when you enter your login details and move to another page it won’t recognise 
you and it won’t be able to keep you logged in. 

Some websites will also use cookies to enable them to target their advertising or marketing 
messages based for example, on your location and/or browsing habits. 

Cookies may be set by the website you are visiting (‘first party cookies’) or they may be set 
by other websites who run content on the page you are viewing (‘third party cookies’). You 
can learn more about the different types of cookies in Section 4.5. 

What is a cookie? 

A cookie is a simple text file that is stored on your computer or mobile device by a website’s 
server and only that server will be able to retrieve or read the contents of that cookie. Each 
website can send its own cookie to your device. Each cookie is unique to your web browser 
and will contain some anonymous information such as a unique cookie id, the site you are 
browsing and a uniquely generated number that allows a website to remember your 
preferences or what’s in your shopping basket, for example. 

Types of cookies 

First Party Cookies 

First party cookies are set by the website, or domain, you are visiting (e.g. 
www.tvlicensing.co.uk) and only that website can retrieve the information stored in those 
cookies. You can tell if a cookie is a first party cookie if the host domain for a cookie is the 
same as the one in the browser. Find out how to view cookies in your browser. 

Third Party Cookies 

Third party cookies are set by an organisation other than TV Licensing. For example, TV 
Licensing uses a number of suppliers who set cookies on TV Licensing’s behalf in order to 
deliver the services that they are providing (e.g. reporting on visit volumes to a particular 
webpage). These will be third party cookies. 



 

 

What personal information is collected when I use 
the TV Licensing Website? 

Links to other websites 

The TV Licensing website may contain links and references to other websites. Please be 
aware that this Privacy Policy does not apply to those websites and we encourage you to 
read the Privacy Policy of the other websites you visit. 

Internet Protocol Addresses 

Technical information is gathered about you without you actively providing it through the use 
of Internet Protocol (IP) addresses. An IP address is a number assigned to your computer by 
your Internet Service Provider (ISP), so you can access the Internet. In most cases an IP 
address is dynamic (changing from time to time as you connect to the Internet), rather than 
static (unique to a particular user's computer). We log and store the IP address of any user 
visiting the website, but this data is not used to develop a personal profile of you. 



 

 

TV Licensing Privacy Policy 

What personal information do we collect? 

In order to identify you and communicate with you about TV Licensing matters you may be 
asked to provide: 

• Your name. 

• Your TV Licence number or membership number for cash payment schemes. 

• Your postal address(es). 

• Any bank account details or credit/debit card details that you provide* 

• Your telephone number(s). 

• Your National Insurance number (if applying for a free Over 75 licence). 

• Other contact details such as an email address. 

• Cookies (via the TV Licensing website) may collect other information. Find out more about 
cookies in Section 4. 

In addition to the information you provide us directly, we may also record the following 
information about you or obtain it from third parties: 

• Personal information and contact information about licensable properties, e.g. information 
about changes of address or telephone numbers, in order to administer the licensing system. 

• Details of any payments due, paid or overdue in respect of your licence. 

• If you are over 74 your date of birth and National Insurance Number (in the UK we receive 
this from the Department of Work and Pensions so we can check your eligibility for any 
application for a free Over 75 licence) 

• As a quality control measure, telephone calls made to and from TV Licensing may be 
recorded or monitored for training purposes to ensure that we continuously improve our 
customer service standards. Recordings of telephone calls are only kept for a limited amount 
of time. 

• We may also collect information from other parts of the BBC and third parties to help us 
provide better communications to our customers, for example to understand whether a TV is 
being used at an address, whether a property is occupied, or whether there has been a 
change of address. 

• Information about any access restrictions to a particular property. 

• Where necessary, we may collect information (such as statements of evidence) relevant to 
any investigation or prosecution related to a TV Licence offence. 

• Information to improve your experience when we communicate with you, such as whether 
you require letters in braille, or are disabled, or do not speak English very well. We may also 
capture information like this for analysis purposes to help us improve our service and help us 
meet our obligations under the Equality Act 2010. 

• Your responses to any Customer Research surveys carried out on our behalf (these will be 
anonymous unless we tell you otherwise). 



 

 

• Information about your Internet Protocol (IP) address (via the TV Licensing website). Refer 
to section 9 for more details. 

We will only hold your personal information for as long as it is necessary to do so having 
regard to the purposes for which it was collected. 

* In general we do not store card details, but for Payment or Savings Card customers who 
make a payment via the call centre, your debit or credit card details will be stored on our 
secure system until your card expires. We will not process any payments without further 
instruction from you. 

  



 

 

 

TV Licensing Privacy Policy 

What sort of cookies are used on the TV Licensing website? 

Categories of cookies used on the TV Licensing website 

  

Strictly Necessary Cookies 

Some cookies are strictly necessary in order to enable you to move around the website and 
use its features. Without these cookies, certain features that you have asked for, such as 
being able to make a payment or log into your account, cannot be provided. 

This table lists the strictly necessary cookies that are set by TV Licensing: 

Cookie Name Purpose 

JSESSIONID 

TVL-JSESSIONID 

This cookie is used to create a unique 
session identifier (a random number 
specific just to your session on the 
website) so that we can store the data 
regarding your session. This cookie 
expires at the end of your session (when 
you leave the TV Licensing website) and 
will be removed when you close your 
browser. 

ROUTEID 

SSROUTEID 

CSROUTEID 

Because our website uses more than one 
server, this cookie is used to make sure all 
the activity within your visit is directed to 
the same server pair. This cookie expires 
at the end of your session (when you leave 
the TV Licensing website) and will be 
removed when you close your browser. 

X-Mapping This cookie is used to keep your browser's 
session intact. 

Incap_ses_ 

Visid_incap_ 

These cookies are used to maintain 
security and performance of the TV 
Licensing website. 

tvlicensingCookieConsent This cookie is to confirm whether you have 
given us consent to store cookies on your 
computer. Expires after 5 years. 

Performance Cookies 



 

 

We use Performance Cookies for internal purposes to help us to provide you with a better 
user experience. Information supplied by cookies helps us to understand how our visitors 
use the TV Licensing website so that we can improve how we present our content to you. 
They allow us to test different design ideas for particular pages, such as the TV Licensing 
home page. We also use data collected by cookies for analytical purposes in order to 
monitor the interaction between, and effectiveness of, our online communications, letters 
and emails. These cookies allow us to analyse which pages customers have visited on our 
site and whether customers have reached the website via our promotional banners on third 
party sites. If you log in or make a transaction on the TV Licensing website, the data 
collected may be matched back to the TV Licensing database for analytical purposes. We 
analyse customer journeys in this way to help us improve our customers’ online experience 
with TV Licensing. We generally use independent measurement and research companies to 
perform these services for us and when this is the case, these cookies are set by a third 
party company. 

List of Performance Cookies 

This table lists the performance cookies that are used by TV Licensing, all of which are set 
by our third party measurement and research companies: 

Cookie Name or type Purpose 

WT_FPC This cookie is used to anonymously track 
your session on the TV Licensing website 
as part of the Webtrends session tracking 
(see table ‘Cookies set by third party 
companies’ under 4.8.2 below for further 
information on use of Webtrends). This 
information, in the form of summary usage 
metrics, is used to improve the customer 
experience on the website. This cookie 
expires after 10 years. 

ACOOKIE This cookie is used to anonymously track 
your session by the Webtrends Data 
Collector domain to improve the 
Webtrends Analytics reporting when sites 
span multiple domains. This cookie 
expires after 2 years. 

Doubleclick MEC, our online media partner, uses 
Doubleclick 'Floodlight Tags' on specific 
pages on the TV Licensing website to 
allow cookies to be set on a user's 
browser. These tags read the data 
provided by the Doubleclick "id" cookie 
and by other suppliers served at different 
times on our behalf. These cookies are 
used to measure the effectiveness of TV 
Licensing’s online communications (e.g. 
banners) by measuring customer activity 
on the TV Licensing website once the user 
has viewed online TV Licensing 



 

 

communications. If you log in or make a 
transaction on the TV Licensing website, 
the data collected may be matched back to 
the TV Licensing database for analytical 
purposes. We analyse customer journeys 
collectively in this way to help us improve 
our customers’ online experience with TV 
Licensing. 
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When will we send you emails and text messages? 

Email 

There are a number of different emails you may receive from TV Licensing. 

1. Receiving an electronic copy of your TV Licence 

When purchasing your licence you can choose to have an online version of it sent to you via 
email. We'll then send you an email for you to log in to your licence online. You can then 
save your licence to your device, or print a copy. 

2. Receiving your TV Licence renewal reminders and other important information by email 

a. If you purchased your licence via the TV Licensing website www.tvlicensing.co.uk 
you are required to provide a valid email address. We may then email you other 
messages regarding your TV Licence including reminders that your licence is about to 
expire. If you would prefer to receive these messages by post rather than email you 
can change your communication preferences via one of the methods described in 
section 5.5. 

b. If you did not purchase your licence via the TV Licensing website, you can change 
the way you receive messages from TV Licensing (including choosing to receive 
messages via email) by updating your details or by contacting us by phone, email or 
post. 

c. If you provide your email address to us when writing to us, we will take this as an 
indication that you are happy for us to send you email communications relating to TV 
Licensing. You can unsubscribe at any time as explained in section 5.5. 

If you choose to provide us with an email address, it is your responsibility to ensure that it is 
valid and to notify TV Licensing of any changes. You can change your email address online 
or via phone or post. 

3. If you agree to take part in Customer Research surveys by email. 

You can unsubscribe to Customer Research surveys by clicking on the unsubscribe link 
contained in the survey email. 

Text Messages 

If you provide us with your mobile phone number, we will only use it to contact you via text 
message if we have your consent to do so. 

You may also receive texts if you pay for your TV Licence by cash instalments, which means 
you can pay via SMS at your convenience, as we have your card details securely stored and 
encrypted. 



 

 

TV Licensing Privacy Policy 

Will we share your personal information to anyone else? 

We will never sell your data to anyone. Any information you provide will only be used by us 
and our service providers for the purposes of administering TV Licensing. TV Licensing 
sometimes uses other companies to provide services that require them to process your 
personal information e.g. to append additional information, for example whether there has 
been a change of occupancy at an address. When this happens such companies are 
contractually required to follow our instructions, including keeping your data secure, and 
complying with the Data Protection Act 1998 where relevant. Similarly we may collect 
information from other parts of the BBC. Your data would still only be used for the purposes 
of collecting and enforcing the licence fee 

We will not disclose your data to any other third parties without obtaining your prior consent 
unless we are required or permitted to do so by law (for example, to law enforcement 
agencies). 



 

 

TV Licensing Privacy Policy 

Will my personal information be kept secure? 

We take Information Security extremely seriously. We will take all appropriate measures to 
ensure that all personal information that is under our control is held securely and in 
accordance with relevant data protection laws. We use strict procedures and security 
features to prevent any unauthorised access to, or misuse or loss of, your personal 
information. 

Please note that unless encrypted, email messages are not secure and therefore could be 
intercepted and read by someone else. Please bear this in mind when deciding whether to 
include personal or sensitive information in any email messages you send to us. 



 

 

Website Menu 

Choose a topic from the selection below and click on the relevant link. 

Don't worry if you select the wrong one, there is a link at the bottom of each page which you 
can click to return to this menu. Scroll down to see all the options available. 
  

 

Introduction and brief description - Click on the image for an 
introduction to the TV Licensing website with a brief description of, and 
links to, the functionality available to customers. 

 

Email me my licence number - Click on the image to find out how a 
customer can use the website to have their licence number email to them. 

 

  

Updates to the TV Licensing website- Click on the image for details of 
the updates and how they may affect you. 

  

 

Logging in (advice for Call Centre and Customer Administration 
agents) - Click on the image for useful hints and tips for Logging in issues. 

 

Logging in (advice for Senior Advisers and Team Leaders) - Click on 
the image for useful hints and tips for Logging in issues. 

 

Card payment problems - An explanation of an issue that can very rarely 
happen to card payers on the TV Licensing website. 

 

Change of details - Click on the image for advice on the Change of 
Details options available to the customer via the website. 



 

 

 

No Licence Needed Claims Online - Click on the image to view more 
information about this process. 

 

Missed payments - Click on the image for details on how customers can 
pay missed Direct Debit instalment payments on the web. 

 

Online Refund applications - Click on the image for more information on 
how customers can apply for refunds online. 

 

DUAD licence - Click on the image for details of the DUAD facility 
available on the website. 

 

Short term / Free licence - Click on the image for details of the short term 
and free licence registration options on the website. 

 

Completing a Blind application - Click on the image to view information 
for blind concession licence applications. 

 

Completing a Hotel/Mobile Unit application - Click on the image for info 
on the Hotel and Mobile Unit licence application available on the website. 

 

TVL Dealer registration - Click on the image for information about how 
retailers of television equipment can now register online. 

 

Real time payment plan - Click on the image for information about the 
payment plan that is displayed to customers whilst they are 



 

 

 

How long do card payments take to be processed on the web? - Click 
on the image for more information. 

 

How long do DD applications take to be processed on the web? - 
Click on the image for more information. 

 

How long do change of detail requests take to be processed on the 
web? - Click on the image for more information. 

 

Changes to SmartAgent queues - Click on the image for details of 
queue changes to SmartAgent as a result of the new website. 



 

 

Website - Card payment problems 

How is the money debited from a card? 

There is a two stage process for debiting a person's card via the website. 

The first part is where we 'reserve' the amount. This is done when a customer inputs their 
card details online. The second part is where we confirm the reservation and debit the 
customer's card, this part is done after the customer 'confirms' the transaction. 

What can go wrong? 

Very rarely, there may be some customers who will have had more than one payment 
reserved from their card - but where this has happened we will only debit one payment. This 
may happen, for example, if there is a long delay between the inputting and confirmation of 
the card transaction or the customer has navigated away from the “review and confirm” 
page. 

The website will try any reverse and money reserved if it can, not all banks will do this.  In 
this instance the duplicate amount that we initially reserved will not be available to the 
customer to spend elsewhere. It will take a few business days (it can be up to 10) for this 
reserved amount to become available to them again. 

This may affect customers more if they are closer to their account limits. 

What if this has happened to my customer? 

If a customer calls you stating that they have paid by card on the website and we have 
debited more than one payment from their card - it is likely that we have only debited one 
payment correctly, but have reserved one or more further payments which will clear down 
over the course of the next few business days. Please apologise to the customer for any 
inconvenience that this causes them. 
 
What if the debits are actually showing on their statement? 

If the customer does have two or more payments actually showing on their card statement, 
then this is a double payment and you should click this link for further information. 
  



 

 

Website - Change of details 

In order for the customer to change their details, they have to click on the ‘Update your 
details’ tab. This will automatically ask the customer to log into the licence.   
  

 

Once logged in, the customer will be asked what information they wish to change.  The 
options are: 

 Change of name. 
 Change of address. 
 Change of bank details. 
 Change payment dates. 
 Change the format of the licence (paper or licence by email). 
 Change of email address and telephone number 
 Change DUAD. 

  

The options for changing bank details and payment dates will only appear if the customer is 
on Direct Debit. 

Change of name 

The customer is able to change the name on the TV Licence if it is due to marriage, deed 
poll or divorce.  It will not allow them to change the ownership of a licence. The normal rules 
for transfer of ownership still apply. 

If a customer is trying to change the name on their licence and is registered Blind, the 
website will not make the changes automatically. The request will be directed, via 
SmartAgent, to the Blind department. 

Change of name - Deed Poll - Web team ONLY 

If the reason “Deed Poll” is selected and the licence holder is making the request then a 
change to any name is acceptable e.g Mr J Jefferies to Miss K Stewart. This is not a change 
of ownership but we have to take into account all possible circumstances for a request of this 
nature e.g. Gender reassignment. 



 

 

Change of address 

The customer is able to do a change of address on their licence.  The change will normally 
be automatic and Lassy/Qdos will be updated immediately. 

If Lassy/Qdos rejects the change, the request will then be passed through to SmartAgent to 
be manually completed by the Correspondence team. 

  

Reasons for the request is rejected: 

• New address isn’t on Lassy/Qdos. 

• Wrong information given i.e. wrong postcode. 

• If new address is guarded. 

• If the customer is trying to move an Over-75 licence to or from the Channel Islands or 
Isle of Man. 

• If a Dealer is at the new address which is in the same name as the licence. 

Change of bank details 

The customer will now able to change their bank details online.  The existing bank details 
must be entered before the new ones can be entered and accepted.  As with changes of 
address, the information will be automatically updated on Lassy/Qdos. 

However, if the details are rejected, the information is then passed to SmartAgent to be 
completed manually by the Correspondence team. 

  

Reason the request is rejected: 

• Incomplete bank details given. 

• Sortcode doesn’t exist. 

  

A message is shown as below to advise customers to check whether a payment is due out 
of their old account soon. An example of the message is shown here: 

  

 

Important 

Although the customer is able to change the bank details they are unable to change them to 
a 3rd party.  These customers are advised to contact the call centre who will carry out the 
change. 



 

 

  

Not everyone can take advantage of this online facility.  Customers who are on the DDI 
scheme will still have to contact the call centre or mail the information to us.   

Changing the Preferred Payment Date of a Direct Debit 

The website allows the customer to complete the request online and once they have made 
their choice and submitted, they will be able to view the new payment dates instantly with the 
online ‘Personal Payment Plan’.  They have the choice of the four dates which are 1st, 8th, 
15th and 22nd of the month. 

  

Not everyone can take advantage of this online facility.  Customers who are on the DDI 
scheme do not have the option to change payment dates. 

Change of email address and telephone number 

Customers are now able to change their email address and telephone number online. 

Before any details can be amended the customer will need to log into their TV Licence. 

Once they have entered these details and clicked on continue, the customer will then be 
asked to input their new detail and a confirmation message will appear on the screen to 
advise the details have been changed (as below). 

 

  

  

Change the licence delivery format 

Customers can change the way they receive their licence online. As with changing any other 
details the website will require the customer to log in to their TV Licence.   

The customer will then need to select ‘Confirm how you'd like to receive your TV Licence 
and other information’. A screen will appear (as below) asking the customer which format 
they would like to receive their licence in.   

  



 

 

 

  

Once the customer has made their selection and clicked on continue, their details will be 
automatically updated. 

  



 

 

 

Website - Completing a blind application 

The new website allows customers to complete the application form for a blind concession 
licence online.  It will ask the customer to complete all the relevant information on screen.   

 

Once they have input the information it will be converted into a PDF which the customer will 
need to print, attaching a copy of the relevant proof, and send to the Blind Concession 
group, TV Licensing, Darlington, DL98 1TL. Their application will take a maximum of 8 days 
to be processed from receipt. 

The new site also gives the customer information about who is eligible for the concession, 
what evidence is required and who the blind licence will cover. 

  



 

 

Website - Dealers registration 

Companies which sell TV receiving equipment are now able to register as a Dealer online.   

They are required to complete an online application form with the relevant information about 
the company i.e. name of the company and how many items of equipment they sell each 
week, on average.   

Once the customer has completed the application online, it is then submitted and sent via 
SmartAgent to the Dealer section to process. 

  

Companies which sell TV receiving equipment are now able to register as a Dealer online.   

The customer can type the address - tvlicensing.co.uk/dealers  into their web browser. This 
shows a page about dealer registration with a link to the online application form. 

They are required to complete an online application form with the relevant information about 
the company i.e. name of Company and address.   

Once the customer has completed the application it is then submitted and sent to the Dealer 
section to process. 

Website - Duad licences 

Customers have the facility to set up a DUAD online. This can be done by either: 

 When making a payment for a licence, the customer is asked if the licence needs to 
be sent to a different address. 

 The customer is also able to request a DUAD in the ‘Update of Details’ screen. 

If the customer is setting up a DUAD for an existing licence, they will be required to log-in 
first. The website will then ask them for all the relevant information required to set the DUAD 
up successfully. 

Customers can also delete a DUAD from their licence on the licence. 

The DUAD contact name on the web is restricted to the licence holder’s name. 

Important 

If the licence is currently sent out by post, the DUAD will continue to be sent in this same 
manner.  If the licence is set up so that the licence holder receives the licence by email, the 
website will ask for a forwarding email address for the licence by email to be sent to. 

As well as being able to set a DUAD up online customers are also able to change their 
DUAD details.   

Once the customer has changed their information and clicked on ‘Submit’ Lassy/Qdos will 
automatically update.  A new licence will not be sent due to the change but all future 
correspondence will automatically be sent with the new details given. 



 

 

Website - Email me my licence number 

There is now a “Don’t know your TV Licence number?” link on the log in page which links to 
a series of security questions. 

 

Customers who have registered their email address with us and pass the security questions 
will immediately receive their TV Licence number by email . They can then log in to the 
website using their licence number. 

 

What about customers who haven’t registered their email address? 

Direct Debit customers who haven’t registered an email address can log in using their bank 
details. 

Customers who don’t have a registered email address and/or don’t pay by Direct Debit will 
be directed to the contact the call centre. 

 

When else would the customer be directed to the call centre? 

The customer has to confirm the following information on their TV Licence: 

 Title (Mr, Mrs, Miss, Ms only) 

 First initial 

 Last name 

 Address 

If any of these details don’t match they will be advised to contact us. Otherwise they will then 
be prompted to confirm their email address. 

Call Centre - How to handle these calls 

A customer who phones you because of this new process should be treated like any other 
customer. You need to follow your standard Identification and Verification process. 

A customer may state they entered all the right information, but were still advised to phone. 



 

 

This may be because the name was misspelt, the address was wrong or the title is recorded 
on our records using the non-Lassy standard format, such as Professor or Doctor. 

Remember: 

 You can only provide the licence number to the Licence Holder if they have passed 
the Standard Identification and Verification process 

 Do not give out the bank account details. You can only confirm to the Account Holder 
if the details they provide match our records. 

Customer Admin - How to handle a request for the licence number 

The new feature on the website validates the customer’s details against the Lassy database. 

When a customer contacts us we cannot know whether they have followed the new process 
or not, so there is no change to the current Customer Administration process. 

Any request for the licence number has to be sent by post. 



 

 

Website - Foreign language page 

Below English version of the websites foreign language page, it is available in the following 
languages: Welsh, Bengali, Polish, Gujarati, Turkish, Hindi, Somali, Urdu, Russian, 
Cantonese, Portuguese, Punjabi, Spanish, Arabic, French and Greek 

About the TV Licence 

Do you need a TV Licence? 

In the UK, Channel Islands and Isle of Man, you need a TV Licence if you use equipment to 
watch or record TV programmes as they're being shown on TV (including foreign satellite 
services). 

This includes use of the following: 

• TV sets 

• computers 

• mobile phones 

• games consoles 

• digital boxes 

• DVD/VHS recorders 

• or any other device 

You only need one TV Licence per household, even if you use more than one of the devices 
listed above. 

A TV Licence costs £145.50 per year for colour TV, and £49.00 per year for black and white. 

Watching TV without a valid licence is a criminal offence. If you are watching TV without a 
valid licence, you risk prosecution and a fine of up to £1,000 (please note, the maximum fine 
in Jersey is £500, in Guernsey it is £2000). 

Below you will find all the different ways you can buy a TV Licence. 

A note about language: please note that, if you click on any of the links on this website, you 
will be directed to English language web pages. If you would like to use our telephone 
translation service, please call 0300 790 6044 and you can speak to someone in your own 
language. 

How to pay for your TV Licence 

Direct Debit 

The easiest way to pay for your licence is by Direct Debit, which lets you pay in monthly or 
quarterly instalments, or you can pay the full year's fee in one go. A Direct Debit is an 
automatic transfer from your account that you can set up with your bank. Once your Direct 
Debit is set up, your licence is automatically renewed each year, so you'll never have to 
worry about being unlicensed – but please let us know when you move house so we can 
move your licence with you. 



 

 

You can set up a Direct Debit (link to webpage) online or call 0300 790 6044 with your bank 
details to hand (please note that quarterly Direct Debit costs £5 more a year. Please also 
note that some banks and building societies do not accept Direct Debit, so do check first). 

Payment Card 

Another way to spread the cost of your licence is with our Payment Card scheme, which lets 
you pay in weekly or fortnightly instalments of as little as £5.60 a week. For more information 
and to set this up, please call 0300 555 0286 (please note this is English only although you 
may ask to speak to someone in your own language). 

Online 

You can pay for and manage your TV Licence online. You can then choose to receive your 
licence by email, as well as all other communications from us (to do this, it is important that 
your email address contains only English language characters.) 

You can pay for your TV Licence here - either by debit or credit card (link to webpage) or by 
setting up a Direct Debit. (link to webpage) 

Please have your bank account details to hand and be prepared to complete a payment form 
in English. 

Telephone 

If you have a debit or credit card such as Maestro, Delta, Visa or MasterCard, you can pay 
for your TV Licence over the phone. Simply call 0300 790 6044 with your card details to 
hand. 

PayPoint outlet 

You can go to any PayPoint outlet to buy a TV Licence by cash or debit card. Simply tell the 
cashier your name and address. 

There are around 22,000 PayPoint outlets across the UK, and these may include a cash 
desk at your local shop, supermarket or garage. Many PayPoint outlets are open long hours, 
seven days a week. You can find your local PayPoint outlet here (link to webpage) or by 
calling 0300 790 6137 and giving your postcode (please note this is an automated service in 
English). 

Post 

You can send a cheque to TV Licensing, Darlington, DL98 1TL. Please make this payable to 
'TV Licensing' for the full licence fee and remember to write your name, address and 
postcode on the reverse. Please do not send cash. 

TV Licensing savings card 

You can save towards the cost of your next TV Licence in small, manageable amounts using 
a TV Licensing savings card. Simply take this card to any PayPoint outlet to add to your 
savings by cash or debit card. If you have saved for the full TV Licence fee when your 
licence is due for renewal, you will automatically receive a new licence in the post. 

To find out more and apply for a TV Licensing savings card, please call 0300 555 0281 
(please note this is English only although you may ask to speak to someone in your own 
language). 

Useful information 

Have you recently moved home? 



 

 

If you’re moving, or if any of the details we have about you are wrong or have changed, 
please let us know by visiting www.tvlicensing.co.uk/update (link to webpage) or writing to us 
at TV Licensing, Darlington, DL98 1TL. 

Are you 75 years old or over? 

If you or someone you live with is 75 years old or over, you’re eligible for a free TV Licence. 
Please call 0300 790 6044 with your National Insurance number to hand to apply for this 
licence. 

Are you 74 years old? 

If you or someone you live with is 74 years old, you’re eligible for a short term TV Licence to 
cover you until you are 75 years old. Please call 0300 790 6044 with your National Insurance 
number to hand for more information. 

Are you blind or severely sight impaired? 

If you or someone you live with is blind or severely sight impaired, you may qualify for a 50% 
concession on the cost of your licence. Just send us a photocopy of your document of blind 
registration – or a certificate from your ophthalmologist stating that you’re blind or severely 
sight impaired. Post this along with your licence renewal letter (if you have one) and fee 
payment to TV Licensing, Blind Concessions Group, Darlington, DL98 1TL. It would be 
helpful if you could include a contact telephone number. 

Ready to go Digital? 

TV is going digital, area by area, between now and 2012. This means that the existing 
analogue TV signal will be switched off and replaced with a new digital signal. After the 
switchover, you’ll need a digital box or a digital TV to continue receiving your TV channels. 
To find out more, visit www.digitaluk.co.uk (link to webpage)or call the UK helpline on 0845 
650 0085 (English only). 

The Switchover Help Scheme is run by the BBC. We are here to help everyone who is aged 
75 or over, or is an eligible disabled person, by providing the equipment and practical 
support needed to switch one TV to digital. We will write to every eligible person in plenty of 
time before their region switches. If you’d like to know more, please call 0800 408 5900 
(English only) or visit www.helpscheme.co.uk. (link to webpage) 

Don’t watch TV? 

If you don’t watch or record television programmes as they’re being shown on TV – whether 
on a TV, computer, mobile phone, games console, digital box, DVD/VHS recorder or any 
other device – please let us know by going to www.tvlicensing.co.uk/noTV (link to 
webpage)or by calling 0300 790 6044. We may confirm this with a quick visit. 

Don’t need your licence anymore? 

If you no longer watch or record live television, you may be eligible for a refund. Please 
contact us on 0300 790 6044 for more information. 

Do you live in the Channel Islands or Isle of Man? 

If you live in the Isle of Man or Guernsey and you - or someone you live with - are 75 or over, 
you are eligible for a free TV Licence.  If you are currently 74, you can buy a short term 
licence to cover you to the month of your 75th birthday. Call 0300 790 6044 with your date of 
birth and National Insurance number to apply (this can be found on your bank statement if 
your pension is paid directly into your bank account.)  If you don’t have a National Insurance 
number, please call us to arrange alternative proof of your date of birth. 



 

 

An important note for the Channel Islands: 

-          If you live in Guernsey, are over 65 and receiving state benefits, you may also be 
eligible for a free licence.  Please contact your local Social Security Department on 732579. 

-          If you live in Jersey, are 75 or over and on a low income, you may be eligible to a full 
rebate on your TV Licence. Please contact your local Social Security Department on 
445505. 

-          Unfortunately, residents of Sark are not eligible for a free Over 75 licence. 

- There are no PayPoint outlets in the Channel Islands, however you can pay at your Post 
Office. 

Please note: 

• When you call or write to us, please remember to quote your TV Licence number if you 
have one. 

• As a quality control measure, telephone calls made to and from TV Licensing may be 
monitored or recorded for training purposes to ensure that we continually improve our 
customer service standards. 

• Personal information provided will only be used by the TV Licensing Authority (the BBC) 
and its service providers to administer the TV Licence system, including issuing licences, fee 
collection and enforcement. It will not be supplied to anyone outside TV Licensing without 
first obtaining your consent, unless we are obliged or permitted by law to do so. Any data 
protection enquiries can be made to The Data Protection Manager, TV Licensing, Darlington, 
DL98 1TL 

Terms and conditions 

Definitions 

You means the person named on the licence. 

TV equipment means television receiving equipment, such as a TV set, digital box, video or 
DVD recorder, computer, games console or mobile phone. 

What is a TV Licence needed for? 

• To use any TV equipment to watch or record any TV programmes as they are being shown 
on television. 

• This includes watching or recording streamed services and satellite TV broadcast from 
outside the UK. If you only watch on-demand services, then you don’t need a licence. 

What does your licence allow? 

The licence allows installation and use of TV equipment: 

• at the licensed place by anyone 

• in a vehicle, boat or caravan by: 

– You and anyone who normally lives with You at the licensed place 

(so long as TV equipment is not being used in a non-touring caravan and at the licensed 
place at the same time). 



 

 

– anyone, who normally works at the licensed place (so long as the vehicle, boat or caravan 
is being used for a business purpose). 

Use of TV equipment powered by internal batteries anywhere: 

• by You and anyone who normally lives with You at the licensed place. 

What does your licence not cover? 

• Any parts of your premises with separate legal arrangements e.g. occupied by tenants or 
lodgers 

• Self contained or physically separate units on the premises 

• Any parts of your premises with separate administrative arrangements e.g. paying guests 

black and white licences: 

• If you use TV equipment to record television programmes, you need a colour licence even 
if you only have a black and white television as TV equipment records TV in colour. A black 
and white licence is valid only if the digital box is not designed to record television 
programmes. 

Further conditions of your licence 

• The licence fee must be paid when due. 

• You may transfer the licence to a different address if the change of address is permanent 

• A licence may be cancelled or revoked or its conditions modified by a notice sent to You or 
by a general notice which will be published on the BBC’s website and, if deemed appropriate 
by the BBC, in other national communications. 

• Our officers may visit the licensed place to verify our records and inspect the TV equipment 
at any time, but you do not have to let them in. 

• You must not cause undue interference to any other radio or television reception with your 
TV equipment. 

• Your licence is issued on behalf of the BBC by TV Licensing 

For further information on whether you require a TV licence contact www.tvlicensing.co.uk 
(link to webpage) 

Please note that separate terms and conditions apply to the following types of TV Licence: 
hotel and mobile units TV Licence, ARC concessionary TV Licence and entertainment units 
TV Licence. If you have one of these, please refer to your licence for specific terms and 
conditions or contact us for information. 



 

 

Website - Hotel/Mobile Units 

The new website now gives customers more information about when a Hotel licence or a 
licence for a mobile unit is required. 

The customer can complete an online application form which they then print out as a PDF 
and send to TV Licensing at the address shown.   

 

The new website also allows the customer to work out how much it would cost if they were to 
set up a Hotel licence.  All the customer has to do is input the amount of rooms with TV 
receiving equipment, press ‘Calculate’ and the amount they have to pay will appear on 
screen.   

 

  



 

 

Website - Information 

How long do card payments take to process? 

The card details are authorised and the amount debited immediately (literally as soon as the 
customer submits the application).  Customers receive a confirmation email immediately and 
the licence will be delivered by email or post within ten working days of a successful 
application. 

Approximately 94% of licences are issued automatically, applications received outside of 
Lassy processing hours, and any that do not match with information held, are processed 
manually, within 5 working days. 

If the customer completes the card payment details but does not complete the licence 
application - the payment will not be taken from the card and the licence application will not 
be processed.  The TVL website will try to reverse any payment authorisations that have 
been made but not collected, however not all card issuers comply and the money may 
remain reserved until the authorisation expires which may take several days. 

If the card payment is not authorised the customer is given the option to supply a different 
card for payment or sign up for a DD scheme. 



 

 

Website - How long do change of details take? 

Change of details 

Changes of name, address, email address or telephone number are all processed 
automatically at a rate of around 92%. 

Any ones that can't be processed automatically are processed manually; within 5 working 
days, these include addresses that are on Lassy but where a second choice needs to be 
made (i.e.  flat1, 112 High St. = prem F111, gives options of: flat 11, 1 High St;  flat 1, 11; flat 
1 110; flat 1, 112). 

  



 

 

Website - Information 

How long do DD applications take to process? 

Approximately 82% of DD applications are processed automatically. All renewals licence 
applications are validated by the Lassy system which will identify the payment schemes the 
customer is eligible to join. Customers receive a confirmation email immediately and the 
licence will be delivered by email or post within fourteen days of a successful application. 

Any applications that fail the Lassy validation are processed manually within 5 working days. 

These include addresses that are on Lassy but where a second choice needs to be made 
(i.e.  flat1, 112 High St. = prem F111, gives options of: flat 11, 1 High St;  flat 1, 11; flat 1 
110; flat 1, 112). 



 

 

Website - Introduction 

One of TV Licensing’s objectives is to move towards a web based business where the vast 
majority of customers can transact via the web. The TV Licensing website was replaced in 
2009 with a new version as part of this transition. 

When did the replacement website go live? Thursday 29 October 2009. 

The website address is - www.tvlicensing.co.uk.    

What does the website look like? 

The three tabs at the top of the screen, ‘Pay for your TV Licence’, ‘Update your details’ and 
‘Check if you need one’ are available on all screens of the website. 

Also from the front page, customers are able to select some of the most popular topics i.e. 
Refunds and Cancellations or Second and Holiday homes. When clicking on these 
headings, the customer will find further information to help them. 

There is a question and answer facility on the website, similar to that on the current website. 
Customers will also be able to contact TV Licensing via an email form. 

What can customers do on the web site? 

Customers can: Set up Direct Debits 

• Log on and view their TV Licence. 

• Set up Direct Debits 

• See a 'real-time' payment plan when applying for a Direct Debit licence. 

• Make a payment by debit or credit card to clear an unpaid Direct Debit. 

• Change their bank details. 

• Change the preferred payment date (for Direct Debit payees). 

• Complete an online refund application form. 

• Apply for an Over 75 Licence and an Over 74 Short term licence. 

• Complete and print a Hotel and Mobile Units TV Licence application. 

• Complete and print an application form for a new Blind licence. 

• Set up DUAD details for a licence. 

• TV Dealers can register online. 

• Complete a No Licence Needed declaration 

• Tell us a property is unoccupied 

Important: Not all customers are able to take advantage of being able to view their TV 
Licence online. Anyone who holds a Hotel licence, Mobile or a CLC concessionary licence 
will be unable to view or amend any of their licence details online. 



 

 

Although most people are able to renew or set up a new licence, the website does not allow 
you to pay for a mono licence in any circumstances. However, it will allow customers to buy 
a new colour licence if they have an existing mono licence. 

Important - Under no circumstances should Capita staff log in to a customer's account on 
the TV Licensing website (CUSTOMER SUPPORT TEAM AND CUSTOMER RELATION 
SEE EXCEPTIONS). 

  

  



 

 

Website - Logging In (advice for Call Centre and 
Customer Administration agents) 

What does the ‘Log In’ screen look like? 

The TV Licensing site does not require the customer to register with us before using the 
‘Log-In’ facility.  However, in order for the customer to log in successfully, they are required 
to enter all three items of information.  These are: 

• The TV Licence holder’s surname – this will be as it appears on Lassy 

• The ten digit TV Licence number or the 9 digit TV Licensing Payment Card membership 
number. 

• The post code of the licensed property. 

If the customer enters incorrect information, a message will appear on the screen advising 
that the information they have provided is incorrect, and to contact TV Licensing on 0300 
790 6081.  This number will initially be directed to the Customer Support Team line. 

If you receive a call from a customer who is having difficulty logging on to the website, you 
should call the Customer Support Team and transfer the customer.    

Please note it is not possible to log in to a Dealer Notification or Potential Licence number. 
 Customer will be provided with different messages to that above if they try to log into one of 
these licences. 

Important - Under no circumstances should Capita staff log in to a customer's account on 
the TV Licensing website (CUSTOMER SUPPORT TEAM SEE EXCEPTIONS). 

What about TV Licensing Payment Card and Savings Card customers? 

Although customers who pay by the TV Licensing Payment Card and TV Licensing Savings 
Card can log in, they are only able to change their address on the TV Licensing website. If 
they want to carry out any other actions on their licence a link will be provided for them which 
will take them to the relevant website for their licence. 

Call Centre - How to deal with calls from customer having problems logging in? 

If you receive a call from a customer who is unable to log into the website DO NOT deal with 
these calls yourself, transfer them to Customer Support Team on *00130. 

Customer Administration - How to deal with emails from customer having 
problems logging in? (Web/Email) 

You may receive emails from customers who are unable to log into the website. There are 
the following responses available for your use: 

Step 1) Check the reason for the customers email. 
Step 2) Find the reason in the first column. 
Step 3) You must send the letters stipulated in the first column to the customer by post and 
you must also email the customer the emails stipulated in the second column. 

Reason for email from customer This letter should be 
sent to the customer 

And this letter 
should be sent to 



 

 

by post the customer by 
email 

The customer has problems logging 
on. 

Nothing to send by 
post. 

Web 34 

Has problems logging in and a 
Web34 has already been sent 

DL16.1 - Logging on 
info to customer. 

Important - CLICK 
HERE for further 
advice on this letter 

Web 35a - Advising 
we are posting log 
on info 

Is unable to change their email 
address online because they don't 
know the current details 

DL16.2 - Letter 
containing email 
address posted to 
licensed address. 

Important - CLICK 
HERE for further 
advice on this letter 

Web 40 - Email 
address has been 
posted to licence 
address 

Is unable to change their DUAD 
address online because they don't 
know the current details 

Web42 - Letter 
containing 
correspondence 
address posted to 
licensed address 
(these have recently 
been updated on 
SmartAgent) 

Nothing to send by 
email 

Is unable to change their telephone 
number online because they don't 
know the current details 

DL16.3  - Letter 
containing telephone 
number posted to 
licensed address. 

Important - CLICK 
HERE for further 
advice on this letter. 

Web44 - Unable to 
change telephone 
number on website 

Is unable to log in online due to name 
corruption or spelling mistake, and 
you have corrected it 

Nothing to send by 
post. 

Web68 - Problems 
logging in (now 
uncorrupted) 

If the customer has emailed asking 
how to log into the website 

Nothing to send by 
post. 

Web69 - How to log 
onto the website 

Is sent if the customer has problems 
logging in 

DL16.4 - Problems 
logging in 

Web34 - Problems 
logging in 



 

 

If the customer has problems logging 
into Payers 

DL16.5 - Problems 
logging on Payer 

Web 36 - Problems 
logging on Payer 

If the customer has locked their 
account 

DL16.6 - Account 
locked 

Web37 - Account 
locked 

If the customer questions what we 
use their information for 

DL16.7 - What we use 
personal details for 

Web38 - What we 
use personal details 
for 

If the customer wants to change their 
email address online 

DL16.8 - Unable to 
change email address 
on website 

Web39 - Unable to 
change email 
address on the 
website 

If the customer wants to change their 
correspondence address online 

DL16.9 - Unable to 
change corres address 
on website 

Web41 - Unable to 
change 
corresondence 
address on the 
wesite 

  



 

 

Website - Logging in (advice for Customer Support 
Team and managers) 

Customer Support Team 

  

If the customer is experiencing problems logging in they will be given a number to contact. 
 This number will be the Customer Support Team number.   

  

Additionally Call Centre staff are under instruction to transfer any calls from customers who 
are having problems logging on to the Customer Support Team number. 

  

What is displayed to the customer? 

If the customer attempts to log in with incorrect details, the below message will be displayed 
to them. 

  

 

 

If the customer is unable to log in after three attempts, the website will temporarily lock out 
the customer for 30 minutes. The customer can still view the website during this time but 
they won’t be able to attempt to log in for 30 minutes. This time cannot be reset by Capita 
staff. 

If the customer makes three unsuccessful attempts to log in, then the below message will be 
displayed. 

  

 

  

One of the main issues the customer will come across while trying to log in is entering the 
correct details. The customer is required to enter details in exactly the same way as it 
appears on Lassy, which is why it is very important for our information to be correct. 

  



 

 

When will the surname not match? 

• If the customer enters their title or initials as well as surname. 

• If the name has been corrupted on Lassy/Qdos and not corrected.  However if the 
initials and a space has been added this will work as the website copes with this type of 
corruption. 

• If we have the wrong spelling on Lassy/Qdos. 

• If the name on the licence is different from what the customer thinks i.e. change of 
name and the customer has forgot to inform us. 

• If the name on Lassy/Qdos is the name of the company, manager or secretary. 

  

When will the licence number or membership number not match? 

• If the customer has entered a wrong number i.e. too many digits 

• If they enter a number which has been taken from a UP (Unoccupied) letter, 

• If the licence number doesn’t match what is on Lassy/Qdos. 

• If the customer is using a Potential or Dealer number. 

  

When will the Postcode not match? 

• If the postcode, the customer has entered, is different to what we have on their 
licence, i.e. customer could have moved and not informed us so we still have the old 
address. 

• If the postcode on Lassy/Qdos is an IC postcode and the customer is trying to enter 
the correct one.   

• If the customer has only entered part of the postcode. 

• If the licence has been put in one of TV Licensing’s DUMP addresses. 

  

Action required - Make sure the customer is using the correct postcode and that the TV 
Licence is not held at a different (old) address. If an Incomplete Postcode is shown, ensure 
the licence is moved to the correct postcode (where possible) and the Incomplete address is 
removed from the system. 

  

Exceptions – Customer Support Team and Customer Relations only 

  

• When all of the above has been exhausted, the Customer Support Team will need to 
ask the customer for their permission to access their licence through the website, just 
to check that the details being entered are correct.  The customer will need to stay on 
the line while the log in takes place. 

• Once the Customer Support Team has logged in, you must confirm to the customer 
that you have done so and with the details supplied. 



 

 

• The Customer Support Team must then immediately log back out. 

• No changes shall be made to the customer details even if the customer asks the 
Customer Support Team to do so.  The website is for the customer to log in and 
manage their details, and you should explain that you are not permitted to make 
changes for them. 

• Should the details used to log in vary, due to a previously unidentified fault, arrange 
for the appropriate letter to be sent giving the customer the log in details again. 

• A ‘GEN’ Care Record must be entered on LASSY with free text to show that the 
customers’ permission has been received. 

  



 

 

Website - Missed payments 

Customers have the facility to make a card payment for any missed Direct Debit payments 
and/or reinstate their Direct Debit online.   

Before any payments can be made, they must log into their licence.  The new website is 
designed to flag any missed payments to the customer so if a Direct Debit payment was 
unsuccessful a message will appear which advises the customer to view their payment plan 
as below: 

 

Once the customer has clicked the link to view their payment plan the website will ask the 
customer to confirm the bank details the Direct Debit is set up on. 

 

These details must be entered before the customer can proceed further. 

Once the customer has a copy of their payment plan they will be advised which and how 
much the missed payment was.   

Payment Returned to Drawer 

If the payment was ‘returned to drawer’ and this is not the second consecutive payment 
failing in this way, the payment plan will automatically update to reflect the missed payment. 



 

 

If the customer wishes to make a payment now, the site gives the customer that opportunity. 
See below. 

 
  

If the customer decides to make a card payment the card holder is required to input all the 
relevant card details.  At the end of the transaction confirmation will appear along with the 
Payment reference number. 

 



 

 

If payment returned due to ‘BA Canc’ 

If the payment was unpaid because the Direct Debit has been cancelled at the bank the 
following message will appear. 

 

Because the Direct Debit has been cancelled with the bank we are unable to arrange for a 
double payment to be taken the following month.  We don’t ask the customer if they want to 
make a card payment for the missed payment. 

The customer will need to click on the ‘Pay missed and update your bank details’ button 
which will then advise them that their Direct Debit was cancelled and advise them to set up a 
new one. 

 

The website will then ask a number of Data Protection questions and ask them to input the 
bank details the Direct Debit needs to be taken from. 

Once the customer has put their details in, the site will give them a option to either make a 
card payment for the missed payment or skip the card payment and continue with the Direct 
Debit. 



 

 

 

Which ever way the customer decides to go their payment plan will automatically update and 
will be available for them to view instantly once they have submitted their details.   



 

 

Website - NLN claim online 

Customers can either: 

  

• Declare that a TV Licence is not required for their address, or 

• Check whether a 'No Licence Needed Claim (NSD) is already set for the customer at the 
address given. 

  

Most of the above requests are automatically applied and the customer will be provided with 
their NLN declaration number at the end of the transaction.   

  

The web will check the details provided by a customer against details held in Lassy. 

  

If a named, matched licence result is returned the website checks if it is still valid. 

  

• If the licence result returned is expired, the website will cancel that licence and set up 
the NLN. 

  

• If the licence result returned is not expired the customer will be see a message 
informing them that they need to cancel their licence before they can apply for a NLN. 
The customer will be presented with a Contact Us form to complete. 



 

 

Website - Online refund application 

Customers can complete their refund application form online at tvlicensing.co.uk/refund. 

Because we require proof with certain refund applications, the online refund application will 
advise the customer whether or not they have to print the refund application form and send it 
to TV Licensing with proof. 

If the customer does not have to print the refund form, they can just click 'submit' and the 
application will then be passed to Customer Administration to process via SmartAgent 
without the need for the customer to post anything. 

How do customers apply for a refund on the website? 

The customer can click on 'Refunds and cancellations' from the bottom section of the front 
page of our website, tvlicensing.co.uk (shown below). 

  

   

Online application 

When will the customer need to print the form? 

Only if the customer is claiming a refund for anything that requires proof to be sent in. The 
website will prompt the customer to print the form if and when that is required. 

What if the customer is claiming for the last quarter? 

Customers are able to request a refund for the last quarter of a current licence without 
supplying evidence.  If this is the case the customer will have to complete the relevant 
information required (as instructed on screen).  Once they have completed the form, the 
application will automatically be sent to TV Licensing where the refund will be processed as 
normal.   

No signature is required for this type of refund as there is a declaration on the website that 
the applicant will need to agree to. 

If the customer is claiming the last quarter of an expired licence, there is still a requirement 
for them to send in proof. 



 

 

 

Important 

If the customer sends a refund application through the post, even one downloaded from the 
website, they must sign it.  If Customer Administration receives an application without a 
signature which has been sent through to it, a letter should be sent to advise we were unable 
to process the applications due to no signature.   

No signature is required for applications submitted online (not via the post, or fax or email) 
as there is a declaration on the website that the applicant will need to agree to, which is an 
acceptable alternative. 

If the customer is claiming a refund for more then one quarter, they will be asked to complete 
all the relevant information (as instructed on screen).  It will then advise the customer to print 
a copy by clicking on the link.   

The web will then transfer all the information the customer has entered onto a 3.11 refund 
application, which will then require them to print a copy, sign the bottom and attach any 
relevant evidence to support their claim.         



 

 

Website - Real time payment plan 

Annual and Quarterly Direct Debit 

For Direct Debits paid annually (one instalment) and quarterly (up to four instalments and 
including a £5 fee), the screen will simply show the Direct Debit instalment payments for one 
licence. 

Monthly Direct Debit 

If a customer sets up a Direct Debit online, they will be able to view a copy of their Direct 
Debit payment plan during the licence application process. 

If the customer sets up a monthly Direct Debit, the payment plan will advise them of dates 
and amounts of payments for the first TV Licence. 

It will also advise them of the following twelve payments. Some of these payments will be 
provisional and subject to change (see below). 

 



 

 

Website - Short term / free licences 

Customers are now able to complete an online application form to apply for an over 74 short 
term licence and an Over 75 free licence.   

If the licence is already in the name of the person who is going to be 75 and they hold a 
National Insurance number (Nino), the new website will allow them to input and submit their 
details. The customer’s information will then be sent to the Over 75 department, via 
SmartAgent, to arrange for verification of the details.   

If the name on the licence is different to the person who will be 75, they will be advised to 
contact us on a given number to arrange for the name to be changed. If you receive contact 
from a customer about this, you should follow your standard processes for this type of query. 

Important 

Any customers living on one of the Islands are advised to contact TV Licensing. If you 
receive contact from a customer about this, you should follow your standard processes for 
this type of query. 



 

 

Website - Transaction codes 

All website transactions are given and code / reference numbers, made up of  two letters 
followed by 10 digits (for example CC1000012359).  The two letters at the start identify the 
type of transaction 

The table below gives the codes, the type of transaction they refer to and where to send the 
query if you are unable to help the customer. 

Transaction 
code letters 

Type of transaction Forward to: 

CC 
Debit / Credit Card applications (new 
and renewal) 

TVL WEB (Web Team) 

DD 
DD applications (new and renewal to 
DD) 

Email – TVL WEB (Web Team) 

CD Change of Details TVL WEB (Web Team) 

CU Clear unpaid DD instalments Email – TVL WEB (Web Team) 

HM Hotel & Mobile units applications Email - Manual Licensing Team 

RF Refund applications Email - Corres/Refunds 

OL Order literature TVL WEB (Web Team) 

OS Over 74 application Email - Over 75  (Over 75 Team) 

TD TV dealer registrations Email - Dealers 

ND Set or reconfirm NLN application   

NC Check NLN application   

ND NLN declares   

NR NLN reconfirm   

DO Unoccpied (date of expiry)   

UO Unoccupied applications   

  



 

 

Updates to the TV Licensing Website 

Change - Are you a business? 

Change - Online for Welsh customers. 

Change- DD Licence by email customers. 

Change - Log in support for corrupted names. 

Change - Refund rules update. 

Change - Adding 5th address line. 

Change - Adding licence format question to online renewals. 

Change – Change of ownership not allowed on the Web. 

Change - Improve DD automation rates. 

  

Change - Are you a business? 

Description - For Web applications, customers will be asked if they are a business. 
Businesses will have to provide the name of the individual making the application and the 
position in the organisation, the individual's contact name will be available in Web email 
team only.   

The position in the organisation can be chosen from a drop down list the options are: 

The Manager 

The Secretary 

The Finance Manager 

Other Position (this then allow a free format position to be entered) 

Businesses can also action a Change of Name on the web by selecting a new reason 
'Business Position Holder Change’ the user can enter new/amended Job title. 

How will it affect me?   

If a person contacts you to change a name on the licence, follow your standard procedure 
for this type of query. 

Web / email  team only - When processing business application check that the summary 
class is BUS and basic class is N and updated where the address is currently recorded as 
residential premises on Lassy. 

  

Change - Online for Welsh customers 

Description – All Welsh Licence by email customers will now view their TV Licence and 
Payment Plan online via the web.   

They will now be directed to the website to log-in. In order to view the licence in Welsh, they 
can select a button that will toggle the view from English – Welsh. 



 

 

How will it affect me? 

Some customers may contact us querying why they have access to a Welsh version of their 
licence 

Admin and Web / email  team : a standard email paragraph is available for this Web71. 

Call Centre : Advise the customer that we included the facility for customers to view their TV 
Licence in Welsh on our web site.  This facility is aimed at customers in Wales but is 
available to all customers, if you wish to view your licence in Welsh you can simply click on 
the ‘View in Welsh’ option. 

Currently this facility is only available in English and Welsh. 

Some Welsh customers may query why the entire website in not in Welsh; a standard email 
paragraph is available, queries of this nature should be escalated using your normal 
complaint procedure. 

  

Change- DD Licence by email customers 

Description – To view a DD Licence by email, a customer will need to log in to the website 
and use their existing bank account details to view their updated payment plan. The Licence 
by email notification sent to them will explain this. 

How will it affect me? 

This should not affect you, other than reminding people that they can log on to the website to 
view their licence, Corres staff can use Web69 for any queries about this. 

  

Change - Log in support for corrupted names 

Description – Customers with name corruptions (on our systems) should now be able to log 
in to view their licences, improvements have been made, it now recognises and adapts 
surnames depending on the type of corruption. 

For Example : 

Mr A Jones - Name on Lassy is corrupted 1/A JONES 

Mr A Jones – Previously had to use ‘A JONES’ 

Mr A Jones – can now log-in using ‘JONES’, 

In the example above Mr Jones would only realise his name was corrupted if he attempting a 
change of name, as the initial would appear as part of the surname. Where customers name 
have been corrupted using XX etc. the website would still allow the customer to log-in using 
the uncorrupted format. However customer would notice that their name is incorrect and may 
contact us.   

How will it affect me? 

If a customer contacts you about a logging on issue on the web, click on the appropriate link 
below. 

Logging in issues (advice for agents) 

Logging in issues (advice for senior advisers and managers) 



 

 

  

Change - Refund rules update 

Description – The refund rules have been updated to prevent online submission of refunds 
and customers must now print the form in following scenarios: 

Expired Licences 

Purchased In Error 

Applications for a refund due to Deceased can still be made online, but the actual applicant's 
name will now also be requested 

How will it affect me? 

No significant affect. 

  

Change - Adding 5th Address Line 

Description – The Over 75 printed form only has five lines for the address including the 
postcode. If the customer provides an address that is five lines long and a postcode, the 
postcode will now be added to the fifth line. 

The Hotel printed form only has five lines for the address including the postcode. If the 
customer provides an address that is five lines long & a postcode, the 3rd & 4th Row will be 
combined. If the total number of characters on the row is greater than 200 characters, the 
end of the address line will be not be displayed. 

How will it affect me? 

No significant affect. 

  

Change - Adding Licence Format Question to Renewal Flow 

Description – When renewing their licence customers will be able to specify the delivery 
format for their next licence e.g. by post or electronically. 

How will it affect me? 

Web / email team - need to ensure that you select the appropriate the licence format when 
processing renewals. 

  

Change – Change of ownership not allowed on the Web 

Description – Some customers change the ‘ownership’ of a TV Licence using the ‘change 
of name’ option on the website. The text next to the ‘Continue Button’ has been changed to 
state that by continuing they confirm that it is not a change of ownership. 

How will it affect me? 

If a person contacts you to change the ownership of a licence, this cannot be done on the 
web. Instead you should follow your pre-exisiting procedures for dealing with these queries. 

   



 

 

Change - Improve DD Automation Rates 

Description - To improve the automatic processing rates of Direct Debit applications from 
the website, there will be a greater matching of applications to existing records. Some 
customers applying for a new licence, instead of renewing a previous licence, may now be 
prevented from selecting a DD scheme if they are too late to join or their licence may be 
short dated. 

How will it affect me? 

Customers may contact you wanting to know why schemes are not available to them or why 
their licence was short dated, follow your usual processes for these queries.   



 

 

YouTube channel – Questions & answers 

Q. Why did you create this channel? 

A. Like many organisations, we think it’s important people are easily able to access our 
official content online. The channel is just one of many routes we use to reach TV Licensing 
customers with important messages about when you need a licence and ways to pay. 

Q. Will you make money from ads running on the page? 

A.  No revenue will be generated as the channel will carry no ads. 

Q. How much licence fee money are you spending on this? 

A. YouTube is a free social media platform, which is being managed in-house as part of 
existing budgets. By using a range of different communications channels, we are able to 
reach a wider audience with important information about when you need a licence and how 
to pay. 

Q. How is this going to help you to catch evaders? 

A. It’s our role to make sure everyone is aware of when they need a licence, and this 
includes using digital channels which will help us to reach different audiences with important 
information about when a licence is needed and how to pay. 

Q. Do you think creating YouTube videos is a good use of licence fee payers’ money? 

A. We will be maximising the use of existing video content already at our disposal. 
Whenever we commission materials, we always ensure we get best possible value for the 
licence fee payer. 



 

 

Over 74 and Over 75 Information 

Over 74 Short Term Licence Information 

Over 74 Short term licences menu 

Choose a topic from the selection below and click on the relevant image. 

Don't worry if you select the wrong one, there is a link at the bottom of each page which you 
can click to return to this menu. Scroll down to see all the options available. 
  

 

Over 74 Short term licence fees - Click the picture for more 
information. 

 

Over 74 Short term Rocs - Guidelines - Click the picture for more 
information. 

 

Over 74 Short term licences - Payment Methods - Click the 
picture for more information. 

 

Over 74 Short term licences - Blind (severely sight impaired) - 
Click the picture for more information. 

 

Over 74 Short term licences - Channel Islands and the Isle of 
Man - Click the picture for more information. 



 

 

Over 74 Short Term Licence fees 

20010/2011 - Short Term Licence Costs (for previous years, see below) 

£145.50, £49 full fee licence 

Months 
Required On 
Licence 

  Short term licence - 
Colour no blind 
concession 

Colour with blind 
concession 

  Short term licence - 
Mono no blind 
concession 

Mono with blind 
concession 

11   133.37 66.69   44.91 22.46 

10   121.25 60.63   40.83 20.42 

9   109.12 54.57   36.74 18.38 

8   97.00 48.51   32.66 16.34 

7   84.87 42.44   28.58 14.30 

6   72.75 36.38   24.49 12.26 

5   60.62 30.32   20.41 10.22 

4   48.50 24.26   16.33 8.18 

3   36.37 18.20   12.24 6.14 

2   24.25 12.13   8.16 4.09 

1   12.12 6.07   4.08 2.05 

2010/2011 - Refunds to convert to a short term licence 

£145.50, £49 full fee licence 

Months 
Required On 
Licence 

  Short term licence - 
Colour no blind 
concession 

Colour with blind 
concession 

  Short term licence - 
Mono no blind 
concession 

Mono with blind 
concession 

11   133.37 66.68   44.91 22.45 

10   121.25 
60.62 

  40.83 20.41 

9   109.12 54.56   36.74 18.36 

8   97.00 48.50   32.66 16.33 

7   84.87 42.43   28.58 14.29 

6   72.75 36.37   24.49 12.24 

5   60.62 30.31   20.41 10.20 

4   48.50 24.25   16.33 8.16 

3   36.37 18.18   12.24 6.11 

2 
  24.25 12.12   8.16 4.08 

1   12.12 6.06   4.08 2.04 

  

2009/2010 - Short Term Licence Costs 



 

 

£142.50, £48 full fee licence 

              

Months 
Required On 
Licence 

  Short term licence - 
Colour no blind 
concession 

Colour with blind 
concession 

  Short term licence - 
Mono no blind 
concession 

Mono with blind 
concession 

11   130.62 65.31   44.00 22.00 

10   118.75 59.37   40.00 20.00 

9   106.87 53.43   36.00 18.00 

8   95.00 47.50   32.00 16.00 

7   83.12 41.56   28.00 14.00 

6   71.25 35.62   24.00 12.00 

5   59.37 29.68   20.00 10.00 

4   47.50 23.75   16.00 8.00 

3   35.62 17.81   12.00 6.00 

2   23.75 11.87   8.00 4.00 

1   11.87 5.93   4.00 2.00 

2009/2010 - Refunds to convert to a short term licence 

£142.50, £48 full fee licence 

              

Months 
Required On 
Licence 

  Short term licence - 
Colour no blind 
concession 

Colour with blind 
concession 

  Short term licence - 
Mono no blind 
concession 

Mono with blind 
concession 

11   130.63 65.32   44.00 22.00 

10   118.75 59.38   40.00 20.00 

9   106.88 53.44   36.00 18.00 

8   95.00 47.51   32.00 16.00 

7   83.13 41.57   28.00 14.00 

6   71.25 35.63   24.00 12.00 

5   59.38 29.70   20.00 10.00 

4   47.50 23.76   16.00 8.00 

3   35.63 17.82   12.00 6.00 

2 
  23.75 11.88   8.00 4.00 

1   11.88 5.95   4.00 2.00 

2008/2009 - Short Term Licence Costs 

£139.50, £47 full fee licence 

              

Months 
Required On 
Licence 

  Short term licence - 
Colour no blind 
concession 

Colour with blind 
concession 

  Short term licence - 
Mono no blind 
concession 

Mono with blind 
concession 



 

 

11   127.87 63.93   43.07 21.53 

10   116.25 58.12   39.16 19.58 

9   104.62 52.31   35.24 17.61 

8   93.00 46.50   31.32 15.65 

7   81.37 40.68   27.41 13.70 

6   69.75 34.87   23.49 11.74 

5   58.12 29.06   19.58 9.79 

4   46.50 23.25   15.66 7.83 

3   34.87 17.43   11.74 5.86 

2   23.25 11.62   7.83 3.91 

1   11.62 5.81   3.91 1.95 

2008/2009 - Refunds to convert to a short term licence 

£139.50, £47.00 full fee licence 

              

Months 
Required On 
Licence 

  Short term licence - 
Colour no blind 
concession 

Colour with blind 
concession 

  Short term licence - 
Mono no blind 
concession 

Mono with blind 
concession 

11   127.88 63.94   43.09 21.55 

10   116.25 58.13   39.17 19.59 

9   104.63 52.32   35.26 17.63 

8   93.00 46.51   31.34 15.67 

7   81.38 40.69   27.42 13.71 

6   69.75 34.88   23.51 11.76 

5   58.13 29.07   19.59 9.80 

4   46.50 23.26   15.68 7.84 

3   34.88 17.45   11.76 5.88 

2 
  23.25 11.63   7.84 3.92 

1 
  11.63 5.82   3.93 1.97 

2007/2008 - Short Term Licence Costs 

£135.50, £45.50 full fee licence 

              

Months 
Required On 
Licence 

  Short term licence - 
Colour no blind 
concession 

Colour with blind 
concession 

  Short term licence - 
Mono no blind 
concession 

Mono with blind 
concession 

11   124.20 62.10   41.70 20.85 

10   112.91 56.45   37.91 18.95 

9   101.61 50.80   34.11 17.05 

8   90.32 45.15   30.22 15.15 

7   79.03 39.51   26.53 13.26 



 

 

6   67.74 33.86   22.74 11.36 

5   56.45 28.22   18.95 9.47 

4   45.16 22.58   15.16 7.58 

3   33.87 16.93   11.37 5.68 

2   22.58 11.29   7.58 3.79 

1   11.29 5.64   3.79 1.89 

2007/2008 - Refunds to convert to a short term licence 

£135.50, £45.50 full fee licence 

              

Months 
Required On 
Licence 

  Short term licence - 
Colour no blind 
concession 

Colour with blind 
concession 

  Short term licence - 
Mono no blind 
concession 

Mono with blind 
concession 

11   124.21 62.11   41.71 20.86 

10   112.92 56.46   37.92 18.96 

9   101.63 50.82   34.13 17.07 

8   90.34 45.17   30.34 15.17 

7   79.05 39.53   26.55 13.28 

6   67.76 33.88   22.76 11.38 

5   56.47 28.24   18.97 9.49 

4   45.18 22.59   15.18 7.59 

3   33.89 16.95   11.39 5.70 

2   22.59 11.30   7.59 3.80 

1   11.30 5.66   3.80 1.91 



 

 

Over 74 Short Term Licences - Blind (severely sight 
impaired) 

Customers who are blind (severely sight impaired) are entitled to a 50% reduction in Licence 
fee, which also applies to the short-term licence fee. 

  



 

 

Over 74 Short Term Licences - Channel Islands and 
the Isle of Man 

You can find out all the information in the Island section here. 

  



 

 

Over 74 Short Term Licences - Payment Methods 

The customer can purchase their short-term licence in a variety of ways. Click on the 
method of payment for some further information. 

Debit/Credit Card  

Customers will need to pay for a TV Licence up to and including the month preceding their 
75th birthday. If a customer overpays, they will be sent a refund. A customer may need to 
buy a short-term licence to give them cover until the month before their 75th birthday. Staff 
can now process these types of payment. 

TV Licence Savings Card 

Customers should call TVL Cash to use funds on their savings card to buy a short-term 
licence. If a customer has excess funds on their card and require a refund, they should also 
contact TVL Cash. (See speed dials section for speed dial number). 

By Cash or Debit Card at PayPoint 

The customer must be sent a short-term licence  (STL-ROCS) reminder to take with them to 
a PayPoint outlet, even if they have had a standard reminder. Staff can now arrange for 
these to be sent. 

TV Licensing Payment Card 

TVL Cash, who administers the TV Licensing Payment Card, will be dealing with their Over 
74 / 75 customers. All current queries from TV Licence Payment Card customers should be 
referred to TVL Cash on the normal telephone number. 

By Post 

Customers should send their name, address, date of birth and NINO to TV Licensing, 
Darlington, DL98 1TL and include a cheque, TVL stamps or postal order for the correct 
amount and made payable to TV Licensing. 

Direct Debit (Monthly, Quarterly, and Annually) 

Once the Over 75 details are registered payments will be adjusted and automatic refunds 
issued where appropriate. 

Home Banking 

A payment can be taken for a short-term fee if the customer has requested this method at 
their bank previously and we have the over 75 details of the customer recorded in Customer 
Contacts or Care. 

 



 

 

Over 74 Short Term Licence (STL) Rocs - Guidelines 

The Over 74 STL Rocs is an internal name for a form that can be sent to a customer so they 
can pay for their Over 74 STL at a PayPoint outlet.    

This form is available to customers aged 74 years and who require a licence of between one 
and eleven months to cover them until their 75th birthday. To send a form to a customer 
follow the instructions below.   

Sending instructions for Qdos users 

 Select Call Group “Over 75” 
 Select Call Reason “Over 75 Short Term Licence and pre-registration” 
 Follow the appropriate route. 

Sending instructions for Lassy users 

 Always start from the T/ENQ screen 
 Enter Y in the STL field 
 Enter STL in the Pay Scheme field 
 Leave the Expiry Date field blank, it will be automatically calculated from the DOB 
 If customer has a NINO, put a n in the Non-NINO field. Put a y if the field for no NINO 

customers 
 Enter the customers DOB (in format ddmmyyyy) and NINO in these fields 
 Press enter and the STL payment form will be sent   
 Complete Call Log as trained.    

Remember (when using the above processes): 

 On Lassy If a person who lives with the current licensee requires a STL, you must 
change the name on the licence record to the person who requires the short-term 
licence, before taking the payment or issuing the STL form. 

  

 On Qdos, follow the Over 75 Short term licence and pre-registration script  through 
as normal advising that someone else will be 74/75 before the caller.   

 There is no requirement to write in for a change of name in this instance 
 If a customer does not have their NINO to hand, you can process them as a non-

NINO application and advise them to call back with their NINO at a later date. If we 
are contacted later stage and the customer provides a NINO, send it to Over 75s via 
a multi form on Call Log (Qdos users should follow the Over 75 Short term licence 
and pre-registration script) 

 You still need to complete a Telephone Acceptance of Over 75 Registration Details 
form where a customer has already paid for a TV Licence up  to at least the month 
preceding their 75th birthday. There is no need to complete the form when using any 
of the two processes above  (Qdos users should follow the Over 75 Short term 
licence and pre-registration script) 

 If you select Cancel STL from the T/ENQ screen, this will cancel a previous request 
for a short-term licence form  (Bristol Qdos agents should pass the request to a team 
leader or SA. Darwen agents should complete a ‘TVL – Lassy Actions’ form on 
Outlook). 

  



 

 

Over 75 Operational Guidelines 

Over 75 Operational Main Menu 

Choose a topic from the selection below and click on the relevant image. 

Don't worry if you select the wrong one, there is a link at the bottom of each page which you 
can click to return to this menu. Scroll down to see all the options available. 
  

 

Over 75 Licence Overview and FAQs - Click the picture for more 
information. 

 

Rejected Applications (Over 75) - Click the picture for more 
information. 

 

1 year licence document (Over 75) - Click the picture for more 
information. 

 

3 year licence document (Over 75) - Click the picture for more 
information. 

 

Channel Islands and Isle of Man - Click the picture for more 
information. 

 

O75 Licence Holders Moving to an ARC address - Click the 
picture for more information. 

  

 

Licencee deceased or licence no longer required - Click the 
picture for more information. 



 

 

 

Mono to colour (Over 75) - Click the picture for more information. 

 

Change of address by Carer or POA - Click the picture to see the 
process 

 

Renewing an O75 Licence - Click the picture for more information. 

  



 

 

Over 75 Licence Overview and FAQs 

Overview 

The free licence started in November 2000, and although customers don’t pay for the 
licence, it is currently paid for on their behalf the Department of Work and Pensions 
(DWP). 

This means that anyone who is over 75 are not exempt from needing a TV Licence, 
they just don’t pay for it. 

  

Who is entitled to a free licence? 

Free licences are available to all UK residents who are over the age of 75; however 
a customer is only entitled to 1 free licence. If there are 2 people over the age of 75 
at the address only 1 licence is required. 

  

Can a customer register their details against somebody else’s licence? 

Yes, as long as they are covered by that licence and the address is classified as 
their main residence. 

  

Can a family unit have more than one free licence? 

No, the Over 75 free licence is only available for the customer’s main residence, not 
for second homes. Therefore a couple who are both over 75 couple cannot get two 
free licences by registering one partner at one address and one at the other. 

  

What if a customer lives at two addresses? 

If an over 75 year old person lives in more than one household during the course of 
the year (e.g. a parent who has no home of their own and lives with their two children 
for six months at a time), they can have a free licence at one address only. The 
primary residence should be established by reference to where the person is 
registered to vote, or where all of the normal paperwork, bills etc are sent. Details of 
any other residences lived in for part year should be entered in Customer Contacts 
or Care. The licence must not be transferred to a second address. 

  

When is a free licence issued? 

The customer will be entitled to their Over 75 free licence from the 1st of month that 
they turn 75.  If they were to turn 75 on the 31st July, the free licence would be 
issued from the 1st  July. 

  



 

 

What information is required to apply for an O75 licence? 

 Name 
 Address 
 Date of Birth 
 National insurance number or proof of age 

  

What do we accept as proof of age? 

 Passport (photocopy of date of birth page) 
 UK drivers licence 
 UK birth certificate 
 EU or EEA National Identity Card 
 If the customer’s name has changed, the customer will also need to provide a 

copy of the marriage certificate or deed poll document. 
 If the customer does not have any of the above, advise them to send TVL a 

copy of any official document with their date of birth on. TV Licensing will 
respond accordingly. 

  

Always advise customers to only send in photocopies of documents, we do not want 
original copies. 

  

How long does an O75 licence last for? 

All O75 licences are issued for 1 year only, however there can be a difference in how 
often a customer is sent a paper copy of their licence. 

  

If a customer has provided all their details, including a NINO, and they are verified 
they will be issued with a paper licence that will cover the issuing of three 1 year 
licences. 

  

If a customer has to provide proof of age to qualify for a free licence they will be 
issued with paper licence for one year. 

  

What are the O75 licence markers? 

There are four types of O75 licence markers: 

 O75P – Pre registration – This is shows when a customer’s details are 
registered on a CFL licence and they have already turned 75. 

 O75U – Under application – This shows where a customer does not have a 
licence and have already turned 75. This creates a potential O75 licence 



 

 

 O75S – Short term – This shows where a customer’s details are registered on 
a CFL licence but they don’t turn 75 until at least a month after the licence has 
expired. 

 O75F – Free – This shows when a customer’s details have been verified and 
a free licence has been issued. 

  

Do all over 75 customers apply for a licence in the same way? 

Customers in the Channel Islands and the Isle of Man may also qualify for a free 
Over 75 licence, however as the licensing regulations are different for these 
customers compared to UK customers. 

  

What if a licence is paid for by payment card? 

If the licence is on a TVL Payment Card, you will need to transfer the call through to 
TVL Cash. 

  



 

 

1 year licence document (Over 75) 

Some customers who are over 75 years of age still get issued with a physical TV Licence 
document every year. 

These customers either don’t have a National Insurance Number (Nino) or their Nino has 
previously been supplied to TV Licensing but cannot be confirmed by the Department of 
Work and Pensions. 

1) To identify a person who has been issued with a one year licence document: 

Qdos users 

Qdos users 

Look at the ‘Letter Ref’ column via the Qdos’ ‘Licence Letter History View’ script, ‘View’ flow. 
If the entry says ‘REN3YRS’ then this is a three year document. 

 

Also in customer contacts the code will show as NNR (Non-NINO Renewal), when the 
licence is up for renewal. 

Lassy users 

If the ‘Prt Freq’ field on the ‘General Enquiries’ is blank, then the customer has previously 
been issued with a one year licence document. 

 

2) If you receive an enquiry from an over 75 person who has been issued with a one year 
licence document and who needs to renew it, you should take the following action: 

Qdos users 

Select the Call Reason ‘O75 Enquiries’ and answer the questions as appropriate. 

Lassy users 

Complete a Multi form and send it to ‘Over 75 – Over 75’ stating that either the licence is still 
required or it is no longer required. Do not ask for or take the customer’s Nino. 

Incorrectly issued licences 

In some cases, non-Nino customers may have been sent a three year licence document in 
error. In these circumstances you should apologise and still follow the renewal process as 
shown above. 



 

 

3 year licence document (Over 75) 

Useful information 

These licences are issued in the format of three 'one year licences' on one piece of paper. 
They are issued to Over 75 licence holders who have a confirmed Nino. 

The document contains three separate one-year licences, however the licences only stay 
valid for each individual year. Should the licence holder die within the second year of the 
licence, the licence will not cover any relative for a third year. The details of the new licence 
holder must be taken so that an application can be made in their name for a future licence. 

The majority of customers who are over 75 years of age now only get issued with a TV 
Licence document every three years (except on Channel Islands and the Isle of Man where 
one-year licence are issued). 

These customers have given their National Insurance Number (Nino) to TV Licensing and 
their Nino has been confirmed by the Department for Social Security. 

To identify a person who has been issued with a three year licence document: 

Qdos users 

Look at the ‘Letter Ref’ column via the Qdos’ ‘Licence Letter History View’ script, ‘View’ flow. 
If the entry says ‘REN3YRS’ then this is a three year document. 

 

Lassy users 

If the ‘Prt Freq’ field on the ‘General Enquiries’ screen says ‘3’, then the customer has 
previously been issued with a three year licence document. 

  

If you receive an enquiry from an over 75 person who has been issued with a three year 
licence document asking why they have not received their TV Licence this year; you should 
advise them that the licence that they have been issued with previously lasted for three 
years. 

The following FAQs may also help you: 

 Will this document cover the customer for three years? – Yes 
 Will the customer receive anything else from TV Licensing within the three-year 

period? – If their situation remains unchanged, they will not hear from us again during 
this time 

 Why was it changed to three years? – A trial took place during the summer of 2007 
and this was found to be preferred by our over 75 customers 

 Can the customer be sent a licence every year as before? - No, the licence will now 
be sent every three years. 

How do I request a duplicate? 



 

 

If a customer has been sent a three year licence document and requests a duplicate copy of 
it, send a 75.3a draft letter. 



 

 

Change of address by authorised person (Over 75) 

The Change of Address Policy is different for an Over 75 Licence. You can action the 
change of address with anyone who is a Family Member, Carer or Power of Attorney. 

To do this, you must follow the change of address script on QDOS. However, you need to 
choose the option that says the caller has moved with the licence holder, whether they have 
or not 



 

 

Channel Islands and the Isle of Man (Over 75) 

For full information click here to view the full menu for Island Over 75s - 

Island Free licences main menu. 

Island Free licences change of address 



 

 

Over 75 Licence - Licensee Deceased or Licence No 
Longer Required 

Use the chart below for guidance, simply click on the correct Yes or No. 

Over 75 Licence 
holder has... 

...moved to a nursing home 
and the licence is not 
required there 

...moved abroad ...died ...moved to a 
CLC address 

Were any 
members of the 
family unit living 
with the licence 
holder before the 
change in 
circumstance? 

Yes Yes Yes Yes or No 

No No No 

Please note - If the customer has the Over 75 Licence that covers 3 years, the current 
licence will be one that is valid on today's date. 

When processing a change of name on a O75 licence on QDOS, the change is not 
processed until the licence is due for renewal the system will leave a normal Care note to 
show the change has been requested but will not update the name until it is sent to the 
customer. 

No further free licences must be issued in the name of the deceased individual once the 
death has been reported to TV Licensing. 

  

  

  

  

  

  

  

  

  

  

  

 

 

  



 

 

------------------------------------------------------------------------------------------- 

The Over 75 Free licence holder has moved to a nursing home, and the licence is not 
required there, and no members of the family unit were living with the licence holder 
before they moved to the nursing home. 

The Over 75 department must be advised so that the free licence can be cancelled. 

Call Centre Qdos users - Follow the O75 cancellation script on Qdos.   

Correspondence - Forward it to the Over 75 Department. 

Email - Change the category to the appropriate Over 75 option. 

Back to the top 

 --------------------------------------------------------------------------------------------- 

Over 75 Free licence holder has moved to a nursing home, and the licence is not 
required there, and there are members of the family unit who were living at the 
property with the licence holder before they moved into the nursing home.   

If a member of the family unit is over 75 - click here 

The Over 75 department must be advised so an Over 75 free licence application can be 
submitted for the member of the family unit that is over 75.   
 
Call Centre Lassy users – 
• Advise them that the free licence will cover them until it expires 
• Complete a Multi form explaining the situation and containing all the relevant details (DOB 
and NINO) so the person that is over 75 can apply for an Over 75 Free Licence. This will be 
issued when the other the free licence is cancelled on expiry. 
 
Call Centre Qdos users - Follow the O75 cancellation route on Qdos.   
 
Correspondence - Forward it to the Over 75 Department  
 
Email - Change the category to the appropriate Over 75 option 

If members of the family unit are NOT over 75 - click here 

The Over 75 department must be advised of the name of the relative, so a reminder will be 
sent in their name when the free licence expires. 

Call Centre Lassy users – 

• Advise them that the free licence will cover them until it expires 

• Complete a Multi form to the Over 75 department explaining the situation and containing 
the name of the person that is still at the address, so a reminder will be sent in the new 
name when the free licence expires. 

Call Centre Qdos users - Follow the O75 cancellation script on Qdos.   

Correspondence - Forward it to the Over 75 Department 

Email - Change the category to the appropriate Over 75 option. 

Back to the top 



 

 

------------------------------------------------------------------------------------------------ 

The Over 75 Free licence holder has moved / is moving abroad, and no members of 
the family unit were / are living with the licence holder before they move / moved 
abroad. 

The Over 75 department must be advised so that the free licence can be cancelled. 

Call Centre Qdos users - Follow the O75 cancellation script on Qdos.   

Correspondence - Forward it to the Over 75 Department. 

Email - Change the category to the appropriate Over 75 option. 

Back to the top 

--------------------------------------------------------------------------------------------------- 

The Over 75 Free licence holder has moved or is moving abroad, but there were / are 
members of the family unit who were / are living with licence holder before they move 
/ moved abroad.   

If a member of the family unit is over 75  - click here 

The Over 75 department must be advised so an Over 75 free licence application can be 
submitted for the member of the family unit that is over 75.   

Call Centre Lassy users - 

• Advise them that the free licence will cover them until it expires 

• Complete a Multi form explaining the situation and containing all the relevant details (DOB 
and NINO), so the person that is over 75 can apply for an Over 75 Free Licence. This will be 
issued when the other the free licence is cancelled on expiry 

Call Centre Qdos users - Follow the O75 cancellation script on Qdos.   

Correspondence - Forward it to the Over 75 Department 

Email - Change the category to the appropriate Over 75 option. 

If members of the family unit are NOT over 75  - click here  

The Over 75 department must be advised of the name of the relative, so a reminder will be 
sent in their name when the free licence expires. 

Call Centre Lassy users – 

• Advise them that the free licence will cover them until it expires 

• Complete a Multi form to the Over 75 department explaining the situation and containing 
the name of the person that is still at the address, so a reminder will be sent in the new 
name when the free licence expires. 

Call Centre Qdos users - Follow the O75 cancellation script on Qdos.   

Correspondence - forward it to the Over 75 Department 

Email - change the category to the appropriate Over 75 option. 

Back to the top 



 

 

 ---------------------------------------------------------------------------------------------------- 

Over 75 Free licence holder dies and no members of the family unit were living with 
the licence holder when he or she passed away. 

The Over 75 department must be advised so that the free licence can be cancelled and a UP 
guard applied. 

Call Centre Qdos users - Follow the O75 cancellation script on Qdos, then apply an UP 
guard to the old address.   

Correspondence -Forward it to the Over 75 Department. 

Email - Change the category to the appropriate Over 75 option. 

  

Back to the top 

 ----------------------------------------------------------------------------------------------------- 

Over 75 Free licence holder dies and there are members of the family unit who were 
living with the licence holder when he or she passed away.   

If a member of the family unit is over 75  - click here 

The Over 75 department must be advised so an Over 75 free licence application can be 
submitted for the member of the family unit that is over 75.   

Call Centre Lassy users – 

• Advise them that the free licence will cover them until it expires 

• Complete an Over 75 Deceased form, so an Over 75 free licence application can be 
submitted for the member of the family unit that is over 75 – they will need to submit their 
DOB and NINO. 

Qdos users - Follow the O75 cancellation script on Qdos.   

Correspondence - Forward it to the Over 75 Department 

Email - Change the category to the appropriate Over 75 option 

If members of the family unit are NOT over 75  - click here  

The Over 75 department must be advised of the name of the surviving relative, so a 
reminder will be sent in their name when the free licence expires. 

Call Centre Lassy users – 

• Advise them that the free licence will cover them until it expires 

• Complete an Over 75 Deceased form, so a reminder will be sent in the new name when 
the free licence expires. 

Call Centre Qdos users - Follow the O75 cancellation script on Qdos.   

Correspondence - Forward it to the Over 75 Department 

Email - Change the category to the appropriate Over 75 option. 

 Back to the top 



 

 

 ------------------------------------------------------------------------------------------------------ 

The Over 75 Free licence holder has moved to a CLC address 

If an Over 75 Free licence holder moves to a CLC address, advise the CLC department of 
the new address.  They will then deal with the change of address and arrange for the 
customer’s details to be updated. 

Call Centre Qdos users - Follow the change of address script and complete a Multi form to 
the CLC department explaining the situation and containing all the relevant details. 

Correspondence - Forward it to CLC department. 

Email - Change the category to the appropriate CLC option. 

Back to the top 

  



 

 

Over 75 licence - Mono to Colour 

If a customer holds a free over mono 75 TV Licence and applies for a free colour licence, the 
Over 75 department will, on notification from you, issue the customer with a free over 75 
colour TV Licence that has the same expiry date as the mono licence that the customer 
already holds. 

After renewal, the free licence will continue to be a free over 75 colour TV Licence. 

  



 

 

O75 Licence Holders Moving to an ARC address.    

If an Over 75 Licence holder who has already provided their Nino to us for their free licence, 
subsequently moves to a residence in a qualifying ARC scheme, and provides their Nino to 
the residential home, this will automatically remove the licence from their original address 
and set that address’ status to Moved.   

The old address will then start to receive Homemover mailings and the O75 customer will 
then be added to the ARC licence. 

If you are contacted by an O75 customer (or a member of their family) who has moved into 
an ARC address stating that they are now receiving Unoccupied Address mailings to the old 
address, inform them of the above procedure. 

These letters are addressed to ‘The Occupier’ and can sometimes worry the O75 customer 
or family member dealing with the property. Therefore it is important to inform the caller that 
these letters are sent because we have been notified that a change has occurred at the 
mailed address (e.g. the O75 customer has now moved into an ARC address). 

If the property is going to be unoccupied for more than a month suggest to the caller that you 
can place a guard on the address to stop the letters. 

If the property is now occupied and/or a television is in use, follow your normal application 
procedure. 

Please note - On the system the customer may seem to have an ARC licence in addition to 
their O75  licence. They are only covered by the ARC licence when it is next renewed and 
the O75 licence is then cancelled.  The reason why the O75 licence is transferred to the 
ARC address is so that the Department of Work and Pensions (DWP) do not get charged 
more than once for a customer for the same period. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

Over 75  - Rejected Applications  

If an Over 75 application is rejected we will automatically write to the customer to ask them 
to resubmit their details to confirm that they are eligible for the Over 75 Licence. The reasons 
for rejection are: 

 Too young - where the date of birth indicates that the customer will not be 75 before 
their current licence expires.   

 Duplicate Application - where the customer has applied twice either at the same 
address or at two different addresses (we will tell these people that we have 
cancelled one of their applications). 

 Duplicate NINO - where the same NINO has been used by two different people. 
 NINO not found on the DWP database. Where the NINO supplied by the customer is 

not found in the DWP supplied data in Flossy. 

When they resubmit their details we will carry out another check against Flossy if this is 
successful a licence will be sent out. 

Second application rejected 

If the application fails a second time, then the customer will receive a letter telling them to 
send photocopies of proof of age to TV Licensing, Darlington. DL98 1TL. The following are 
acceptable proofs: 

 Passport (photocopy of date of birth page), UK driver’s licence, UK birth certificate or 
EU or EEA National Identity Card. 

  If the customer’s name has changed, the customer will also need to provide a copy 
of the marriage certificate or deed poll document. 

If the customer does not have any of the above, advise them to send TVL a copy of any 
official document with their date of birth on. TV Licensing will respond accordingly. 

Once the validated application is received the details will be entered onto FLOSSY and the 
customer will automatically be sent their licence. 

If the customer fails to respond to our ‘rejected’ letters, then their application will be 
cancelled, the Over 75 pre registration cancelled and the licence status will revert to 
unlicensed on expiry and the appropriate mailing cycle will commence. 

  



 

 

Over 75 Guidelines 

Renewing a NINO licence 

For all of those customers with a NINO that has been verified, a new licence will be sent out 
automatically to replace their existing licence as long as their details continue to appear on 
the data provided by the Department for Work and Pensions. 

These licences will be issued in the format of three 'one year licences' on one piece of 
paper. 

Renewing a non-NINO licence 

For customers without a verified Nino, they will be sent a letter asking them to call TV 
Licensing to confirm that the licence is still required. 

Lassy users 

If you receive a call of this nature, send a Multi form to Over 75s with the customers licence 
details and write in the freetext box either: 

'Renew No Nino Licence' or 'Cancel No Nino Licence' . 

The text you include is dependent on whether the licence is needed or not. You will need to 
check that the licence holder is still resident at the address and still requires the licence. 

Non-NINO licences will be issued as one year licences and will not be issued in the form of 
a 'three year licence'. 

Qdos users   

Renewing a Non-nino licence: 

Follow the ‘O75 enquiries’ script selecting the ‘Renewal’ route.  If your computer has 
FLOSSY behind it, the renewal will be done automatically.  If you are given a multiform to fill 
in, enter 

The licence details and advise 'Renew No Nino Licence'. 

You will need to check that the licence holder is still resident at the address and still requires 
the licence. 

Non-NINO licences will be issued as one year licences and will not be issued in the form of a 
'three year licence'. 

No Nino licence renewal not required: 

You should follow the Over 75 cancel script. 

  



 

 

Over 75 Pre-registeration Guidelines 

Over 75 Pre-registration guidelines menu 

Choose a topic from the selection below and click on the relevant image. 

Don't worry if you select the wrong one, there is a link at the bottom of each page which you 
can click to return to this menu. Scroll down to see all the options available. 
  

 

Over 75 Pre-registration: Mandate Cancellation when pre-
registered - Click the picture for more information. 

 

Over 75 Pre-registration: Covered by a Counterfoil licence - Click 
the picture for more information. 

 

Over 75 Pre-registration: Not 75 until after current licence 
expires - Click the picture for more information. 

 

Over 75 Pre-registration: Not 75 until after DD licence expires - 
Click the picture for more information. 

 

Over 75 Pre-registration: Over 75 and covered by a licence - 
Click the picture for more information. 

 

Over 75 Pre-registration: Over 75 and covered by a DD licence - 
Click the picture for more information. 

 

Over 75 Pre-registration: Over 75 and not covered by a licence - 
Click the picture for more information. 



 

 

 

Over 75 Pre-registration: Turning 75 during current licence - 
Click the picture for more information. 

 

Over 75 Pre-registration: Turning 75 during current licence (DD) 
- Click the picture for more information. 

  



 

 

Mandate Cancellation When Pre-Registered for 75 
Free Licence 

There are occasions when a customer contacts us to cancel their Direct Debit, 
however their licence is already pre-registered to renew as an Over 75 Free licence. 
To achieve a first time resolution in these situations, there are a number of things 
you can do. Here are some helpful hints and tips to help you. 

1. Before cancelling the direct debit, look at the licence details to see if the 
customer has already pre-registered. If they have: - 

 Advise the customer the Direct Debit does not need to be cancelled 

 The licence will be automatically cancelled when the free licence is 
issued 

 Any overpayment will be refunded into their bank account. 

2. If you are performing cancellations from a rejected Antic pending item, and 
you note that the licence has been pre-registered: - 

 Telephone the customer using the telephone number provided either 
on the form or recorded in Care or Customer Contacts 

 Advise the customer the Direct Debit does not need to be cancelled 

 The Direct Debit will be automatically cancelled when the free licence 
is issued 

 Any overpayment will be refunded into their bank account. 

3. If you are performing cancellations from a rejected Antic pending item, that has 
already been completed, and you note that the licence has been pre-registered, but 
there is NO telephone number provided on either the Antic item or in Customer 
Contacts or Care: - 

 Under the terms and conditions of the Direct Debit Guarantee, you 
MUST proceed with the cancellation, even if this will result in the 
customer needing to purchase a short-term licence to cover them until 
their free licence comes into effect. 

4. If the customer calls to cancel their Direct Debit, the licence has previously 
been pre-registered, the customer has already cancelled at the bank and a 
BACANC shows in the payment history: - 

 Carry out the Mandate Cancellation. 
 Complete a MULTI FORM to the O75 department informing them of the 

situation, so they can make arrangements for the free licence to be 
sent. 

If you have any questions please speak to your team leader. 



 

 

If the applicant is covered by a CFL licence 

Qdos users should follow the appropriate route. 

To register someone for a Free Over 75 Licence on LASSY: 

 Access the licence in G/Enq or T/enq 

 Click on the O75REG Soft key (this will take you to Pre-Registration of Over 75 
Licensee) 

 If the applicant does NOT have a National Insurance Number change NON-
NINO to “Y” and leave the NINO section blank (this will produce a letter asking 
the for more information known as a CCL letter) 

 If the applicants name is different to that on the licence enter the applicants 
name in New Name field (for Lassy in LASSY edited format i.e. 1P/SMITH) 

 Leave the Telephone Number and Customer Date blank 

 Press Enter (if NON-NINO was N and no National Insurance Number) 
 Enter the applicants date of birth 

 If the applicant knows their National Insurance Number leave NON-NINO as “N” 
and enter the applicants NINO 

 If the applicant doesnt know their National Insurance Number leave NON-NINO 
as “N” and leave the NINO section blank Insurance Number was entered you will 
need press F12 to confirm the details are correct) 

If the applicant is already over 75 

After their details have been matched to the DWP database their Free Over 75 
licence will be sent within the next 21 days. 

If the applicant will turning 75 during this licence 

After their details have been matched to the DWP database their Free Over 75 Licence will 
be sent out just before the 75th birthday, and if a refund is due a cheque to the original 
licence holder will be sent at the same time. 

Important 

Do not record the date of birth and/or NINO in Care or Customer Contacts. 

  



 

 

Applicant is not 75 until after current licence expires 

Qdos users: 

Follow the O75 STL & Pre-Reg route 

Lassy users: 

Licence covering the applicant is paid for by: 

Television Payment  or Savings Card (TSC) 

 If applicant is 74 transfer the call to iQor so they can take the customer's National 
Insurance Number and date of birth. 

 If the applicant is not yet 74 advise them to call back to register when they are 
74. 

Direct Debit 

 If applicant is 74 and the licence is in Antic complete Call Log Telephone 
Acceptance over 75 form 

 If applicant is over 74 and the licence is not in Antic click here 

 If the applicant is not yet 74 advise them to call back to register when they are 
74. 

CFL 

 If the current licence is in its renewal stage and the applicant will be 75 during their 
next licence, advise the applicant they can purchase a short term licence and register 
at that time, for information about this click here. 

 If the current licence is not in it renewal stage advise the applicant they can register 
for a Free Over 75 licence when their current licence is under renewal and more 
information will be on the renewal. 



 

 

If applicant is NOT 75 until after the Direct Debit 
licence covering them expires 

Qdos users: 

Follow the O75 STL & Pre-Reg route 

Lassy users: 

 If the applicant is not the Licence holder or the account holder, advise them we can register 
them but the licence holder will have to contact us to cancel their licence, then register the 
applicant, click here for instructions. 

To register someone for a Free Over 75 Licence on LASSY: 

 Access the licence in G/Enq or T/enq 

 Click on the O75REG Soft key (this will take you to Pre-Registration of Over 75 
Licensee) 

 Enter the applicants date of birth 

 If the applicant knows their National Insurance Number leave NON-NINO as “N” 
and enter the applicants NINO 

 If the applicant does not know their National Insurance Number leave NON-
NINO as “N” and leave the NINO section blank 

 If the applicant does not have a National Insurance Number changes NON- 
NINO to “Y” and leave the NINO section blank (this will produce a verification 
letter asking the for more information) 

 If the applicants name is different to that on the licence enter the applicants 
name in New Name field (in LASSY edited format i.e. 1P/SMITH) 

 Leave the Telephone Number and Customer Date blank 

 Press Enter (if NON-NINO was N and no National Insurance Number was 
entered press F12 to confirm the details are correct) 

Advise the applicant that after the details have been matched to the DWP database, 
the Direct Debit will continue until they have paid enough to take them up to the 
issue of the Free Over 75 licence, then it will automatically stop and the Free Over 
75 licence will be sent just before their 75th birthday. 

Remember : If the original licence is: 

DDA their next payment plan will details the payment for a short-term licence. 

PG1 the normal payments will continue until the start of their Free Over 75 licence 
then if a refund is due a cheque will be sent to the original licence holder at the same 
time as their free licence, minus the £1.25 premium. 

GM1 payments will continue until their next licence is issued and then once enough 
payments have been made to take them up to start of the Free Over 75 licence the Direct 
Debit the be stop automatically and if any refund is due it will be sent by cheque to the 
original licence holder at the same time as their free licence. 

Important 

Do not record the date of birth and/or NINO in Care or Customer Contacts. 



 

 

Applicant Is Over 75 Already And Covered By A 
Current Licence 

Television Payment or Savings Card (TSC) 

Qdos users should follow the appropriate route. 

Lassy users - transfer the call to iQor so they can take the customer's National Insurance 
Number and date of birth. 

Direct Debit 

Qdos users should follow the appropriate route. 

Lassy users - If in Antic complete a 'Telephone Acceptance Over 75 form'. 

Lassy users - If not in Antic click here. 

CFL 

For counterfoil licences click here.  

   



 

 

 

The applicant is already 75 and is covered by a 
Direct Debit licence 

Qdos users should follow the appropriate route. 

Lassy users 

If the applicant is not the Licence holder or the account holder, advise them we can register 
them but the licence holder will have to contact us to cancel their licence, then register the 
applicant, click here for instructions 

To register someone for a Free Over 75 Licence on LASSY: 

 Access the licence in G/Enq or T/enq 

 Click on the O75REG Soft key (this will take you to Pre-Registration of Over 
75 Licensee) 

 Enter the applicants date of birth 

 If the applicant knows their National Insurance Number leave NON-NINO as 
“N” and enter the applicants NINO 

 If the applicant does not know their National Insurance Number leave NON-
NINO as “N” and leave the NINO section blank 

 If the applicant does not have a National Insurance Number changes NON- 
NINO to “Y” and leave the NINO section blank (this will produce a verification 
letter asking the for more information) 

 If the applicants name is different to that on the licence enter the applicants 
name in New Name field (in LASSY edited format i.e. 1P/SMITH) 

 Leave the Telephone Number and Customer Date blank 

 Press Enter (if NON-NINO was N and no National Insurance Number was 
entered press F12 to confirm the details are correct) 

Advise the applicant that after the details have been matched to the DWP database, 
LASSY will stop the Direct Debit automatically and the Free Over 75 licence will be 
sent in the next 21 days if a refund is due a cheque will be sent to the original licence 
holder at the same time as their free licence. 

Remember :If the original licence was: 

DDA if a refund is due a cheque will be sent to the original licence holder at the 
same time as their free licence. 

PG1 the Direct Debit will stop automatically and if a refund is due a cheque will be 
sent to the original licence holder at the same time as their free licence, minus the 
£1.25 premium. 

GM1 the Direct Debit will be stopped automatically and if there are future payments these 
will be refunded straight away and, if more money is due to be refunded, this will be sent by 
cheque to the original licence holder at the same time as their free licence. 

Important 

Do not record the date of birth and/or NINO in Care or Customer Contacts. 



 

 

Applicant is already over 75 and is not covered by a 
current licence 

Qdos users should follow the appropriate route. 

Lassy users - Remember if there is a licence at the address in the same surname you will 

have to create the potential in a corrupted name and then change it to the correct name in 
T/ENQ. 

To register the someone for a Free Over 75 Licence on LASSY: 

 Click on the O75POT Soft key (this will take you to Over 75 Unlicensed 
Applicant screen) 

 Enter the applicants name (in LASSY edited format i.e. 1P/SMITH) 
 Enter the applicants addcode 

 Enter the applicants date of birth 

 If the applicant knows their National Insurance Number leave NON-NINO as 
“N” and enter the applicants NINO 

 If the applicant does not know their National Insurance Number leave NON-
NINO as “N” and leave the NINO section blank 

 If the applicant does not have a National Insurance Number change NON-
NINO to “Y” and leave the NINO section blank (this will produce a verification 
letter asking for more information) 

 Leave the Telephone Number and Customer Date blank 

 Press Enter (if NON-NINO was N and no National Insurance Number was 
entered, press F12 to confirm the details are correct) 

Then either a new licence number will be generated, or if there is another O75 
licence at the address it will show that licence information. To link the newly 
generated licence to an existing licence so it will start after the expiry of the other 
O75 licence: 

 select the number to the left of the licence 

 press Enter 
 If no link is required press F3. The new licence number will now be generated. 

Advise the applicant that if all the details are correct with the DWP they will be sent their 
Free Over 75 Licence within 21 days. 

Important 

Do not record the date of birth and/or NINO in Care or Customer Contacts. 



 

 

Applicant is turning 75 during the current licence 

The licence covering the applicant is paid for by 

Television Payment or Savings Card (TSC) 

Qdos users should follow the appropriate route 

Lassy users should transfer the call to iQor so they can take the customer's National 
Insurance Number and date of birth. 

Direct Debit 

Qdos users should follow the appropriate route 

Lassy users - If in Antic complete Call Log Telephone Acceptance Over 75 form 

Lassy users - If not in Antic Click Here 

CFL 

Click Here 



 

 

The applicant will be 75 during the Direct Debit 
licence covering them 

If the applicant is not the Licence holder or the account holder, advise them we can register 
them but the licence holder will have to contact us to cancel their licence, then register the 
applicant, click here for instructions 

Qdos users should follow the appropriate route. 

Lassy users - to register someone for a Free Over 75 Licence: 

 Access the licence in G/Enq or T/enq 

 Click on the O75REG Soft key (this will take you to Pre-Registration of Over 75 
Licensee) 

 Enter the applicants date of birth 

 If the applicant knows their National Insurance Number leave Non-Nino as “N” 
and enter the applicants Nino 

 If the applicant doesnt know their National Insurance Number leave Non-Nino as 
“N” and leave the Nino section blank 

 If the applicant doesnt have a National Insurance Number changes Non-Nino to 
“Y” and leave the Nino section blank (this will produce a CCL letter asking the for 
more information) 

 If the applicants name is different to that on the licence enter the applicants 
name in New Name field (in LASSY edited format i.e. 1P/SMITH) 

 Leave the Telephone Number and Customer Date blank 

 Press Enter (if Non-Nino was N and no National Insurance Number was entered 
press F12 to confirm the details are correct) 

Advise the applicant that after the details have been matched to the DWP database, 
the Direct Debit will continue until they have paid enough to take them up to the 
issue of the Free Over 75 licence, then it will automatically stop and the Free Over 
75 licence will be sent just before their 75th birthday. 

Remember : If the original licence is 

DDA if a refund is due a cheque will be sent to the original licence holder at the 
same time as their free licence. 

PG1 the normal payments will continue until the start of their Free Over 75 licence 
then if a refund is due a cheque will be sent to the original licence holder at the same 
time as their free licence, minus the £1.25 premium. 

GM1 if enough payments have been made to take them up to start of the Free Over 75 
licence the Direct Debit the be stop automatically and if there are future payments these will 
be refunded straight away and, if more money is due to be refunded, this will be sent by 
cheque to the original licence holder at the same time as their free licence. Normal payments 
will continue if enough payments haven't been made to take them up to start of the Free 
Over 75 licence. 

Important 

Do not record the date of birth and/or Nino in Care or Customer Contacts. 



 

 

Payment Methods 

akinika Debt Recovery Ltd 

.akinika Debt Recovery Ltd Menu 

How to handle enquiries from DD customers 

How to handle enquiries from TVL Cash customers 

Lassy users - How to deal with Direct Debit for customers that have returned DCA 

Contact details 

FAQs 

Debt Recovery System Letter 

Responses from the TV Licensing website regarding akinika Debt Recovery 



 

 

akinika Debt Recovery - FAQs 

FAQs about letters advising customers their account may be passed to akinika Debt 
Recovery Ltd. 

I can't afford to pay this before (xx date) 

We need you to clear the amount that was returned unpaid, if you can't do that now 
or before the (xxdate), your account will be sent to akinika Debt Recovery Ltd and 
you will then deal with them directly to agree an arrangement to clear the 
outstanding amount. (Letter: akin1) 

I don't want you to send my account to a debt collection firm 

In order to avoid your account being passed to akinika Debt Recovery Ltd you need 
to clear the amount unpaid of £(xx) to bring your account up to date. (Letter: akin2) 

Why are you passing my account to a debt collection firm? 

TV Licensing has taken the decision to transfer the accounts of customers who miss 
consecutive Direct Debit payments to akinika Debt Recovery. This is designed to 
ensure that everyone pays; being fair to the vast majority of customers who do pay 
and helping those customers who are struggling to make their payments. (Letter: 
akin3) 

What happens if I don't pay? 

If the outstanding payment returned from your bank of £(xx) is not made then your 
account will be passed to akinika Debt Recovery Ltd and you will need to deal 
directly with them regarding your arrears.  If you still don't pay what you owe, we will 
cancel your TV Licence. If you then watch or record programmes as they're being 
shown on TV without  being covered by a licence, you risk prosecution and a fine. 
(Letter: akin4) 

Who are akinika? 

akinika Debt Recovery Ltd is a debt collection agency and is regulated by the 
Financial Conduct Authority.  They have been authorised to collect your arrears on 
behalf of TV Licensing. (Letter: akin5) 

What will akinika do if my account is passed to them? 

akinika Debt Recovery Ltd have been authorised by TV Licensing to collect your 
arrears. They will contact you to agree an arrangement to clear this balance. If you 
miss more payments against your plan whilst at akinika they will be added to the 
arrears akinika is authorised to collect from you. (Letter: akin6) 

I've received a letter from akinika but I don't want to deal with them. 

Your account is no longer with TV Licensing. You need to speak to akinika Debt 
Recovery Ltd to make an arrangement to clear your arrears. Once you have cleared 
your arrears, your account will be passed back to TV Licensing. (Letter: akin7) 



 

 

I've had a letter from akinika. I'm struggling to pay and am worried about my 
account being with a debt collector. 

Your account is no longer with TV Licensing. You need to speak to akinika Debt 
Recovery Ltd to make an arrangement to clear your arrears.  You can get free, 
confidential and impartial debt advice from not-for-profit organisations like Citizens 
Advice, Money Advice Service, National Debtline and StepChange Debt Charity. 
(Letter: akin8) 

Can I pay on the TV Licensing website? 

Once your account has been given to debt collection you must only deal with akinika 
Debt Recovery Limited. You will not be able to make payments towards any debt or 
for your current licence on the TV Licensing website. You can however, make 
payments on the akinika website at www.akinika.co.uk  (Letter: akin11) 



 

 

akinika Debt Recovery Ltd Contact details 

Write to: 

akinika Debt Recovery Ltd, 
33-34 Winckley Square, 
Preston 

PR1 3EL 

Call them direct on 01772 220952 

Lines are open:  8am to 9pm Monday to Friday  
8am to 5pm on Saturday. 

By email send your query with your contact details and reference number to: 

enquiries@akinika.co.uk or visit their website www.akinika.co.uk 

(Also available on letter : akin9) 



 

 

Debt Recovery System Letter 

Click on the titles below to view letters. 

CLF - DCA Entry letter 

CLF - DCA Exit in arrears - part paid future expiry 

CLF - DCA Exit in arrears - zero paid 

CLF - DCA Exit - part paid past expiry 

CLF - DCA Exit - up to date +6 months 

CLF - DCA Exit - up to date 3 to 6 months 

CLF - DCA Exit - up to date less than 3 month 

  



 

 

How to handle enquiries from DD customers 
regarding akinika Debt Recovery Ltd 

How to identify these customers on the system 

DD Customer who have been passed to akinika Debt Recovery Ltd will show as 
‘DCA Frozen’ on the payment history in QDOS and Lassy. 

For detailed information on how to deal with these queries use these links: 

Contact Centre agents 

  

Refund agents 

  

Blind licence team agents 

  

Over 75 team agents 

  

Capita India agents 

  

Back Office Agents - Capita India (Scenarios Quick Guide) 

  

Back Office Agent  - Bristol & Darwen (Scenarios Quick Guide) 

  

CST & CR agents: 

  

CST Correspondence & CST Telephony 

  

How to recall a licence 

  

Customer Relations agents 

  



 

 

How to handle enquiries from TVL Cash customers 
regarding alinika Debt Recovery Ltd 

How to identify these customers on the system 

TVL Cash customers who have been passed to akinika Debt Recovery Ltd will still 
show on Qdos or Lassy as a TV Licensing Payment Card licence with a 12/20 expiry 
date. 

How do I deal with these queries? 

In all cases: 

• Call centre staff should transfer the customer to akinika 

• Email and corres staff should forward the query to akinika as trained 

• COS staff should redirect the query to the ‘Email – Complex’ queue 

• Customer Relations staff should process these types of queries as trained. 

Specific guidance for call centre staff using Qdos 

If you deal with a query of this nature, transfer the call to akinika using the relevant 

speed dial. 

On Qdos: 

• Select Call Group ‘Enquiries’ 

• Select Call Reason ‘General Policy Enquiries’ 

• Select the appropriate ‘Prompt’ and ‘Line Type’, click ‘Submit’ 

• Click on ‘Transfer’ in the left hand navigation bar 

• Transfer the call and click ‘Submit’ 

• Complete ‘End Call’ script. 

  



 

 

Responses from the TV Licensing website regarding 
akinika Debt Recovery 

If a customer attempts to make a payment online whilst their account is with 
akinika they will receive this message: 

We were unable to complete your request as your debt has been passed to akinika 
Debt Recovery Ltd. To make your payment, please visit www.akinika.co.uk or call 
them on 01772 220954. Lines are open 8am to 9pm Monday to Friday and 8am to 
5pm on Saturday. No money has been taken from your card. 

Website contact us requests where the customer states "my payment plan on 
the website is not up to date with payments I've made to akinika" they will 
receive this message: 

The TV Licensing website only shows the payments you made prior to your account 
being passed to akinika Debt Recovery Ltd. If you call them direct on 01772 220952 
they will be able to give you an up to date balance of your account. 

(Also available on letters : akin10 and akin12) 



 

 

Lassy users - How to deal with Direct Debit for 
customers that have returned DCA 

This is due to a problem with setting up Direct Debits in LASSY for customers who have 
returned from DCA. When using RECTSU to set up a Direct Debit the plan is not taking into 
account any payments that have been made in DCA and therefore calculates the payments 
incorrectly.  

LASSY users - If a customer has returned from DCA and wants to set up a Direct Debit 
the C/PLAN screen must be used to do this and not RECTSU. 



 

 

Cheques 

Missing Cheque Payments - Admin Process 

When a customer sends a cheque for payment of a television licence it should take up to ten 
working days for the licence to be issued and received by the customer. 

The Investigation Team are responsible for tracing missing cheques. 

When a customer informs you they sent a cheque payment to TV Licensing more than ten 
working days ago but a licence has not been issued, you should redirected their query to the 
Investigation Team.   

What process do I need to follow? 

All details should be captured, including the SmartAgent message number, and requests 
must now be sent via email to TVL - Cheque Payment Enquiries.   

When this has been done you need to send a DL51.65 letter to the customer, place a UP 
guard on the address and close the SmartAgent case.  DO NOT hold the case. 

All of the following information is required to trace the customer’s payment and must be 
supplied to allow the cheque payment to be traced: 

•         Name on the licence 

•         Licence number and/or licence address 

•         Cheque details including sort code, account number, cheque number 

•         Date payment cleared on customer’s bank statement 

Or 

•         Copies of the front and back of the cheque 

•         Copies of the customer’s bank statement showing the customer’s account details and 
payment to TV Licensing 

A note of ‘Chq payment query email sent’ should also be entered in the Customer 
Contacts/Care notes to record that this has been forwarded to the Investigation Team. 

What should I advise the customer? 

The customer should be advised that the Investigation Team will need trace the cheque 
payment and it will take up to ten working days to get a response to the customer. The team 
will either issue the customer with a licence when the cheque has been traced. 

Anything else? 

DO NOT send repeat requests for information during this period as this can cause 
duplication of work and slow down the trace process. 

ALWAYS check the Customer Contacts/Care notes to see whether an investigation email 
has already been sent off, i.e. does ‘Chq payment query email sent’ show? 



 

 

Missing Cheque Payments - Call Process 

When a customer sends a cheque for payment of a television licence it should take up to ten 
working days for the licence to be issued and received by the customer. 

The Investigation Team are responsible for tracing missing cheques. 

When a customer informs you they sent a cheque payment to TV Licensing more than ten 
working days ago but the licence cannot be found and therefore may not have been issued, 
you should redirected their query to the Investigation Team.   

What process do I need to follow? 

Until further notice do not use the Qdos Licence Held Claim script for this call scenario. 

All details should be captured and requests must now be sent via email to TVL - Cheque 
Payment Enquiries.   

All of the following information is required to trace the customer’s payment and must be 
supplied to allow the cheque payment to be traced: 

•         Name on the licence 

•         Licence number and/or licence address 

•         Cheque details including sort code, account number, cheque number 

•         Date payment cleared on customer’s bank statement 

Or 

•         Copies of the front and back of the cheque 

•         Copies of the customer’s bank statement showing the customer’s account details and 
payment to TV Licensing 

To log the call in Qdos simply use the General Enquiries script, General Enquiries route and 
then in End Call enter a manual note, ‘Chq payment query email sent’.    

What should I advise the customer? 

The customer should be advised that the Investigation Team will need to trace the cheque 
payment and it will take up to ten working days to get a response to the customer. The team 
will either issue the customer with a licence when the cheque has been traced. 

Anything else? 

DO NOT send repeat requests for information during this period as this can cause 
duplication of  work and slow down the trace process. 

ALWAYS check the Customer Contacts/Care notes to see whether an investigation email 
has already been sent off, i.e. does ‘Chq payment query email sent’ show? 

  



 

 

Missing Cheque Payments - Customer Relations 
Process 

When a customer sends a cheque for payment of a television licence it should take up to ten 
working days for the licence to be issued and received by the customer. 

The Investigation Team are responsible for tracing missing cheques. 

When a customer informs you they sent a cheque payment to TV Licensing more than ten 
working days ago but a licence has not been issued, you should redirected their query to the 
Investigation Team. 

What process do I need to follow? 

All details should be captured and requests must now be sent via email to TVL - Cheque 
Payment 

Enquiries. 

All of the following information is required to trace the customer’s payment and must be 
supplied to allow the cheque payment to be traced: 

· Name on the licence 

· Licence number and/or licence address 

· Cheque details including sort code, account number, cheque number 

· Date payment cleared on customer’s bank statement 

Or 

· Copies of the front and back of the cheque 

· Copies of the customer’s bank statement showing the customer’s account details and 
payment to TV Licensing 

A note of ‘Chq payment query email sent’ should also be entered in the Customer 
Contacts/Care notes to record that this has been forwarded to the Investigation Team. 

What should I advise the customer? 

The customer should be advised that the Investigation Team will need to trace the cheque 
payment and it will take up to ten working days to get a response to the customer. 

The licence, or refund, will then be processed by the Investigation Team and the case closed 
by reporting back to the Customer Relations Team. You should then confirm this information 
with the customer. 

If further information is needed from the customer then you will need to contact the customer 
to request this. 

Anything else? 

DO NOT send repeat requests for information during this period as this can cause 
duplication of work and slow down the trace process.   

ALWAYS check the Customer Contacts/Care notes to see whether an investigation email 
has already been sent off, i.e. does ‘Chq payment query email sent’ show? 



 

 

Payment by cheque 

Cheque payments for a NEW licence 

Customers should send a cheque for the full fee amount along with a covering letter giving 
the following details: Licence holders name and the address the licence will cover. 

They should also write this information on the back of the cheque, in case the cheque and 
the letter get separated. 

Cheque payments for a RENEWAL licence 

Customers should send a cheque for the full fee amount along with their renewal letter. 

They should also write this information on the back of the cheque, in case the cheque and 
the renewal letter get separated. 

What address should customers send their payments? 

New and renewal cheque payments should be sent to: 

TV Licensing. Darlington DL98 1TL 



 

 

Debit & Credit Card 

Debit and Credit Card - Authorisation Codes 

There is no requirement to provide an authorisation code when a card payment is 
processed. 

If a customer wants to verify that a card payment was successfully, Qdos does advise if the 
payment was accepted or declined. The customer should also refer to their card statement. 

  

  



 

 

Debit and Credit Card refusals 

In all cases, if a debit or credit card is refused, tell the customer that the payment has been 
declined and request an alternative card or payment. 

If the reason for the decline is displayed, do not state the reason to the customer. If a 
message is displayed saying 'decline and retain', do not tell the customer or the Visiting 
Officer this, simply advise that the payment has been declined and request an alternative 
card or payment. 

If you and the customer are confident that the correct card details (including expiry date) 
have been used, and that the card is one that is accepted by us, then you should direct the 
customer to their card issuer. 

Do not discuss any other reasons for the refusal with the customer or go into any detail 
about the card service. 



 

 

Useful Tips on Debit / Credit Cards 

PAID BY CARD DIRECT TO US - NO LICENCE RECEIVED 

Qdos users should follow the appropriate route as trained. 

Lassy users should complete a 'Customer Claims Payment Made' form from Call log. 
Please complete all fields. 

In ALL cases do not advise customers immediate action will take place. These queries will 
be dealt with as soon as possible. 

  



 

 

Useful Tips on Credit / Debit Cards 

Two card payments, two licences issued (or more) 

If there is no error in processing on our part, send a 3.11 to the customer so they can 
apply for a refund of the additional payment, do not send a multi-form to the DCC 
department. 

If there is a clear error on our part, complete a multi form addressed to 'Web/Email/DCC', 
sub-category 'DCC' and include: 

 The customer’s name and address 
 The licence number 
 A daytime contact telephone number 
 The first 6 digits of the card number 
 The last 4 digits of the card number 
 The full name on the card 
 The payment date (as shown on the bank statement) 
 The payment amount (as shown on the bank statement) 

  

Do not inform the customer they will receive a call back from the DCC department - DCC will 
only contact the customer if more information is required or if there is a problem resolving 
their query. 

If the correct information is captured at the time of the call, no call back will be necessary. 



 

 

Useful Tips on Debit / Credit Cards 

Two or more card payments on one licence 

Complete a multi-form addressed to 'Web/Email/DCC', sub-category 'DCC' and include: 

 The customer’s name and address 
 The licence number 
 A daytime contact telephone number 
 The first 6 digits of the card number 
 The last 4 digits of the card number 
 The full name on the card 
 The payment date (as shown on the bank statement) 
 The payment amount (as shown on the bank statement) 

  

Do not inform the customer that they will receive a call back from the DCC department - 
DCC will only contact the customer if more information is required or if there is a problem 
resolving their query. 

If the correct information is captured at the time of the call, no call back will be necessary. 

Advise the customer that their account will be credited with the duplicated payment 
as soon as the double payment can be confirmed. 

There is no need for them to send in a bank statement or any additional proof. 



 

 

Useful Tips on Credit / Debit Cards 

Team Leaders / Senior Adviser 

If you are dealing with a complaint call and have queries regarding Debit/Credit Card 
payments/refunds, please contact the DCC department using the 'TVL Debit-Credit-Cards' 
email address rather than using DCC staff's individual personal email addresses. 



 

 

Useful Tips on Credit / Debit Cards 

What cards are accepted? 

TVL Website accept 

 Maestro 
 Delta 
 MasterCard 
 Visa   
 Visa Electron 

iQor accept 

 Maestro 
 Delta 
 MasterCard 
 Visa   
 Visa Electron   

PayPoint 

 Debit cards only (e.g. Maestro, Delta, Visa Electron) 

  

  

   

  



 

 

Direct Debit 

3rd Party Payers 

Direct Debit - 3rd party payers 

A 3rd party payer is someone that pays by Direct Debit for a licence that is held in 
someone else's name. 

When to use the payers screen 

Qdos will automatically ask for Payers details when appropriate. 

For Lassy users, all third party Direct Debit payers must have their name and address 
recorded in the payers screen available via RECTSU. 

The bank account holder cannot waiver the payer option. 

The payer's screen should be used for all Direct Debit information received by TV 
Licensing via an inbound or outbound telephone call, a form or letter, or via the web; 
when the licence holder is not listed as an account holder of the account used. This 
includes family members. 

If setting up a third party payer but you do not have a separate payer's address, the 
licence address should be used as a default. 

When not to use the payers screen 

You do not need to set up payers details if the licence holder is also the bank 
account holder or one of the account holders of a joint account. 

All departments that process Direct Debit instructions must adhere to this. 

If you are unsure how or when to use the payers screen, please speak to your Team 
Leader. 

Who can authorise a Payers change of address? 

Either the payer or a member of the payer's family who are moving with the payer 
can notify us of a change of address for the payer. Record the transaction in Care or 
Customer Contacts. 



 

 

When can payment for a licence from a 3rd party be 
accepted? 

Payment can only be accepted by telephone if the card / account holder is calling. 
The person paying does not have to be part of the family unit. 

The following scenarios outline some potential situations, and also indicate where 
licence holder permission is, and is not required: 

Scenario A Customer receives a reminder and their partner calls to set up a Direct 
Debit. This is acceptable. The payer option must be used every time. 

Scenario B - Parent calls to set up a brand new licence for their child while they are 
at University. This is acceptable. The payer option must be used every time. 

Scenario C - Renewal or new licence application via credit/debit card. This is 
acceptable as long as the cardholder is calling. 

Scenario D - Licence is already being paid by an active Direct Debit payment 
method and if monthly is in actual payments cycle. Contact is received from a third 
party (not the current account holder) wishing to take over payment for the licence. In 
this scenario we accept the new details without the licensees authority, it should be 
recorded in CARE and the payer option must be used. 

Scenario E Licence is already being paid by an active Monthly Direct Debit payment 
method and is in future payments. Contact is received from a third party (not the 
current account holder) wishing to take over payment for the licence. In this scenario 
we accept the new details without the licensees authority, but we must have 
authorisation from the old payer. If the old payer is not available to authorise the 
change to the existing mandate, it must be cancelled and any future payments 
returned to the old payer before setting up a new Direct Debit for the new payer. It 
should be recorded in CARE and the payer option must be used. 

Scenario F - A request to change the bank details is received from a 3rd party who is 
already paying for their licence. Permission of the licence holder is not required. 



 

 

When to add a Payer to a Direct Debit Licence - 
Customer Admin 

 



 

 

Payer’s Address on Qdos 

When will I be propmpted to input the Payer's address on Qdos? 

Once you have submitted the bank account details Qdos will ask 

‘Is the licence paid by the licence holder?’ 

If you answer ‘No’ to this, you will be presented with the Payer’s details capture fields. 

 

The Payer’s address details must be captured when a Direct Debit is paid by a Third Party 
Payer. This ensures they receive a copy of the Direct Debit payment plan and other Payer 
related communications. 

• Make sure the house number and street name are not split across two lines. 

• Always enter the full payers address: house number/name, street, town/city and postcode. 

• A UK address is the preferred address for a Third Party Payer. 

• Avoid unnecessary punctuation. 

• If you are unsure of how the address should be entered or need more information, use 
Caves to check the address. 

Which Caves view should I use when inputting a payer address? 

When using Caves to verify the address, you will be presented with different views of the 
address in Caves.   Caves firstly displays the address as postcode/road/ house number 
which you can’t copy for this purpose. 



 

 

 

If you select the address a window opens with standard address ‘style’ which can be used to 
copy the address for the Payer’s screen. 

 
[Redacted under section 40(2) (“personal information”) of the Freedom of Information 
Act]  
 



 

 

DD Antic Information 

Antic dates 

Antic Dates PPD 1st 

Antic payment dates for GM1 (monthly), PG1 (quarterly) and DDA (annually) for 2016 are as 
follows: 

PPD 1st of the month 

Month Into Antic Payment Date Out of Antic 

January (2016) 24 December 4January 12 January 

February 22 January 1 February 9February 

March 19 February 1 March 9 March 

April 24  March 1 April 11 April 

May 22 April 3 May 11 May 

June 20 May 1 June 9 June 

July 24 June 1 July 11 July 

August 22 July 1 August 9 August 

September 19  August 1 September 9 September 

October 23 September 3 October 11 October 

November 21 October 1  November 9 November 

December 25  November 1 December 9 December 

  



 

 

Antic Dates PPD 8th 

Antic payment dates for GM1 (monthly), PG1 (quarterly) and DDA (annually) for 2016 are as 
follows: 

PPD 8th of the month 

Month Into Antic Payment Date Out of Antic 

January 5 January 8 January 18  January 

February 3  February 8 February 16 February 

March 3 March 8 March 16 March 

April 5 April 8 April 18 April 

May 4  May 9 May 17 May 

June 3 June 8 June 16 June 

July 5 July 8 July 18 July 

August 3  August 8 August 16 August 

September 5 September 8 September 16 September 

October 5 October 10 October 18 October 

November 3 November 8 November 16 November 

December 5 December 8 December 16 December 

  

Remember, once a payment has been returned unpaid, that particular licence is no longer in 
Antic. The dates shown above may be subject to change. 



 

 

Antic Dates PPD 15th 

Antic payment dates for GM1 (monthly), PG1 (quarterly) and DDA (annually) for 2016 are as 
follows: 

PPD 15th of the month 

Month Into Antic Payment Date Out of Antic 

January 12 January 15 January 25 January 

February 10 February 15 February 23 February 

March 10 March 15 March 23 March 

April 12 April 15  April 25 April 

May 11 May 16  May 24  May 

June 10 June 15 June 23 June 

July 12 July 15 July 25 July 

August 10 August 15  August 23 August 

September 12 September 15 September 23 September 

October 12 October 17 October 25 October 

November 10 November 15 November 23 November 

December 12 December 15 December 23 December 

Remember, once a payment has been returned unpaid, that particular licence is no longer in 
Antic. The dates shown above may be subject to change. 



 

 

Antic Dates PPD 22nd 

Antic payment dates for GM1 (monthly), PG1 (quarterly) and DDA (annually) for 2016 are as 
follows: 

PPD 22nd of the month 

Month Into Antic Payment Date Out of Antic 

January 19 January 22 January 1 February 

February 17 February 22  February 1 March 

March 17 March 22  March 30 March 

April 19 April 22 April 3 May 

May 18 May 23 May 1 June 

June 17 June 22 June 30 June 

July 19 July 22 July 1 August 

August 17 August 22 August 31 August 

September 19 September 22 September 30 September 

October 19 October 24 October 1 November 

November 17 November 22 November 30 November 

December 19 December 22 December 30 December 

Remember, once a payment has been returned unpaid, that particular licence is no longer in 
Antic. The dates shown above may be subject to change. 



 

 

Anticipated Period (ANTIC) Detailed Explanation 

The anticipated period (commonly known as Antic) is the period of time between the 
actual payment requests being “sent” via Bacs to the relevant banks/building 
societies and the receipt of any unpaid notifications. 

As soon as the payment request is made on Lassy, the assumption is the payment has been 
made. Therefore the Antic period is there to ensure we receive the money before any 
refunds are made, by leaving an allowance of time to receive an unpaid advice before the 
refund is made. [Redacted under section 31 (“law enforcement”) of the Freedom of 
Information Act] 

If a Direct Debit payment is returned unpaid, that licence is then immediately out of Antic. 
Otherwise you should check the Antic dates. 



 

 

Lassy Antic guidelines 

Direct Debit - Antic Processes Guidelines (Lassy) 

There are three Direct Debit Antic procedures that can be directly processed in 
Lassy. Lassy will hold the requests and automatically process the changes once the 
licences are out of Antic. 

To see guidelines click on the process required:   

 Bank Amendments (BAMD) Change account name only 
  

 Mandate Cancellations (MC) 
  

 New Bank Account 
  

 Change DD Scheme MC followed by C/Plan 
  

 Request Change of Bank Form - COBANTIC 
    

IMPORTANT THINGS TO REMEMBER: 

 Lassy will not be able to stop a payment already requested. 
 Customers must be advised to cancel at their bank if they don't want the requested 

payment going through. 

More than one “pending” processes can be requested in the same Antic period on a 
licence. When the licence comes out of Antic the requests will be processed in the 
following order: 

 Bank Amendments requests 

 ADDACS changes from the bank 

 Mandate Cancellations requests 

 C/Plan or RECTSU requests. 

This allows us to request manual transfers of schemes during the Antic period, as Lassy will 
action the Mandate Cancel - Request to Leave Scheme first once the licence is not in Antic, 
and then the new scheme will be set up from the details entered in RECTSU. 



 

 

Direct Debit - Antic Processes Guidelines (Lassy) 

Change DD Scheme - M/C Followed By C/Plan 

(NB. Capita india staff should use Rectsu instead of C/Plan.) 

If a customer wants to change DD scheme and their licence is in Antic, a 'M/C Request to 
Leave Scheme' can be requested followed by setting up the DD again in 'C/Plan'. Lassy will 
hold the information and automatically process the requests as soon as the licence comes 
out of Antic. 

The 'C/Plan' screen should be used to if a customer want to change from one DD scheme to 
another (except PG1 to GM1 when TFR orTFR1 fast paths can be used) during Antic. 

Process: 

 In T/ENQ click on the MC soft key 
 In Confirm Mandate Cancellation screen select Option 4 Request to Leave Scheme 
 In Access Care field enter a Y or N as appropriate 
 Press Enter 
 In Confirmation Mandate Cancellation Licence Details screen at this point refer to 

Mandate Cancel guidelines re future refunds 
 Press F12 to confirm, a message will appear at the bottom of the screen: 

ANTIC PERIOD STORE DETAILS FOR LATER PROCESSING : PF12 TO 
CONFIRM 

 Press F12 to confirm. 
 If Y was selected to Access Care in the Mandate Cancellation screen, Lassy will now 

go to Care. 
 In T/ENQ - MC PENDING will appear in payment history 
 In T/ENQ click on the C/Plan soft key 
 Complete as trained 

REQUEST SUCCESSFULLY COMPLETED 

 Lassy has now stored the Direct Debit instruction in pending, so the request 
has been completed. 

 RECTSU PND now shows in the payment history. 
 When the Antic period is over, the Lassy will automatically process the mandate 

cancel, add the MC REQ LVE to the payment history then process the Direct Debit 
instruction and add Rcvd BPI and the date when the amendment took place to the 
payment history. 

 A letter confirming the new scheme has been set up and personal payment 
plan (if applicable) will be sent out to the customer. 

Stopping The Payment From The Old Account 

Advise the customer that the payment requested cannot be stopped. If the customer 
wants to stop the requested payment advise them to cancel the Direct Debit at bank 
before the payment due. When the payment is return UNPAID Lassy will not send 
out an unpaid letter, it will automatically process all pending instructions held. 



 

 

Revocation 

In cases where the mandate cancel will cause the licence to be revoked due to no 
payments being made on it yet, follow the above process. As the licence will go into 
revocation once the mandate cancel is actioned, the change of scheme (RECTSU 
PND) will not take place automatically. An exception report will be produced and the 
RECTSU PND will manually keyed. 

The error reports will show all the requests that did not go through due to conflicting 
information. 

More than one “pending” processes can be requested in the same Antic period on a 
licence. When the licence comes out of Antic the requests will be processed in the 
following order: 

 Bank Amendments requests 

 Addacs changes from the bank 

 Mandate Cancellations requests 

 C/Plan or Rectsu request. 

This allows us to request manual transfers of schemes during the Antic period, as Lassy will 
action the Mandate Cancel- Request to Leave Scheme first once the licence is not in Antic, 
and then the new scheme will be set up from the details entered in C/Plan. 



 

 

Direct Debit - Antic Processes Guidelines (Lassy) 

Mandate Cancellations (M/C) 

If a customer wants to cancel their Direct Debit and their licence is in Antic, a 
mandate cancellation request can be actioned. Lassy will hold the information and 
automatically process the request as soon as the licence comes out of Antic. 

Process: 

 In T/ENQ click on the M/C soft key 

 In Confirm Mandate Cancellation screen select the appropriate reason for 
cancellation 

 In Access Care field enter a Y or N as appropriate 
 Press Enter 

 In Confirmation Mandate Cancellation Licence Details screen at this point 
refer to Mandate Cancel guidelines re future refunds 

 Press F12 to confirm, a message will appear at the bottom of the screen: 

ANTIC PERIOD STORE DETAILS FOR LATER PROCESSING : PF12 TO CONFIRM 

 Press F12 to confirm. 
 If Y was selected to Access CARE in the Mandate Cancellation screen, Lassy will 

now go to Care, update as trained. 
 In T/ENQ - MC PENDING will appear in payment history, which indicates that Lassy 

is storing the mandate cancellation until the end of the Antic period (or until we get a 
returned unpaid from the bank if the customer has cancelled the Direct Debit with the 
bank/building society) 

 Use the soft keys WGA MC Gone Away and WRTL MC Request to Leave to 
automatically update Care 

 When the Antic period is over Lassy will automatically process the mandate 
cancellation add the mandate cancel reason to the payment history, revert the 
licence to CFL and amend the expiry date or refund advance payments if applicable. 

Stop the payment 

Don't forget to advise the customer that the payment requested cannot be stopped 
and the Direct Debit will not be cancelled until after the clearance period. If the 
customer wants to stop the requested payment advise them to cancel the Direct 
Debit at the bank before the payment due. 

Refunds 

Remember the new expiry date will need be worked out, as the customer may need 
to claim a refund. If this is the case, do not forget to send a 3.11 refund form to the 
customer. If a refund is dependent on whether the current payment request is 
successful, send a refund form unless the customer indicates that the Direct Debit 
payment will fail. 

3rd Party 



 

 

If the account holder is not the licence holder the Direct Debit can be cancelled but 
not the licence. In these cases action a Mandate Cancel- Request to Leave Scheme, 
then send the licence holder a 51.11 letter. The letter advises the licence holder that 
the account holder has cancelled the Direct Debit and they need to contact us 
urgently regarding an alternative method of payment. 

3.11 refund form and 51.11 letter 

These are both manual letters, the system will not automatically send them, they 
must be sent by you at the time of the customers contact. 

Important Mandate Cancel Notes. 

Only one mandate cancellation can be requested on a licence per Antic period. 

If the wrong cancellation reason is select and the request is completed, use an Outlook 
Pending form to advise what needs to happen. 



 

 

Direct Debit - Antic Processes Guidelines (Lassy) 

New Bank Account 

(NB. Capita India staff should use Rectsu instead of C/Plan.) 

The C/Plan screen is used to change bank account details (sort code and account number), 
normally when a customer has changed their bank account. 

If a customer wants to change their account details on their Direct Debit and their 
licence is in Antic, a C/Plan request can be completed and Lassy will hold the 
information and will automatically process the request as soon as the licence comes 
out of Antic. 

Process: 

 In T/ENQ click on the C_Plan soft key 

 Complete as trained. 

REQUEST SUCCESSFULLY COMPLETED 

 LASSY has now stored the new bank details in pending, so the request has 
been completed. 

 RECTSU PND now shows in the payment history. 
 The sort code and account number on the screen will not change until the 

licence comes out of Antic 

 When the Antic period is over, the Lassy will automatically change the bank 
details and payment history will show Rcvd BPI and the date when the 
amendment took place. 

 All relevant letters will also be sent automatically to the customer. 

The new bank account details do not show anywhere in Lassy until after the RCVD 
BPI is processed. In the very unlikely event of the customer phoning up a couple of 
days later and wanting to change the bank details again, complete the above 
process again, as Lassy will action both requests, but the one inputted last will be 
completed last. 

Stopping The Payment From The Old Account 

Advise the customer that the payment requested cannot be stopped or redirected to the new 
account. If the customer wants to stop the requested payment advise them to cancel the 
Direct Debit at the old bank before the payment due. When the payment is return UNPAID 
Lassy will not send out an unpaid letter, it will automatically process the new bank details 
and a new payment plan will be sent out to the customer. 



 

 

Direct Debit - Antic Processes Guidelines (Lassy) 

Request Change of Bank Form - COBANTIC 

If a customer requests a change of bank form and their Direct Debit licence is in 
Antic, the request can be actioned. Lassy will hold the request and automatically 
process it as soon as the licence comes out of Antic. 

Process: 

 In T/ENQ click on COBANTIC soft key 

 In T/ENQ - BA PENDING - will now appear in payment history. This indicates 
that a change to the account has been requested. Lassy will hold it until the 
licence comes out of Antic. 

 Care code P92 - Bank Amendment will be automatically entered additional 
comment should be added as trained. 

 Advise the customer that the payment requested cannot be stopped or 
redirected to the new account. If the customer wants to stop the requested 
payment advise them to cancel the Direct Debit at the old bank before the 
payment due. 

 When the Antic period is over, the Lassy will automatically process the 
change of bank form request, add the BA CHGBNK to the payment history 
and send the form. 

Requesting a change of bank form will stop further payments being taken until new account 
details are received, if there is a delay in receiving them the Direct Debit instruction may be 
cancelled automatically. Therefore these forms should not be generated for a third party. 



 

 

 

Direct Debit - Antic Processes Guidelines (Lassy) 

Bank Amendments Screen (BAMD) 

This screen should used only to amend the account name. If a customer has new 
account details they should be recorded in C/Plan (Rectsu for Capita India staff) 
(RECBPI for DDI). 

Process: 

 Access to licence and go to the BAMD screen 

 Amend the account name as normal (NOT in edited format). 
 Enter C (for Customer) in the Source field, as the request will not be 

processed until after Antic. 
 Press Enter, a message will appear at the bottom of the screen: 

ANTIC PERIOD STORE DETAILS FOR LATER PROCESSING : PF12 TO CONFIRM 

 Press F12 to confirm, a message will appear at the bottom of the screen: 

REQUEST SUCCESSFULLY COMPLETED 

 In T/ENQ - BA PENDING - will now appear in payment history. This indicates 
that a change to the account has been requested. Lassy will hold it until the 
licence comes out of Antic. 

 The account name will not change on the licence until the licence comes out 
of Antic. The request to amend the name will be processed automatically by 
Lassy and the marker BA ACTDET will appear in payment history with the 
amendment date. 

 Remember to update Care as trained. 

Remember if a customer queries when change of account name was given to check for BA 
Pending. 



 

 

Direct Debit - Additional Information 

Direct Debit - Customer calling to stop DD 
(insufficient funds) 

Customers calling to stop a Direct Debit payment 

Sometimes a customer may call for advice because there is insufficient funds in their 
account to cover their next TV Licence payment, however, we have already requested the 
payment from the bank. (Internally, this is known as being in the Antic period). 

In these circumstances you should advise the customer that we have already requested the 
payment and it cannot be cancelled/stopped by TV Licensing. Instead they should contact 
their bank to discuss their options.   

Remember - Do not offer any advice about personal finances, such as overdrafts or money 
management. It is up to the bank to advise on the appropriate solution for their customer. 
You can explain to the customer that if the DD payment fails or is returned unpaid we will not 
charge them for this, but their bank might. 

You should only cancel the Direct Debit if the customer requests / insists on this happening. 

How to find out if we have requested the payment (Qdos users) 

To view if the customer’s licence is in Antic (we have requested the Direct Debit payment) 
simply look under the Payment History section in the Customer Info tab. The payment date 
will tell you when the payment is due to go out and the Payment Plan below will tell you if 
this payment has been requested with a Y for yes or an N for no. 

Once you have checked that we are requesting the payment from the customer’s account 
and given them the advice above, simply follow the General Enquiry route in Qdos, 
remembering to leave a Care note, to log the call.   
  

 

  

How to find out if we have requested the payment (Lassy users) 

To view if the customer’s licence is in Antic (we have requested the Direct Debit payment) 
simply look at the customer's Payment Plan.  The payment date will tell you when the 
payment is due to go out and if this payment has been requested with a Y for yes or an N for 
no. 



 

 

Once you have checked that we are requesting the payment from the customer’s account 
and given them the advice above, make a note in Care. 

 

For advice for customers who have missed or are likely to miss a payment, please view the 
Direct Debit - Missed or Returned Payments page. 

  



 

 

Direct Debit - DDI scheme now closed 

This scheme is now closed, the information about the scheme and it's closure is below. 

The DDI payment scheme was the first Direct Debit installment plan introduced by TV 
Licensing, created to mimic the saving stamps scheme. 

From April 2013 and April 2014, as each DDI licence was issued, on a month by month 
basis (by month of expiry), the customers were automatically transferred to GM1 as an early 
joiner (approx. 10,000 per month). Customers received notification of this change with their 
new licence. 

The customer’s payment history showed that the letters IL.91 (the DDI licence issue) and/or 
MLA90 were issued. 

There would also have been an accompanying CARE note: Mandate Cancelled : DDI 
Migration to GM1 

  



 

 

Direct Debit - Freeze and Unfreeze 

Below explains what to do if you are dealing with a TV Licence with the words Freeze or 
Unfreeze in the Payment History. 

Freeze 

Client accounts usually freeze a licence to either stop any Lassy correspondence from being 
sent, or to stop any future payments being refunded. 

If you come across a frozen licence you should contact the person who put the freeze on 
before acting, as they may hold correspondence or a payment from the customer. (see list 
below) 

Operator id 

[Redacted under section 40(2) (“personal information”) of the Freedom of Information 
Act] 

 Unfreeze 

If a licence has been unfrozen that usually means Client Accounts have finished with it and 
that you can continue you can either: 

 Accept new bank details and this will update the plan and take into account the 
unpaid and adjust the remaining payments 

 Clear the unpaid with a card payment and take new bank details and this will update 
the plan to take the remaining payments 

 Cancel the DD and then this will adjust the expiry date and revert the licence to a 
CFL licence. 

If you are unsure you can a call or email an enquiry to Client Accounts. 



 

 

Direct Debit - Returned or Missed Payments 

If the payment has been returned/failed and it’s the first returned/failed payment, the 
customer can: 

 Make the payment by Debit/Card card on the TVL website. 

 Make the payment by Debit/Card card over the phone. 

 Or they can wait and we will write to them advising when we will re-present the 
payment to the bank. 

 Or they can send a cheque* to TV Licensing, Darlington. DL98 1TL, the licence 
number should be written on the back of the cheque and it needs to be accompanied 
by a covering letter. 

  *If the missed payment is the first payment to be made on the Direct Debit Licence the customer can 
not send in a cheque.  

If it’s the customer’s second consecutive returned/failed payment the Direct Debit will 
be cancelled and dependant on the status of the licence, one or more of the following 
will usually happen: 

 Licence expiry date will be changed to reflect the payments already made. 

 All future payments will be returned to the payer. 

 The licence will be revoked if no payments have been made. 

   

Remember - If it is the second returned/failed payment the customer will have certain 
options which depend on the expiry date of the licence. For example, they could set up a 
new Direct Debit – on the same or different scheme if they are eligible or choose one of our 
other payment options. 

If a customer wants to stop their DD during Antic due to insufficient funds and we have 
requested payment: 

1. Explain the missed payment process.   

2. Advise we have requested the payment and cannot stop it, so they should speak to 
their bank. 

3. You should only cancel the Direct Debit if the customer requests / insists. 

4. If the customer insists make it clear to them that the payment will still be requested. 

5. If the DD fails the bank may charge them. 

6. The request to cancel the Direct Debit cannot be processed until after the payment 
requested has been returned. 

  



 

 

Direct Debit Account Holder Details 

When entering the account name of the Payer in Qdos and Lassy you are limited to 18 
character maximum so the are times when you need to shorten the account name, below 
are some guidelines on how to enter account names. 

Remember that what you enter will be on the payment plan that is sent to the 
customer. 

 Never use LASSY format 

 If the title means the limit is exceeded then lose the title 

 If multiple initials mean the limit is exceeded then reduce to the 1st initial 

 If joint account is the issue then remove titles, surplus initials, ‘&’, e.g. account name 
= Mr H J & Mrs M B Simpson then amend to Mr H & Mrs M Simpson, or H & M 
Simpson, or H/M Simpson 

 Do not shorten names unnecessarily, e.g. account name is Mr J B Leto then do not 
amend to J Leto for ‘quickness’. The more information the better as far as account 
names go. 

 If there is no way to shorten and still fit into the field, e.g. account name is J 
Wilberforce - Hawthorn, then the agent could enter as much as possible, i.e. J 
Wilberforce-Hawt, but then enter a Care record in Lassy or a Care note in End Script 
, e.g. full acc name J Wilberforce - Hawthorn. 



 

 

Direct Debit - Bank account detail security 

TV Licensing conceal the first four digits of the customer's account number on all payment 
plans sent to customers that include their bank details. 

The mail is still considered a safe method to send bank details. Banks post these details to 
customers by sending bank statements and cheque books. However, TV Licensing are 
pleased to be able to add this method of security to their mailings in all cases. 

Example (with security): 

Sort code: 11-12-14                        Account number: ****5468 
Account name: Mr A Ask 



 

 

Direct Debit Guarantee 

 This Guarantee is offered by all Banks and Building Societies that take part in the 
Direct Debit Scheme. 

 If the amounts to be paid or the payment dates change, TV Licensing will notify you 
10 working days in advance of your account being debited or as otherwise agreed. 

 If an error is made by TV Licensing or your Bank or Building Society, you are 
guaranteed a full and immediate refund from your branch of the amount paid. 

 You can cancel a Direct Debit at any time by writing to your Bank or Building 
Society. Please also send a copy of your letter to us. 

or 

 This guarantee is offered by all banks and building societies that accept instructions 
to pay Direct Debits. 

 If there are any changes to the amount, date or frequency of your Direct Debit, TV 
Licensing will notify you 10 working days in advance of your account being debited or 
as otherwise agreed. If you request TV Licensing to collect a payment, confirmation 
of the amount and date will be given to you at the time of the request. 

 If an error is made in the payment of your Direct Debit by TV Licensing or your bank 
or building society, you are entitled to a full and immediate refund of the amount paid 
from your bank or building society. 

 If you receive a refund you are not entitled to, you must pay it back when TV 
Licensing asks you to. 

 You can cancel a Direct Debit at any time by simply contacting your bank or building 
society. Written confirmation may be required. Please also notify us. 

   



 

 

Direct Debit Indemnity Queries 

The Direct Debit guarantee states: 

"If an error is made by TV Licensing or your Bank or Building Society, you are guaranteed a 
full and immediate refund from your branch of the amount paid." 

What does this mean? 

The customer can and should reclaim any payments debited in error directly from their bank. 
If a customer claims that TV Licensing has taken a payment in error (for example, the 
customer claims to have cancelled the Direct Debit with us or their bank but the cancellation 
has not happened) advise them to contact their bank directly and make a claim under the 
Direct Debit guarantee. Please note that this guarantee does not apply to Debit or Credit 
card payments. 

The bank should refund the customer immediately and submit a claim form to TV Licensing. 
When a correctly completed Direct Debit claim form is received from a bank, TV Licensing 
will refund the money to the bank. 

When this happens the word 'INDEM' will appear in the customer's payment history. This 
means that the relevant payment has been refunded to the bank following a Direct Debit 
claim. 

For advice when dealing with a customer who has 'INDEM' in their payment history, 
telephone the 'Indemnity Claim/Bank refund request' line, available on the 'Internal 
Telephone Number' lists below. Please note that this line is for staff use only and must not 
be given to customers. 



 

 

Originator's / Service User's Identification number 

This number is a unique six-digit number allocated to each service user who is authorised to 
use the Direct Debit Scheme. For Direct Debit Scheme service users, this number is the 
same as the Service User Number and this number can be given to customers on request. 

The Originator's / Service User's Identification Number for all TV Licensing's Direct 
Debits is:  917544. 

It is normally displayed on Direct Debit mandate forms. 



 

 

Direct Debit Sale Clarification 

This guide is for staff dealing with inbound telephone calls. 

A DIRECT DEBIT SALE OCCURS WHEN: 

 A new TV Licence is set up and paid for by Direct Debit and the correct bank 
details are given, keyed onto and accepted by Lassy or Qdos during the 
telephone call 

 A TV Licence is renewed by Direct Debit and is not currently on any Direct 
Debit scheme and the correct bank details are given, keyed onto and 
accepted during the telephone call. 

A DIRECT DEBIT SALE DOES NOT OCCUR WHEN: 

 The payment method of the TV Licence is changed from one Direct Debit 
payment scheme to another, regardless of whether or not the change can 
take place immediately, soon after or has to be actioned via pending at a later 
date due to system constraints. Also regardless of whether or not a new 
licence record needs to be created or the mandate cancel process is or is not 
used 

 Bank details are keyed onto a TV Licence currently on a Direct Debit scheme 
regardless of whether the bank details are new bank details or the same 
details. 

HOW CAN I TELL IF A LICENCE IS ON A DIRECT DEBIT SCHEME? 

 Look at the 'Scheme' field 

 If this is DDA, PG1, GM1 or DDI then the licence is currently on Direct Debit 
 If the 'Next Scheme' says DDA, PG1 or GM1 then the licence is also on a 

Direct Debit scheme as the next licence is due to be paid by Direct Debit 
 If the scheme says anything else, the licence is not currently on Direct Debit. 

  



 

 

Quarterly Payment Amount and Request Dates 

2010 / 2016 Quarterly Payment Amounts (from 1 April 2010) 

Licence Fee is £145.50 plus £5 premium = £150.50 

Payment One: £37.64 

Payment Two: £37.62 

Payment Three: £37.62 

Payment Four: £37.62 

2009 / 2010 Quarterly Payment Amounts (from 1 April 2009) 

Licence Fee is £142.50 plus £5 premium = £147.50 

Payment One: £36.89 

Payment Two: £36.87 

Payment Three: £36.87 

Payment Four: £36.87 

QUARTERLY PAYMENT TABLE 

EXPIRY DATE   1st PAYMENT   2nd PAYMENT   3rd PAYMENT   4th PAYMENT 

JANUARY  FEBRUARY  MAY  AUGUST  NOVEMBER 

   
FEBRUARY 

   
 MARCH 

   
 JUNE 

   
 SEPTEMBER 

   
 DECEMBER 

   
MARCH 

   
 APRIL 

   
 JULY 

   
 OCTOBER 

   
 JANUARY 

   
APRIL 

   
 MAY 

   
 AUGUST 

   
 NOVEMBER 

   
 FEBRUARY 

   
MAY 

   
 JUNE 

   
 SEPTEMBER 

   
 DECEMBER 

   
 MARCH 

   
JUNE 

   
 JULY 

   
 OCTOBER 

   
 JANUARY 

   
 APRIL 

   
JULY 

   
 AUGUST 

   
 NOVEMBER 

   
 FEBRUARY 

   
 MAY 

   
AUGUST 

   
 SEPTEMBER 

   
 DECEMBER 

   
 MARCH 

   
 JUNE 

   
SEPTEMBER 

   
 OCTOBER 

   
 JANUARY 

   
 APRIL 

   
 JULY 

   
OCTOBER 

   
 NOVEMBER 

   
 FEBRUARY 

   
 MAY 

   
 AUGUST 

   
NOVEMBER 

   
 DECEMBER 

   
 MARCH 

   
 JUNE 

   
 SEPTEMBER 



 

 

   
DECEMBER 

   
 JANUARY 

   
 APRIL 

   
 JULY 

   
 OCTOBER 

  



 

 

LEPP - Licence and extended payment plan 

LEPP Menu 

Click on a topic from the list below. Don't worry if you select the wrong page, there will be a 
link at the bottom to return to this page. 

 

LEPP - Introduction - Find out why we are now 
sending the Licence and Extended Payment Plan 

 

LEPP - Letter and Letter codes - Find what the 
Licence and Extended Payment Plan look like. 

 

LEPP - Customer FAQs - Find out how to answer 
customer queries about the Licence and Extended 
Payment Plan 

 

LEPP - How to identify them on the system - 
Find out what they look like on the system. 

 

LEPP - When will an updated LEPP be sent? - 
Find out in what circumstance we will send an 
update or new Licence and Extended Payment 
Plan 

 

LEPP - Which DD customers will not receive 
the LEPP? - Find out which customers wont be 
sent the Licence and Extended Payment Plan 

 

LEPP - Glossary 



 

 

LEPP - Customer FAQs 

Q1.I would like a licence and payment plan each year, how can I arrange this? 

A1.Because the Licence fee has been fixed and a decision has been made to only send 
customers one licence and payment plan that will cover you until 2016. You have 2 further 
options: 

a] You can view your licence and payment plan online at any time 

b] You can choose to receive notification by email that your licence has been renewed and 
this will be sent annually. 

Q2. What happens if I move? 

A2. If you move address and notify us of this change, your licence will continue to cover you 
at your new address. 

If the change is made via the Call Centre, a confirmation letter will only be sent out upon 
request from the customer. 

If the change is made via the web, the customer will receive a Thank You message. 

If a customer changes their personal details on the web, the customer will be prompted to 
change their customer preference to “licence by email”. 

Q3. What happens if I change my bank details? 

A3. You will receive a confirmation letter to advise that your details have been changed but 
you will not receive a new licence and payment plan. 

Q4. What happens if my payment dates and/or payment amounts change in the 
meantime? 

A4. You will receive a new licence and payment plan at the time of renewal. 

Q5. What happens in 2016? 

A5. If any changes are made to the licence fee before December 2016, we will contact you 
beforehand. 

Q6. I become entitled for a free 075 licence before 2016; can I give you my details 
now? 

A6. No, you need to contact us again in your 74th year; we cannot take your details before 
this time. 

Q7. Why do I still continue to receive a licence and payment plan each year, when my 
neighbour has not received one for the last 2 years? 

A7. Certain addresses are considered more transient [temporary] in nature therefore we will 
continue to send out annual licence and plans. 



 

 

Front & Back of LEPP 



 

 

 



 

 



 

 

LEPP - Glossary 

RDD – Revised Direct Debit Letters 

LEPP – Licence and Extended payment plan 

LPUC - Licensable Place Usage Classification – [Equivalent to “Summary Classification”] 
held in LASSY but stored in the Campaign Management System [CMS]. 

CMS – Campaign management system, the system that sends the letters to the customer 

Forced Renewal – a renewal that is forced through the system because there is a change to 
their last payment plan i.e. preferred payment date or amount 



 

 

LEPP - How to identify them on the system 

Letter History will display the letter code LEPP was sent 

  

Payment History 

The 1st year payment history will show the licence being issued by the system and the a 
letter sent (if the letter contains a 3 digit number starting with 5 this is a LEPP) 

LETT SENT  071111 ML592 

ISS LICNOT 051111 

The 2nd year (renewal) will just show the licence being issued by the system 

ISS LICNOT 051112 

The letter code will not appear because nothing has been sent. 



 

 

LEPP - Introduction 

Due to the government freeze of the licence fee at £145.50 a year until the end of December 
2016, Direct Debit customers’ payment amounts will not change until 2016 . 

So most Direct Debit customers who currently receive their licence by post will from October 
2011 be sent a licence and extended payment plan (LEPP). The LEPP will detail their 
payments and explain that they will not be sent another licence and payment plan until 2017. 

Once a LEPP has been issued, in subsequent years when a renewal takes place we will no 
longer send a renewal of the licence and payment plan. 

Why are we do this? 

This will substantially reduce the number of letters that we send out, and this will in turn 
mean that we as a business: 

• Save a significant amount by 2016 (through paper, ink and postage cost savings) 

• Reduce the environmental impact of TV Licensing operations 



 

 

LEPP - Letter and letter codes 

New Letter Codes 

Current letter code – MC91 [new monthly DD joiner licence & payment plan annual BAU] will 
be displayed in LASSY history for licences issued annually. 

New letter code equivalent – MC591 [new monthly DD joiner licence & payment plan 
extended] will be displayed in LASSY history for extended licences and payment plans. 

New letters for all other DD scheme have been produced and the codes for these are : 

Annual renewal letter code         LEPP letter code 

ML91                                             ML591   

DL91                                             DL591 

Coming soon an example of a MC591 letter and others. 



 

 

LEPP - When will an updated LEPP be sent? 

Circumstances when an updated LEPP will be sent: 

Preferred Payment Date Changes - The customer will have been notified about the change 
to instalments immediately following the PPD change, this will not have covered future 
payment cycles so a new Licence and Extended Payment Plan Letter must be sent on 
renewal. 

Interruption to the payments (Unpaids etc) happens close to the normal renewal date - the 
instalments differ in terms of the amount or date from what the LEPP advised so a new 
Licence and Extended Payment Plan Letter must be sent 

Change of Payer (Bank Account Holder) - a confirmation letter will be sent as usual. 

If the update means there is a change to the payment dates a confirmation letter will be sent, 
and at the time of renewal a new Licence and Extended Payment Plan will be issued. 

If an update does not change to the payment dates a confirmation letter will be sent to the 
Licence Holder only. Another LEPP will not be sent. 

Over 74 Customers – If these customers register for their free licence whilst on Direct 
Debit, they will receive a revised LEPP to advise of payments until they reach 75. 

Important: 

If the NEW payer requires confirmation of the new payments, the details will need to be 
captured and sent on a Multi form to Duplicate Licence Requests for issue. This will not be 
an automated process but these changes will ensure an improved customer experience. The 
multi form must include specific reference to the payer so only the payment plan is issued. 



 

 

LEPP - Which DD customers will not receive the 
LEPP 

DD customers that will not receive the LEPP are: 

• Customer paying on the DDI scheme. 

• Non domestic customers, including Army bases, businesses, educational establishments, 
the Ministry of Defence, Navy bases, nursing homes, places of worship, Royal Air Force 
bases, second homes (e.g. holiday homes), sports grounds, student halls of residence and 
student rooms. 

• Customer that are students that live in student accommodation (where summary class is 
STU). 

• Customers receiving a Blind Concession. 

These customers will carry on receiving a yearly licence and payment plan on renewal. 



 

 

Mandate Cancellation Guidelines 

Mandate Cancellation Guidelines Menu 

  

Licence status showing Actual - Click here for guidelines 

Licence status showing Future and a cancellation is showing in 
payment history - Click here for guidelines 

Licence status showing Future and NO cancellation is showing in 
payment history - Click here for guidelines 

Licence status showing Actual and the customer wishes to keep 
the same expiry date - Click here for guidelines 

  



 

 

Mandate Cancellation Guidelines - Ceased Use and 
NLN required 

If mandate cancelling a Direct Debit licence - Ceased Use an NLN claim must be set up at 
the address, but this is done depends on the status of the licence and whether it is in Antic 
or not, please the status below to see the correct process. 

Remember - when a Direct Debit licence is in antic Qdos text mentions "once the 
outcome of the current payment is known" 

Licence actual - out of antic 
Qdos users : Run through the Mandate cancel script, then run through the NLN script. 
 
Lassy users : Cancel the Direct Debit - Ceased Use and then set an NLN claim in the 
customer's name. 

Licence actual  - in antic or Licence future  - in or out of antic 
Qdos users : Run through the Mandate cancel script, Qdos will automatically return you to 
the beginning of the NLN script.  
 
Do not set up the No Licence Needed Claim 
 
Complete a TVL Pending Form, via Outlook (Click here for instructions on how to complete a 
TVL pending Form) 
 
Once the Pending form has been sent, select End Script. In End Script enter a note stating 
‘NLN request sent to Pend’ and finish the call. 
 
Lassy users : Cancel the Direct Debit - Ceased Use 
 
Do not set up the No Licence Needed Claim 
 
Complete a TVL Pending Form, via Outlook (Click here for instructions on how to complete a 
TVL pending Form) 
 
Once the Pending form has been sent, update Care with a note stating ‘NLN request sent to 
Pend’ and finish the call. 

  

  

  

  

  

  

  

  

  



 

 

  

  

  

  

  

  

  

  

  

HOW TO COMPLETE THE TVL PENDING FORM? 

1.   Subject: 

Enter either ‘NLN - To Be Set Up Once Future Refund Issued’ 

or 

‘NLN - To Be Set Up Once Out of Antic’, dependant on the scenario 

2.  Tick one box: Select ‘New Pending Request’ 

3.  Date to be actioned: Always the next working day (the Pending team will amend to 
appropriate day for actually setting up the NLN) 

4.  Licence Number: Input Licence Number of the Direct Debit Licence being cancelled 

5.  Prem and Post Code: Input Addcode of the address where the NLN is to be set up 

6.  Name of Licence Holder: Name of the customer in whose name the NLN is to be set up 
(could be different from the Direct Debit Licence Holder) 

7.  Main Topic: Select ‘Other / Not Listed’ 

8.  Telephone Number: Input telephone number if available 

9.   Free text box: The information you input here will depend on the scenario you are 
dealing with: 



 

 

Licence status showing Actual 

If the contact is with a payer remember only option 'Request to Leave Scheme' can 
be used, and a DL51.11 must be sent to the Licence Holder if there is no new 
mandate set up with a new payer at this time. 

Remember if 'BA DECD' is not showing in the payment history and the contact is by 
phone, if a refund is due send a refund form (3.11), if no refund is due advise the 
caller to write in to cancel the mandate. 

Wherever possible future refunds should be refunded by Bacs into the account they were 
paid out of. 

After Future payments have been refunded check if any actual refund is due. 

Qdos users 

Should follow the approripate call route. 

Lassy users 

Instructions for mandate cancel when licence status is Actual: 

 In T/ENQ click on the MC soft key 

 In Confirm Mandate Cancellation screen select the appropriate reason for 
cancellation (option 4 for Payer contact) 

 In Access Care field enter a Y or N as appropriate 

 Press enter 
 In Confirmation Mandate Cancellation Licence Details screen 

 Press F12 to confirm; the mandate is now cancelled 

  



 

 

Licence status showing Future and a cancellation is 
showing in payment history 

Notes 

Always check whether the licence holder is the payer. If not remember all future 
payments must be refunded to the payer. 

If the contact is with a payer remember only option 4 Request to Leave Scheme can 
be used, and a DL51.11 must be sent to the Licence Holder if there is no new 
mandate set up with a new payer at this time. 

Remember if the payer is changing without the permission of the old payer you must 
mandate cancel option Request to Leave, and refund future payment to the old 
payer. 

Remember if BA DECD is not showing in the payment history and the contact is by 
phone, and a refund is due send a refund form (3.11), if NO refund is due advise the 
caller to write in to cancel the mandate. 

After future payments have been refunded check if any actual refund is due. 

Qdos users 

Should follow the appropriate route. 

Lassy users 

Instructions for mandate cancel when licence status is Future and a cancellation is showing 

 In T/ENQ click on the MC soft key 

 In Confirm Mandate Cancellation screen select the appropriate reason for 
cancellation 

 In Access Care field enter a Y or N as appropriate 

 Press enter 
 This will take you to Confirmation Mandate Cancellation - Bank or Cheque Details 

screen 

Ask the customer if the bank account is still open 

If YES: 

 Advise the customer the future refund will go back to the account 

 Press enter this takes you to Confirmation Mandate Cancellation Licence 
Details screen 

 Press F12 to confirm, The mandate is now cancelled and LPSS HAS BEEN 
REFUNDED will appear at the bottom of the screen 

if NO: 

 advise the customer the refund cheque can be sent 



 

 

 Press F10 for a cheque refund 

 At this point you have the chance to: 
 Change the address that the cheque needs to be sent to 

 Enter Y in if it is a foreign, BFPO address, or if an open cheque is required 
OPEN CHEQUE should be added to the second name line as well. 

 Type Exec of before the licensees name in case where the Licence holder is 
deceased 

Never change the Payee (except for Exec of) 

 Press enter this takes you to Confirmation Mandate Cancellation Licence 
Details screen 

 If all details of the refund are now correct press F12 to confirm. The mandate is now 
cancelled and LPSS HAS BEEN REFUNDED will appear at the bottom of the screen 

  



 

 

 

Licence status showing Future and NO cancellation 
is showing in payment history 

Notes 

Always check whether the licence holder is the payer. 

If not remember all future payments must be refunded to the payer. 

If the contact is with a payer remember only the option Request to Leave Scheme 
can be used, and a DL51.11 must be sent to the Licence Holder if there is no new 
mandate set up with a new payer at this time. 

Remember if BA DECD is not showing in the payment history and the contact is by 
phone, and a refund is due send a refund form (3.11), if NO refund is due advise the 
caller to write in to cancel the mandate. 

Wherever possible future refunds should be refunded by BACS into the account they 
were paid out of. 

Check if any actual refund is due. 

Qdos users 

Should follow the appropriate route. 

Lassy users 

Instructions for mandate cancel when licence status is Future and NO cancellation is 
showing 

 In T/ENQ click on the MC soft key 

 In Confirm Mandate Cancellation screen select the appropriate reason for 
cancellation 

 In Access Care field enter a Y or N as appropriate 

 Press enter 
 In Confirmation Mandate Cancellation Licence Details screen 

Ask the customer if the bank account is still open 

 if YES - advise the customer the future refund will go back to the account 
Press F12 to confirm; the mandate is now cancelled and LPSS HAS BEEN 
REFUNDED will appear at the bottom of the screen 

 if NO advises the customer a refund cheque can be sent 
 Press F10 for a cheque refund 

 This will take you to Confirmation Mandate Cancellation Bank or Cheque Details 
screen 

At this point you have the chance to: 



 

 

 Change the address that the cheque needs to be sent to 

 Enter Y in if it is a foreign, BFPO address, or if an open cheque is required 
OPEN CHEQUE should be added to the second name line as well. 

Never change the Payee (except to add ' The executor of...") 

 Press enter this takes you back to Confirmation Mandate Cancellation 
Licence Details screen 

 If all details of the refund are now correct press F12 to confirm. The mandate is now 
cancelled and LPSS HAS BEEN REFUNDED will appear at the bottom of the screen 

  



 

 

Payment to keep the same expiry date 

When a Direct Debit licence is cancelled the licence expiry date may change, to reflect the 
payment made, if the customer wishes to keep their original expiry date they can send one 
cheque to cover the remaining payments. Customers paying on the quarterly Direct Debit 
(PG1) must also include all additional £1.25 left to pay. 

Cheques should be sent with a covering letter and the licence number should be written on 
the back of the cheque.   



 

 

Monthly Payment Charts 

Monthly Payment Charts - Guidance Only 

Remember - The payment charts/calculator are just for guidance. They provide 
estimated amounts/dates only as the actual payments are dependant on the 
customer preferred payment date and the date the Direct Debit is set up. The 
correct payment amounts will be provided through Qdos, the Website or Lassy 
when the DD is set up 

Click Here  to try the new payment calculator. 

  

Select the expiry date of the licence from below. Then decide what month the first payment 
will be in. This will show you the payment amounts. 

Payment Charts - November 2011 

Payment Charts - December 2011 

Payment Charts - January 2012 

Payment Charts - February 2012 

Payment Charts - March 2012 

Payment Charts - April 2012 

Payment Charts - May 2012 

Payment Charts - June 2012 

Payment Charts - July 2012 

Payment Charts - August 2012 

Payment Charts - September 2012 

Payment Charts - October 2012 

Payment Charts - November 2012 

  

  

  

  

  

  

  



 

 

Electronic Transfer 

Payment By BACS Electronic Transfers (UK Banks) 

How people can pay for their TV Licence by BACS. 

Anything but a full fee payment will be rejected. 

Bacs electronic transfer is available for people paying for their TV Licence. If a licence is 
being renewed, the applicant MUST make sure they have their licence number to hand when 
arranging the payment. If the licence number is not included on the payment, it will be 
returned to the bank. 

Faster Payments 

If a customer asks about their banks 'Faster Payments' service, any payments they make to 
TV Licensing would not go through as a Faster Payment at present. Therefore, customers 
should still allow four working days for these payments to be received. 

Full fee licence, blind and short term licence renewals 

Customers should contact their own bank directly and quote the following NatWest account 
details to renew their TV Licence: 

 [Detail removed – internal use only] 

  

  

  

  

  

  

  

  

  

If a customer has any further queries, or their payment has not been received by TV 
Licensing, you should ask them to check what bank details they have used to send the 
money to. 

  

If the customer has used the above bank details, then forward the query to the Homebanking 
team, by sending to Client Accounts, sub menu Homebanking on a Multi form. Remember to 
include the customer's name, address and daytime phone number. 

  



 

 

If the customer has not used TV Licensing's bank details, then the customer should contact 
their bank. 

  

BACS details for Hotel and Company Group Licences 

These are as follows, and must only be used for renewing Hotel and Company 
Group Licences: 

[Detail removed – internal use only]  

Customers must quote their Hotel or Company Group Licence number when they make the 
payment. If a customer has any further queries, you should forward the query to the Hotel 
and Company Group Licences team. 

   



 

 

Payments from foreign bank accounts 

Paying for a TV Licence using a foreign account. 

To make a payment to TV Licensing, customers will need to quote TV Licensing's 
International Bank Account Number (IBAN) and our associated Bank Identification Code 
(BIC) to their own bank and request that the payment be made. 

Please note: 

 The payment must be for the full amount due only 
 The payment must be made in pounds sterling 
 The customer must quote their licence or reference number with the payment 
 The customer must instruct their own bank to make the payment 
 You should give the codes below to the customer. 

TV Licensing's IBAN and BIC numbers 

[Detail removed – internal use only] 

 

  

  

  

  

Other information 

We cannot set up a Direct Debit from a non-UK bank account. 

Customers should be advised not to send cheques from a non-UK bank account. 

  



 

 

Inital Payment 

Initial Payment - Direct Debit Scheme 

Remember - Do not set up a quarterly licence with an initial payment and then use the 
automatic transfer to monthly on the same day. 

THE INITIAL PAYMENT SCHEME 

The scheme allows customers to make an initial payment towards the cost of their TV 
Licence using a debit or credit card and pay the remainder by monthly or quarterly Direct 
Debit. 

You must make sure that both the card and bank account holder are present with their card 
and bank account details before attempting an initial payment. 



 

 

Initial Payment - Stamps, Cheque or Postal Order 

The customer will need to be sent a Rocs form to complete and return with their payment. 



 

 

Initial Payment - What if the bank account details are 
not available? 

What if the bank account details are not available? 

You will be unable to finalise the Initial Payment process and the money will not be debited 
from the customer's card. 

You should seek an alternative method of payment from the customer. 

  



 

 

Initial Payment - What if the customer cancels the 
Direct Debit? 

After having successfully taken an Initial Payment by debit/credit card along with the 
customers bank details for payments, some customers may subsequently contact their bank 
to cancel the Direct Debit. 

Should the customer do this, the Direct Debit will be cancelled on Lassy and the licence 
expiry will be updated to reflect the payment made by card if no new bank details are 
supplied to TV Licensing. 

  



 

 

PayPoint 

PayPoint™ - Main Menu 

TV Licensing's over the counter services are now managed by PayPoint™. 

The change from Post Office to PayPoint does not affect customers in the Channel Islands 
or the Isle of Man who still use the Post Office for their over the counter services. 

Click on a topic from the list below. Don't worry if you select the wrong page, there will be a 
link at the bottom to return to this page. 

 

PayPoint - What is a PayPoint receipt?  
Click on the image for further details including examples of receipts. 

 

PayPoint - The customer's address isn't recognised.  
Click on the house for further information and guidance. 

 

PayPoint - Renewals & New Licence Purchases. 
The cash register will give you some useful tips on what types of 
payment are accepted by PayPoint. 

 

PayPoint - Refusals.  
Some hints and tips on how to deal with customers who are claiming 
that PayPoint refused to serve them or they were over charged. 

 

PayPoint - Location finder. 
Shows a link to TVLnet where you can find the Location finder! 

 

PayPoint - Licence paid at Pay Point but is not on file. Customer 
claiming they have paid... don't panic! Use this guide to help you and 
the customer. 



 

 

 

PayPoint - Charge back. 
A page of useful hints and tips on chargebacks. Make sure you 
familiarise yourself with the information. 

 

PayPoint - Double payments. 
Customer says they have paid twice at a PayPoint branch in error? 
Then check out the guidance here.  

 

PayPoint - Disability access. 
If a customer asks what disability access there is at one or more 
PayPoint branches, you must follow this instruction.  

 

PayPoint - Identifying a PayPoint licence on Lassy. 
Only for Lassy users, but this will tell you how to identify a licence 
bought at PayPoint. 

 

 PayPoint - Advice for PayPoint agents for a first time licence. 
Click on the PayPoint sign to find out what to do. 

 

PayPoint - Other Useful Information. 
How to deal with other PayPoint related queries. 

  



 

 

PayPoint - Advice for PayPoint agents for a first time 
licence 

If a PayPoint agent calls because they don't know how to process a first time licence please 
advise them they should press the button ‘First Time TV Licence & Other’ on the touch 
screen menu and follow the on screen instructions. This information is in their hand book on 
page 26  (shown below). 

 



 

 

PayPoint™ and TV Licensing 

PayPoint Charge Back   

Some customers who have paid for their licence by debit card at a PayPoint outlet 
may not recognise the payment when they see it on their bank statement, as it 
currently does not indicate that the payment was made to TV Licensing. 

This can result in some customers phoning their bank to request that the payment is 
'charged back'. Once the bank has claimed the money back from PayPoint, the 
payment is in turn claimed back from TV Licensing by PayPoint and the licence is 
cancelled. 

Should you deal with a customer in this scenario, look in Care or Customer Contacts 
and if a message appears similar to the one below take the following action (do not 
contact any other department as the query can be dealt with by you). 

Example of Care or Customer Contacts messages 

 PAYPOINT CHARGE BACK FAILURE LIC DELETED 

 PAYPOINT FAILURE 

 PAYPOINT CLAIM ACCEPTED 05/05/2011 

Ask the customer to contact their bank and check if they have received the money 
back, and to contact us again to confirm. If the customer has received the money 
back the customer must pay for a licence. This is a great opportunity for a Direct 
Debit sale. 

If the customer has not received the money back, complete a 'Licence Held Claim 
Form', ensure a daytime contact telephone number is obtained from the customer 
and added on the form. 

The customer will be contacted within 10 - 14 days. 

If you have any questions regarding the above process, please seek advice from your line 
manager at the earliest available opportunity. 



 

 

PayPoint - Disability access 

Call Centre staff 

Should you deal with a customer enquiring about their nearest PayPoint with disability 
access, the script you will need to follow is: 

Call Group - Enquiries. 

Call Reason  - General Policy Enquiries. 

"Does the customer require General or OFCOM information?"  select - No 

Select - PayPoint Enquiry. 

"Do you have a general PayPoint enquiry or is it concerning whether there is disability 
access?" - select - PayPoint Disability Access Enquiry 

Then the message will appear stating: "Send an email via Outlook to TVL – 
Communications. State it’s regarding PayPoint disability access and include the caller’s 
name, address including postcode and daytime contact telephone number." 

"Advise customer that these details will be passed to PayPoint who will call them back to 
discuss which shops provide access for disabled customers." 

Remember - you must not ask about or record the customer's disability, this will be 
addressed when the customer receives a call back. 

Customer Administration staff (including Capita India) 

If you are dealing with an email, put the item in the ‘Email – Policy (Policy Team)’ queue.  If 
you receive a letter, put the item in the ‘WhiteMail – Policy’ queue or, if it is not in 
SmartAgent, send it via internal post to: [Detail removed: internal use only] 

There is no need to respond directly to the customer. 



 

 

 PayPoint™ and TV Licensing 

PayPoint Double Payments 

On some occasions customers may pay for their licence using a Debit Card from a 
PayPoint outlet, but later find  they have had two payments taken in error from their 
card instead of one. 

Only one payment showing on our system 

If the customer has only one licence registered on Qdos / Lassy, in the first instance advise 
the customer to return to the PayPoint outlet with the card that they made payment with and 
proof that a double payment has been taken. The outlet should then refund the card 

If the customer is unable to do this, or the outlet has refused the request, the customer 
should ask the card issuing bank to raise a 'charge back' 

Two licences showing on our system 

If the customer has had two payments taken, and they have two licenses registered on Qdos 
/ Lassy when they only require one, the customer will need to complete a refund application 
form. 

No licence showing on our system 

If the customer has one or more payments taken, but there is no licence registered on Lassy 
and all licence checks in G/Enq, Licadd, P/Enq, Extra and an IC postcode have been 
exhausted, refer to the section - What if a licence is paid for at PayPoint but is not on file? 
  



 

 

PayPoint - Example of receipt (New licence) 

Below is an example of a PayPoint receipt for a new licence purchase. Part of the 
customer's address has been obscured for data protection reasons. 

As stated at the bottom of the receipt, TV licensing will send a licence document to 
customers who buy a new licence at a PayPoint branch within 10 days. 

 



 

 

PayPoint - Example of receipt (Renewal) 

Below is an example of a PayPoint receipt for a licence renewal. Part of the customer's 
licence number has been obscured for data protection reasons. 

The customer can attach this receipt to their renewal notice. TV licensing will not send a 
separate licence to a customer who has renewed at a PayPoint branch. 

 



 

 

PayPoint™ and TV Licensing 

How Does Lassy Look Following A PayPoint Licence Purchase? 

G/ENQ and T/ENQ have an 'issued from' label called' PPEDC'. This stands for PayPoint 
electronic data capture and this means that the licence was purchased at a PayPoint outlet.  



 

 

PayPoint™ and TV Licensing 

What if a licence is paid for at PayPoint but is not on file? 

If you receive a call from a customer who has bought a licence at a PayPoint outlet 
but the licence is not on file: 

 Check to see if the licence is held at a different address in the road or at an 
'IC' post code 

 Check the licence isn't held at a previous address 

 If licence is not found after these checks, complete a Licence Held Claim 
Form, ensuring that the following information is given : PayPoint agent 
number, amount paid, SN terminal number, Transaction No (TXN) and the 
expiry date (which is not on a renewal), 
For guidance see the PayPoint receipt examples below. 

 Customer Ref. Number does not need to be completed but you will need to 
put at least a zero in (if using Qdos) to continue. 

Customer unable to provide all information needed for the form: 

 If the customer does not have all the information to hand, but can supply it at 
a later date, ask them to contact us again. The form must be completed in full. 

 If the customer is unable to obtain all the required information, and will be 
unable to do so at a later date, do not send an incomplete form, but request a 
copy of their PayPoint receipt with a covering letter is sent to: The 
Correspondence Department, TV Licensing, Darlington DL98 1TL 



 

 

 



 

 

PayPoint™ and TV Licensing 

PayPoint Location Finder 

The customers nearest PayPoint branch can be located by clicking on the PayPoint Locator 
link on the Click home page. 



 

 

PayPoint™ and TV Licensing 

Other Useful PayPoint Information 

Customer Services staff should not phone PayPoint agents under any 
circumstances. 

If anyone deals with a customer who is complaining about an outlet not accepting TV 
Licensing transactions, please email  Customer Relations remembering to include: 

 The name and address of the outlet 
 The customer's name 
 The customer's address or licence number   
 The transaction refused 

Additional Information 

If staff from a PayPoint branch call, redirect them to their own PayPoint help line. 

A customer must take their renewal document with them to renew their TV Licence. 
PayPoint cannot renew a TV Licence without it. 

If someone paid at PayPoint and the transaction is not showing on Lassy, please 
complete a Licence Held Claim Form. (If the call relates to a Student address, check 
the Unspecified Address Licences at the same Postcode.) 

If you have any other query concerning PayPoint, please speak to your team leader or 

senior adviser, who should then contact [Redacted under section 40(2) (“personal 
information”) of the Freedom of Infromation Act]. Do not give this email address or 
telephone number to customers or PayPoint staff. 

PayPoint only accept payment by cash or debit card. PayPoint do not accept cheques, 
postal orders, credit cards or TV Licensing Savings Stamps. 



 

 

PayPoint™ and TV Licensing 

PayPoint Refusals and Complaints  

If anyone deals with a customer who is complaining about an outlet not accepting TV 
Licensing transactions, please email  Customer Relations remembering to include: 

 The name and address of the outlet 

 The customer's name 

 The customer's address and licence number   

 The transaction refused 

If appropriate, it may be useful to offer a customer a choice of alternate payment methods or 
details of a different PayPoint branch until the issue can be resolved. 



 

 

PayPoint™ and TV Licensing 

Renewals & New Licence Purchases at a PayPoint Outlet 

PayPoint only accept payment by cash or debit card. PayPoint do not accept 
cheques, postal orders, credit cards or TV Licensing Savings Stamps.  

Renewals 

 PayPoint can renew TV Licences provided the customer takes their barcoded 
renewal to the PayPoint outlet. PayPoint cannot renew TV Licences without 
the bar coded renewal form. 

 The customer will be given a receipt to keep with their renewal notice which will both 
be handed to them by PayPoint staff once they have paid, which they should keep. 
The customer will not receive a new licence through the post. 

New Licence Purchases 

 PayPoint can take payment for brand new full fee colour TV Licences, where 
the customer does not actually have a bar coded document . 

 Customers will give their name, address and payment to PayPoint staff, who 
will issue the customer with a receipt. (PayPoint no longer issue wallets) 

 The customer will then be sent a TV Licence separately by post within 10 
days directly from TV Licensing 

 The licence details will normally show on Lasssy and Qdos within two working 
days. 

 PayPoint can also take payment for a full fee mono licence, blind licence or short-
term licence, but only if the customer has a bar-coded ROCS form. 



 

 

PayPoint™ and TV Licensing 

What if the customer's address isn't recognised by PayPoint? 

This will only happen when the customer purchases a new licence because 
otherwise the customer will have a bar coded renewal form. If PayPoint do not 
recognise the address, TV Licensing will need to send the customer a ROCS form so 
they can take it to a PayPoint. 

Should PayPoint be unable to find a customers address for a new licence purchase, 
PayPoint will ask the customer to contact us. 

Please obtain the customer's address and check to see if the address is on Lassy or 
Qdos. The Lassy and Qdos address database will be different from the PayPoint 
address database so make sure the first thing you do is check Lassy for the address, 
as it may be on file. 

If the address is on Lassy or Qdos 

 Attempt to arrange payment with the customer over the telephone by DD or 
Card and if you can, process payment and licence as per your normal 
instructions or, 

 If the customer still wants to pay at PayPoint, send the customer a Counterfoil 
(CFL) ROCS. Tell them to wait for the form and then take that to a PayPoint 
branch with their payment. The ROCS form will allow PayPoint to process the 
transaction, so the customer must take it with them. 

If the address is not on Lassy or Qdos 

 Attempt to arrange payment with the customer over the telephone by DD or 
Card and if you can, process payment and licence as per your normal 
instructions or, 

 If the customer still wants to pay at PayPoint, you can call Address Structure (or send 
an Address Structure amendment form if they are unavailable) and ask for the 
address to be built on. You must also request that Address Structure send a CFL 
ROCS to the customer. 

 Address Structure will then build on the address and send a CFL ROCS to the 
customer. Tell the customer to wait for the form and then take that to a 
PayPoint branch with their payment. The ROCS form will allow PayPoint to 
process the transaction, so the customer must take it with them. 

In all cases 

Do not give the Address Structure telephone number to customers or PayPoint staff. 
Follow the instructions above to resolve these types of call. 



 

 

PayPoint™ and TV Licensing 

What is a PayPoint receipt? 

A PayPoint receipt is issued to a customer when they pay for their licence. The 
customer should retain this receipt, it will be needed if we need to trace their 
payment if the TV Licence is not shown on our systems. 

To view an example of a receipt for a new licence - click here. 

To view an example of a receipt for a renewal - click here. 
  



 

 

Post Office (Islands only) 

Post Office (Islands areas from 1 April 2009) 

Payment of a licence 

All payment methods are available on the Islands, and previous Islands' specific processes – 
such as the Islands card payment process, are now obsolete.   

However, there are differences between Island and UK customers that you need to be 
aware of. These are listed below. 

TV Licensing Payment Card and Savings Card (TSC) Schemes 

Available from 1 April 2009 to Islands customers. Any customer wishing to join these 
schemes should contact TVL Cash from this date, as normal. 

Once a customer has joined a payment scheme they can either: 

 On the Islands, go to the Post Office to make their payments (not a PayPoint 
outlet) 

 Contact TVL Cash to make a payment over the phone. 

Post Office new licence application 

a) If an Islands' customer contacts you to buy a brand new licence at the Post Office you 
must send them an appropriate ROCs.  You should attempt to sell a licence by our preferred 
payment methods. (Qdos users - you should follow the appropriate script on Qdos) 

b) To renew a licence at the Post Office the customer must take their reminder with them. If 
they do not have a reminder, send them an appropriate ROCs. You should attempt to sell a 
licence by our preferred payment methods. 

c) From 1 April 2009, if an Islands' customer goes into the Post Office to buy a brand new 
licence (not renew a licence), they will be given a pre-printed postcard (pre-paid) to complete 
with their name and address details.  The Post Office will send this post card to TV 
Licensing. Once we receive it,  we will send the customer a ROCs. The customer will then 
need to visit the Post Office with the ROCs form and pay for their licence. These postcards 
will also have the TVL telephone number and website details provided on them.   

When an unlicensed customer is waiting for a ROCs form to be sent to them so that they can 
buy their licence at the Post Office it is not necessary to advise them of any formal 
statement. It is necessary to advise the customer that they will receive reminder letters until 
they have purchased the licence. 

TV Licensing Savings Stamps 

The Savings Card Scheme (TSC) has previously not been available to Islands customers. 
 As a result of this Islands customers have still been able to buy and use TVL Savings 
Stamps (TVLSS) at the Post Office.   

After 30 June 2009, Post Office counters will no longer accept TVLSS. Where an Islands' 
customer still has stamps after this date:   



 

 

1) The stamps can be redeemed by sending them into TV Licensing.   

It is advisable that the customer sends them in using special delivery.  The customer will 
have a choice of whether they want their stamps cashed in, in which case they will receive a 
cheque for the full value of the stamps, or alternatively they can use the stamps in either full 
or part payment against the cost of a TV licence.  If the value of the stamps is greater than 
the value of the licence a cheque for the difference will be issued. 

The customer would also have the option of setting up a Direct Debit and using their stamps 
on the Direct Debit initial payment scheme.   

2) Customers will be able to send their stamps into TVL Cash if they wish to join one of the 
card payment schemes. 

TVL Cash will credit the value of the stamps onto the customer’s account. 

3) Customers can go to the Post Office to apply for a TVL Savings Card and complete an 
application form at the Post Office, which will then be sent off to iQor. 

Once the customer has received their savings card they can take it to the Post Office for the 
stamps to be added, as long as this is before 30th June.  After this date any savings stamps 
will need to be sent directly to either TVL or TVL Cash. 

This change DOES NOT affect Islands customers’ ability to pay for their licence at the Post 
Office.  It is only the TVLSS, which are being withdrawn – not the Post Office service to buy 
a licence. 

(Qdos users - you should follow the appropriate script on Qdos) 



 

 

 

Post Office Licence Held Claim 

LICENCE HELD CLAIM 

As the residents of Jersey, Guernsey and the Isle of Man are able to buy their licence at the 
Post Office, a process has been introduced for when the customer has bought their licence 
but the licence details have not been updated on our systems. 

Qdos users 

On Qdos, follow the usual process by selecting: 

 Call Group – Enquiries 
 Call Reason – Licence held claim 
 And attempt to search for the licence. 

If the licence cannot be found, Qdos will prompt you to select the customer’s payment 
method.  Post Office will be included on the list, as well as PayPoint. The customer must 
have their licence with them. 

When completing the ‘Licence Held Claim’ form the following information must be provided 
so that the claim can be investigated: 

 Exact date as shown on black date stamp (DDMMYYYY) – i.e. date of purchase 
 Which Post Office the licence was purchased at and the address of the Post Office. 

Caves can be used to find the full address of the Post Office if the customer cannot provide 
this. 

Lassy users 

After searching for the licence, select the ‘Licence Held Claim’ form on Call Log. The 
customer must have their licence with them. 

When completing the ‘Licence Held Claim’ form the following information must be provided 
so that the claim can be investigated: 

 Exact date as shown on black date stamp (DDMMYYYY) – i.e. date of purchase 
 Which Post Office the licence was purchased at and the address of the Post Office. 

Caves can be used to find the full address of the Post Office if the customer cannot provide 
this. 

Customer Administration staff receiving correspondence on this issue should follow the 
same procedure used for PayPoint licence held claim. 
 



 

 

Saving Stamps Queries 

Post Office Savings Stamps (Not TV Licence Saving Stamps)  

England, Scotland, Wales and Northern Ireland 

Customers are no longer able to use Post Office Savings Stamps to buy a TV Licence.  

   

TV Licensing do not accept Post Office Savings Stamps directly.  



 

 

TVL Saving Stamps Queries 

Identify why the stamps were sent to TV Licensing, Darlington. 

Select the sentence below that fits your customers circumstance. 

The stamps were sent to Darlington: 

1. As a full payment for a TV Licence 

2. As a part payment for a TV Licence with accompanying cheque or postal order 

3. For a full refund 

4. To be added toward a TSC scheme member 

5. To be added toward a TVL Payment Card scheme 

Click on the link to go to the relevant section. 



 

 

TVL Saving Stamps Queries 

If the stamps were sent to Darlington as a full payment for a TV Licence 

A customer advises that they have sent their Savings Stamps to TV Licensing for full 
payment for their licence, but have yet to receive it. 

Ask for the date that the stamps were sent - have ten working days passed? 

 If the relevant date has not passed, advise the customer that their letter has 
not been processed yet and will be soon and we will be in contact with them 
once it has been processed. 

 If the relevant date has passed, continue below. 
 If the item was sent recorded or special delivery, ask the customer if the 

delivery been confirmed by the post office. 
 If the delivery has not been confirmed by Royal Mail, ask the customer to 

contact Royal Mail 

If Royal Mail has confirmed delivery, or this method of posting was not used, 
continue below. 

 Carry out all usual checks for the licence and try to locate the licence 

 If the licence is found, please advise the customer 

If the licence cannot be found, continue below. 

 Send a Multi Form addressed to Client Accounts, sub-heading TVLSS - Stamps. The 
following information must be included: 

 Full name and address of the customer 
 a licence number (if possible) 
 a daytime contact telephone number for the customer 
 the value of the stamps sent 
 the Special Delivery / Recorded Delivery number (if possible) 
 the address the customer sent the stamps to and the approximate date that 

they were sent. 

Advise the customer as follows: “Thank you for this information. We will investigate the 
situation and will be in contact by telephone or letter within the next seven days.” 



 

 

TVL Saving Stamps Queries 

If the stamps were sent to Darlington as a part payment for a TV Licence 

A customer advises that they have sent their TVLSS to TV Licensing as a part payment for 
their licence and has enclosed another method of payment for the outstanding balance. 

1. Ask for the date that the stamps were sent - have ten working days passed? 

a. If the relevant date has not passed, advise the customer that their letter has 
not been processed yet and will be soon and we will be in contact with them 
once it has been processed. 

b. If the relevant date has passed, continue below. 

2. If the item was sent recorded or special delivery, ask the customer if the delivery 
been confirmed by the post office. 

a. If the delivery has not been confirmed by Royal Mail, ask the customer to 
contact Royal Mail 

b. If Royal Mail has confirmed delivery or the item was not posted in this 
manner continue below. 

3. Carry out all usual checks for the licence and try to locate the licence. 

a. If the licence is found, please advise the customer. 

b. If the licence cannot be found, continue below. 

4. Send a Multi Form addressed to Client Accounts, sub-heading TVLSS - Stamps. 
   

   

 The following information must be included: 

a. full name and address of the customer, 

b. a licence number (if possible), 

c. a daytime contact telephone number for the customer, 

d. the value of the stamps sent, 

e. the Special Delivery / Recorded Delivery number (if possible), 

f. the address the customer sent the stamps to and the approximate date that 
they were sent. 

g. if the customer has sent a cheque, include the value of the cheque and 
whether or not it has been cashed (if the customer knows this). 



 

 

5. Advise the customer as follows: “Thank you for this information. We will 
investigate the situation and will be in contact by telephone or letter within the 
next seven days.” 



 

 

TVL Saving Stamps Queries 

If the stamps were sent to Darlington for a refund 

A customer advises that they have sent their Savings Stamps to TV Licensing for a 
refund. 

1. Ask for the date that the stamps were sent - have ten working days passed? 

a. If the relevant date has not passed, advise the customer that their letter has 
not been processed yet and will be soon and we will be in contact with them 
once it has been processed. 

b. If the relevant date has passed, continue below. 

2. If the item was sent recorded or special delivery, ask the customer if the delivery 
been confirmed by the post office. 

a. If the delivery has not been confirmed by Royal Mail, ask the customer to 
contact Royal Mail 

b. If Royal Mail has confirmed delivery or the item was not sent recorded or 
special delivery continue below. 

3. Send a Multi Form addressed to Client Accounts, sub-heading TVLSS - Stamps. 

The following information must be included: 

a. full name and address of the customer, 

b. a licence number (if possible), 

c. a daytime contact telephone number for the customer, 

d. the value of the stamps sent, 

e. the Special Delivery / Recorded Delivery number (if possible), 

f. the address the customer sent the stamps to and the approximate date that 
they were sent. 

4. Advise the customer as follows: “Thank you for this information. We will investigate the 
situation and will be in contact by telephone or letter within the next seven days.” 



 

 

 

TVL Saving Stamps Queries 

If the stamps were sent to Darlington to contribute to a TSC account 

1. Ask the caller if they have confirmed with the TSC department if the payment 
has been credited to their account. 

a. If no, ask the customer to call the TSC department. If the payment has not 
been credited the customer should contact us again. 

b. If yes, proceed as below. 

2. Ask for the date that the stamps were sent - have ten working days passed? 

a. If the relevant date has not passed, advise the customer that their letter has 
not been processed yet and will be soon and we will be in contact with them 
once it has been processed. 

b. If the relevant date has passed, continue below 

3. If the item was sent recorded or special delivery, ask the customer if the delivery 
been confirmed by the post office. 

a. If the delivery has not been confirmed by Royal Mail, ask the customer to 
contact Royal Mail 

b. If Royal Mail has confirmed delivery or the item was not sent in this manner 
continue below 

4. Send a Multi Form addressed to Client Accounts, sub-heading TVLSS - Stamps. 

 The following information must be included: 

a. full name and address of the customer 

b. a licence number (if possible) 

c. a daytime contact telephone number for the customer 

d. the value of the stamps sent 

e. the Special Delivery / Recorded Delivery number (if possible) 

f. the address the customer sent the stamps to and the approximate date that they 
were sent. 



 

 

TVL Saving Stamps Queries 

If the stamps were sent to Darlington contribute to a TV Licensing Payment 
Card 

1. Ask the caller if they have confirmed with the TV Licensing Payment Card 
department if the payment has been credited to their account. 

a. If no, ask the customer to call the TV Licensing Payment Card department. If 
the payment has not been credited the customer should contact us again. 

b. If yes, proceed as below. 

2. Ask for the date that the stamps were sent - have ten working days passed? 

a. If the relevant date has not passed, advise the customer that their letter has 
not been processed yet and will be soon and we will be in contact with them 
once it has been processed. 

b. If the relevant date has passed, continue below 

3. If the item was sent recorded or special delivery, ask the customer if the delivery 
been confirmed by the post office. 

a. If the delivery has not been confirmed by Royal Mail, ask the customer to 
contact Royal Mail 

b. If Royal Mail has confirmed delivery or the item was not posted using this 
method, continue below 

4. Send a Multi Form addressed to Client Accounts, sub-heading TVLSS - Stamps. 

The following information must be included: 

a. Full name and address of the customer 

b. a licence number (if possible) 

c. a daytime contact telephone number for the customer 

d. the value of the stamps sent 

e. the Special Delivery / Recorded Delivery number (if possible) 

f. the address the customer sent the stamps to and the approximate date that they 
were sent. 



 

 

TVL Saving Stamps - FAQs 

What can customers do if they still have TV Licence saving stamps? 

The customer has three choices: 

 Set up a Direct Debit to pay for their TV Licence using the stamps on the 
Direct Debit Initial Payment Scheme 

 Redeem the cash value of their saving stamps. (See below) 

How can customers redeem the cash value of their TV Licence saving stamps? 

The customer will need to return their TV Licence Saving Stamps to: 

TV Licensing, Darlington. DL98 1TL 

We recommend the customer use special delivery. Please also advise the customer 
to include their name, address and licence number. 



 

 

Savings Card Information 

TV Licence Savings Card Information 

 The TV Licensing Savings Card (TSC) was introduced in 2006 to replace TV Licensing 
Savings Stamps. 

Remember - No amendments should be made to licences paid by TV Licensing Savings 
Card (TSC). This includes changes of name and / or address and the implementation of 
DUADS. All calls should be transferred to the TSC enquiry line. 

TV Licensing Savings Card Menu 

Select from one of the below: 

Administrators of the TV Licensing Savings Card  (TSC) and how to contact them 

Applying for a TV Licensing Savings Card and how to save towards a TV Licence 

Renewals of TV Licences using a TV Licensing Savings Card 

TSC Refund Mailing 

Lost, stolen or damaged Savings Cards 

Moving house what to advise the customer 

Savings Card and third parties 

Post Office and TVL Saving Stamps, Stamp Refunds and transferring to the Saving Card 
(TSC) scheme 

TSC Cancellations 

  

 Index keywords : Saving Stamps, TVLSS 

 If you have a suggestion to improve this page, click here 

  

  



 

 

TSC Cancellations 

There are occasions when a customer who was previously paying by TV Licensing Payment 
or Savings Card, may wish to transfer to Direct Debit (DD). 

When dealing with these customers, always ensure in every instance that their previous TV 
Licensing Payment or Savings Card scheme has been fully cancelled before setting up the 
DD. 

Never set up a separate DD, as the expiry date will not reflect payments that the customer 
may have already made. 

If dealing with a customer who wishes to set up a DD, but whose TV Licensing Payment or 
Savings Card  licence is: 

 Not cancelled 

 Shows an expiry date of 1220 

Advise the following: 

 Contact the appropriate department if they have not already done so the scheme can 
be cancelled 

 The DD can only be set up by us when the previous scheme shows as cancelled on 
our system 

 A TV Licensing representative will telephone them within the next few days to set up 
the DD and request their bank details 

 They are covered in the meantime. 

Record the customers details including a suitable contact telephone number and send using 
an Outlook pending form for a DD sale call back. 



 

 

TV Licence Saving Card Information - How to join 
and save toward a TV Licence 

IMPORTANT - Customers must have a TV Licence with at least three months remaining to 
be able to go on to the TV Licensing Savings Card. Transfer these customers to the TSC 
enquiry line 

When dealing with a customer who does not have at least three months remaining on their 
TV Licence or needs to buy a brand new TV Licence, DO NOT transfer them. The customer 
will need to buy or renew a licence, as normal, before they can sign up for the TV Licensing 
Savings Card. It is Capita's role to arrange the purchase or renewal of licences in these 
cases 

How do customers get a Savings Card? 

If the customer has at least three months remaining on their licence, transfer them to the 
TSC enquiry line and this will be arranged. 

How do customers save for their TV Licence using the card? 

Customers can make a payment either online, by text, at any PayPoint outlet using cash or 
debit card or over the phone using a debit or credit card. 

Please note that it takes 48 hours from the time that a customer makes their saving for it to 
register on the savings card. 

How will customers know how much they have saved? 

 They will receive a statement every 6 months detailing the payments they have 
made. 

 Every time a customer makes a saving at a PayPoint outlet, they will be issued with a 
receipt, which they should keep for their records 

 They can also check their balance by either: 

  

 Logging in to their account at 
https://cashplans.tvlicensing.co.uk/savings/login/. 

 Calling the 24hr automated balance enquiry service. 
 Using the text facility 

  

 Please note that it may take 48 hours from the time a payment is received for it to 
appear on their payment history. 

  



 

 

TV Licence Saving Card Information - Renewals 

How are the customers TV licences renewed on the TV Licensing Savings Card (TSC 
)? 

TV Licences are automatically renewed (if members have saved enough to cover the licence 
fee) 

 If customers have saved enough to pay for your TV Licence when it is due for 
renewal, a new licence will be sent automatically in the post  no reminder necessary. 

 If customers have saved more than the cost of the licence, these extra savings can 
be put towards their next TV Licence. 

 If customers have not saved enough by the time their licence is due for renewal, you 
can pay the balance over online, by text, at any PayPoint outlet using cash or debit 
card or over the phone using a debit or credit card. After they have paid the balance, 
a new licence will be sent. 

 If a customer has not saved enough and does not pay the balance at the time off 
renewal they will be sent four letters telling the customer that they need to top up to 
the full licence fee.  If these are ignored the TSC flag will be removed from the 
system and the licence revert to a CFL with an over due renewal. The customer will 
be unlicensed and will have received a final letter and refund of any savings made on 
the TV Licensing Savings Card. 



 

 

TV Licence Savings Card Information 

TV Licensing Savings Card (TSC) is administered by TVL Cash. They also administer TV 
Licensing Payment Card (TPC)payment. 

The address customers should write to regarding the TV Licensing Savings Card is: 

Savings card, TV licensing, Darlington, DL981TL 

The contact telephone numbers for the TV Licensing Savings Card: 

 Customers - The enquiry line number is 0300 555 3434 
 Bristol / Darwen Staff - Use the appropriate speed dial 

  

The contact telephone numbers for the TV Licensing Payment Card: 

  

 Customers - The enquiry line number is 0300 555 0300 
 Bristol / Darwen Staff - Use the appropriate speed dial 

It is important that the correct transfer numbers are used because the TV Licensing Savings 
Card and TV Licensing Payment Card queries are dealt with by different departments. 

 All Savings Card queries must go to the TSC enquiry line 
 All Payment Card queries must go to the correct enquiry line.. 

  

 Index keywords : Saving card, TV Licence Savings Card 

See also: 

TV Licence Savings Card Information Menu 

Extract from M135 Iss 1 Rev 6  

 If you have a suggestion to improve this page, click here 



 

 

TV Licence Savings Card Information 

What to advise a customer if they move? 

The customer's Savings Card is registered to them at their address. If the customer moves, 
it is important that they tell us so we can transfer their account to their new address. 

  

If you receive a call from a customer on the Savings Card (TSC) scheme that wishes to 
change their address process the change of address as normal. 

  

If you are dealing with a TV Licensing Payment Card or Savings Card change of address on 
SmartAgent, process the change of address as normal. 

  

The customer can also do this online at www.tvlicensing.co.uk/moving or by calling the TSC 
enquiry line. 



 

 

TV Licence Savings Card Information 

What if a savings card is lost or stolen? 

TV Licensing has electronic records of all customers savings on our computer system, so 
they will always be safe. The customers card carries a unique reference number that is 
registered against their name and address, so nobody can take any savings from it or use it 
to pay for their TV Licence. If dealing with a customer whose Savings Card has been lost or 
stolen, transfer them the TSC enquiry line. 

What if a customer savings card is damaged? 

Transfer the caller to the TSC enquiry line. Their savings will still be safe. 



 

 

TV Licence Savings Card Information  -  Old TV 
Licence Saving Stamps 

What can customers do if they still have TV Licence saving stamps? 

  

The customer can redeem the cash value of their saving stamps. 

  

The customer will need to return their saving stamps to: TV Licensing, Darlington, DL98 1TL. 

  

The customer should include their name, address, phone number, TV Licence number and 
membership number. 

  

We recommend the customer use special delivery. Please also advise the customer to 
include their name, address and licence number. 



 

 

TV Licence Savings Card Information 

Refund Mailing 

Customers who have made some savings toward the cost of their licence using TV 
Licensing Savings Card (TSC), but have not saved enough to renew it will now be sent a 
letter with a full refund of their savings by cheque. 

The letter and cheque is sent when the previous licence of the customer has expired and 
four reminders have been sent. The letter asks the customer to contact TV Licensing to 
arrange payment of their licence. 

These letters will be sent every month to affected customers. 

Should you deal with a customer in this scenario who questions why they have received a 
refund, explain that this is because they have failed to use their savings toward their renewal 
and their licence has now expired. 

The customer should bank the cheque as it is not possible for TVL Cash to retain the 
payment once it has been sent. If a customer has a query about the payee on the cheque 
(e.g. deceased) or they think they had more money saved, they should contact TSC enquiry 
line. 

Remember a customer must have three months remaining on their licence before they can 
apply for a TSC, so the customer will be unable to re-apply for a TSC without renewing their 
licence first. 

In all cases where a customer calls in response to this letter, please attempt to sell them a 
licence (where applicable). The preferred method of payment for customers purchasing or 
renewing a TV licence is Direct Debit. 



 

 

TV Licence Savings Card Information 

What if a customer wants a relative or friend to save for them? 

Transfer the caller the TSC enquiry line to register as a saver and to request a TV Licensing 
Savings Card for their address. 

What if customer wants to save for a relative or friend? 

Transfer the caller to the TSC enquiry line to register as a saver for that persons TV Licence 
and to request a TVL Savings Card for their address. 



 

 

Transfer of scheme guidelines 

A Direct Debit scheme to TV Licensing Payment 
Card / Savings Card 

Company policy is to retain customers on DD and all staff should challenge twice to 
persuade customers to stay on DD when they wish to take up another payment 
method. This includes people who wish to cancel their DD, and join another scheme. 

If a customer cannot be persuaded to stay on DD carry out a 'Mandate Cancel - 
Request to Leave' and transfer to the relevant department at TVL Cash for them to 
set up the TV Licensing Payment Card or Savings Card. 



 

 

DDA to GM1 or PG1 

Qdos users 

You will need to complete this request as trained following the appropriate menu routes. 

Lassy users 

 If a new DDA licence has already been issued you will have to REVCANC the 
licence after completing a Mandate Cancel request to leave and the request 
then needs to be sent to pending for actioning the following day or at the start 
of the next month, depending on the required expiry date. 

 It may be necessary to advise the customer that they will receive an 
unoccupied mailing if the licence scheme change cannot be finalised until the 
start of next month due to system constraints 

 If the customers transferring to PG1 and they call when they have a DDA 

licence, the PG1 licence and payment plan will not be sent until the licence is 
under renewal. 

 If the customers transferring to GM1 and they call during a valid DDA licence, the 
amount of months left on the DDA licence will affect what happens. 

7 or more months left   

The customer will receive a letter stating they have joined the monthly scheme and that we 
will send a payment plan before the payment are due to start. 

Between 1 and 6 months left 

The customer will receive a letter stating they have joined the monthly scheme, it will include 
a payment plan for their monthly future payments. 

Less than 1 month left  

The customer will receive a licence and a monthly payment plan. 

Important 

  

A Direct Debit sale does not occur when the payment method of changes from one Direct 
Debit payment scheme to another, regardless of whether or not the change can take place 
immediately, soon after or has to be actioned via pending at a later date due to system 
constraints. Also regardless of whether or not a new licence record needs to be created or 
the mandate cancel process is or is not used. 

  



 

 

GM1 to DDA or PG1 

Qdos users 

You will need to complete this request as trained following the appropriate menu routes. 

Lassy users 

 If a new GM1 licence has already been issued but is not yet valid you will 
have to send a Call Log Multi Form to Refunds requesting that the future 
payments be refunded and PG1 or DDA licence be set up. 

 If a GM1 licence has already been issued and is valid, the Mandate Cancel 
will cause a change the expiry date. Then actioning the RECTSU for PG1 or 
DDA will send and automatic letter to the customer advising them that they 
have joined the new scheme, and that the will receive a new licence and 
payment plan on renewal. 

 If a GM1 licence is in future payments the Mandate Cancel will produce a 
future payments refund, this should go to the payer. After the RECTSU screen 
has been completed, the customers PG1 or DDA licence will not start until 
their licence is under renewal. You are not able to action a RECTSU straight 
away, the details need to be sent to pending for action the following day as 
the refund must 1st be issued which is an overnight process 

 It may be necessary to advise the customer that they will receive an 
unoccupied mailing if the licence scheme change cannot be finalised until the 
start of next month due to system constraints 

 If the customer calls in ANTIC click here . 
 A Direct Debit sale does not occur when the payment method of changes from one 

Direct Debit payment scheme to another, regardless of whether or not the change 
can take place immediately, soon after or has to be actioned via pending at a later 
date due to system constraints. Also regardless of whether or not a new licence 
record needs to be created or the mandate cancel process is or is not used. 

  



 

 

PG1 to DDA or GM1 (with a change of bank details 
or a BA Cancel) 

Qdos users 

You will need to complete this request as trained following the appropriate menu routes. 

Lassy users 

 If a new PG1 licence has already been issued you will have to REVCANC the 
licence after actioning the Mandate Cancel request to leave and the request 
then needs to be sent to pending for actioning the following day or at the start 
of the next month, depending on the required expiry date. 

 It may be necessary to advise the customer that they will receive an 
unoccupied mailing if the licence scheme change cannot be finalised until the 
start of next month due to system constraints 

 If the customer calls in ANTIC click here 
 A Direct Debit sale does not occur when the payment method of changes from one 

Direct Debit payment scheme to another, regardless of whether or not the change 
can take place immediately, soon after or has to be actioned via pending at a later 
date due to system constraints. Also regardless of whether or not a new licence 
record needs to be created or the mandate cancel process is or is not used. 

  



 

 

 

PG1 To GM1 - Automatic Transfer 

Do not set up a quarterly licence with an initial payment and then use the automatic 
transfer to monthly on the same day. 

Qdos users 

Should follow the appropriate route as trained 

Lassy users 

There are two automatic transfer types which are F = FULLY PAID and I = IMMEDIATE. 

For an Immediate Transfer use the TFR1 soft key. This will complete the transfer screen and 
return you to the T/Enq screen. 

For a Fully Paid (at the end of their PG1 Licence) use the TFR softkey, this will take you to 
the Transfer screen. 

In Transfer screen select: 

 Action Code: A (action) 
 New Payment Scheme: GM1 
 Licence Number: The number will be transferred automatically to the TFR screen. 
 Transfer Type: F = FULLY PAID 
 Media Code: MRE (monthly requested). Although any media code will work 

Draft letter ML61 (immediate) or ML60 (fully paid) will be sent to the customer and show in 
the payment history. 

Intent GPS will also appear in the payment history. This means the customers interest in 
monthly has been registered. The ML.60/61 letters explain how the monthly scheme works 
and advises the customer to contact us within fourteen days if they no longer wish to pay by 
monthly. If they do not contact us before this period the scheme will be transferred. 

TRANSFER will appear on the payment history and the customer will be issued with a 
licence and payment plan shortly before we debit their account.  

If the customer contacts us to cancel the transfer, before TRANSFER shows in the payment 
history, go into TFR and change the action code to C and press enter 

If the customer contacts us to cancel the transfer, after TRANSFER shows in the payment 
history, you have to Mandate Cancel -Request to leave and set the licence back up in 
RECTSU. 

Remember 

 Payments will split into either 5 or 6 monthly instalments; it will never allow 
you to spread monthly over more payments. 

 This process can be done in ANTIC but the quarterly payment under request 
will still be debited. 



 

 

 A Direct Debit sale does not occur when the payment method of changes from one 
Direct Debit payment scheme to another, regardless of whether or not the change 
can take place immediately, soon after or has to be actioned via pending at a later 
date due to system constraints. Also regardless of whether or not a new licence 
record needs to be created or the mandate cancel process is or is not used. 

  



 

 

Payment Card / Savings Card to a Direct Debit 
scheme 

If a customer wants to transfer to a Direct Debit payment scheme from TV Licensing 
Payment Card or Savings Card you will have to transfer the call to the relevant department 
at TVL Cash for them to cancel the TV Licensing Payment Card or Savings Card Scheme. It 
takes 48 hours before the customers expiry date shows on Qdos or Lassy. When the correct 
expiry shows, set up the DD as trained. 

Remember 

If dealing with a customer who wishes to set up a DD, but whose TV Licensing Payment 
Card or Savings Card licence is: 

 Not cancelled 

 Shows an expiry date of 1220. 

The following applies: 

 The customer must contact the appropriate department if they have not already done so 
the scheme can be cancelled 

 The DD can only be set up by Capita staff when the previous scheme shows as 
cancelled on our system 

 A TV Licensing representative will telephone them within the next few days to set up the 
DD 

 They are covered in the meantime. 

Record the customers details including a suitable contact telephone number and send using 
an Outlook pending form for a DD sale call back. 



 

 

TV Licensing Payment Card 

A Guide to the TV Licensing Payment Card 

The TV Licensing Payment Card, formerly known as Cash Easy Entry (CEE) and Monthly 
Cash Plan (MCP), is administrated by TVL Cash another office of TV Licensing. 

Always ensure that you offer the customer the most appropriate method of payment for 
them. 

Conditions of acceptance 

Colour licence required. 

If the customer has a licence they can only apply for a TV Licensing Payment Card if they 
have less than 6 months left. 

Payment methods that are accepted by TVL Cash over the phone 

 Switch / Maestro 
 Visa Electron 
 Visa 
 Mastercard. 

Payment card not accepted by TVL Cash over the phone 

 Co-op Electron 
 American Express. 

Payment methods that are accepted at PayPoint outlets on the UK mainland, 
and (from 1 April 2009) at the Post Office on the Channel Islands and the Isle of 
Man 

They will accept:- 

 All debit cards (excepted prepaid debit cards, these are debit cards that consumers 
can buy and load with cash) 

 Cash 
 Mix of cash and debit card. 

The customer must have their membership card as well as payment with them. A receipt is 
issued to customer. 

How to refer customer 

 Staff should use the appropriate speed dial or give customer the TV Licensing 
Payment Card telephone number - 0300 555 0300 

 Call centre opening times : Monday to Friday 08:00 - 21:00, Saturday 08:00 - 17:00 
 By writing to: 

TV Licensing Payment Card,  
TV Licensing,  
PO Box 181, 



 

 

Preston, 
PR1 3GE 

 The website address can also be given : cashplans.tvlicensing.co.uk 

  



 

 

TV Licensing Payment Card - COA 

What to advise a customer if they move? 

The customer's TV Licensing Payment Card is registered to them at their address. If the 
customer moves, it is important that they tell us so we can transfer their account to their new 
address. 

  

If you receive a call from a customer on the TV Licensing Payment Card (CEE/MCP) that 
wishes to change their address process the change of address as normal. 

  

If you are dealing with a TV Licensing Payment Card or Savings Card change of address on 
SmartAgent, process the change of address as normal. 

  

The customer can also do this online at www.tvlicensing.co.uk/moving or by calling the TSC 
enquiry line. 



 

 

TV Licensing Payment Card Cancellations 

There are occasions when a customer who was previously paying by the TV Licensing 
Payment Card or Savings Card, may wish to transfer to Direct Debit (DD). 

When dealing with these customers, always ensure in every instance that their previous TV 
Licensing Payment Card or Savings Card scheme has been fully cancelled before setting up 
the DD. 

Never set up a separate DD, as the expiry date will not reflect payments that the customer 
may have already made. 

If dealing with a customer who wishes to set up a DD, but whose TV Licensing 
Payment Card or Savings Card licence is: 

 Not cancelled 
 Shows an expiry date of 12/20. 

Advise the following: 

 Contact TVL Cash if they have not already done so the scheme can be cancelled 
 The DD can only be set up by us when the previous scheme shows as cancelled on our 

system 
 A TV Licensing representative will telephone them within the next few days to set up the 

DD 
 They are covered in the meantime. 

Record the customer's details including a suitable contact telephone number and send using 
an Outlook pending form for a DD sale call back. 

Deceased Cancellations 

When a Card Scheme Cancellation is received from TVL Cash with a Reason of Deceased, 
the matching licence is converted to CFL and is immediately cancelled with a Reason of 
Deceased, regardless of the expiry Month & Year (if a valid refund application is 
subsequently received, the licence could be re-instated & the refund instigated against it). If 
there is no other current record at the address, the address status will be set to Vacant Thru 
Death.    



 

 

TV Licensing Payment Card Plans 2010/2016 

Weekly Normal Instalments 2010/16 

Renewal Date Weeks 
Available 

Frequency Initial£ Instalment£ Number Instalment£ Number Total 
Paid £ 

Up to 11 months 

past due 
26 Weekly 0.00 5.60 25 5.50 1 145.50 

1 month in 

advance 
14 Fortnightly 0.00 10.50 11 10.00 3 145.50 

2 months in 

advance 
16 Fortnightly 0.00 9.50 3 9.00 13 145.50 

3 months in 

advance 
18 Fortnightly 0.00 8.50 3 8.00 15 145.50 

4 months in 

advance 
20 Fortnightly 0.00 7.50 11 7.00 9 145.50 

5 months in 

advance 
22 Fortnightly 0.00 7.00 5 6.50 17 145.50 

6 months in 

advance 
26 Fortnightly 0.00 6.00 5 5.50 21 145.50 

Weekly Blind Instalments 2010/16 

Renewal Date Weeks 
Available 

Frequency Initial£ Instalment£ Number Instalment£ Number Total 
Paid £ 

Up to 11 months 

past due 
26 Weekly 0.00 2.80 25 2.75 1 72.75 

1 month in advance 14 Fortnightly 0.00 5.25 11 5.00 3 72.75 

2 months in 

advance 
16 Fortnightly 0.00 4.75 3 4.50 13 72.75 

3 months in 

advance 
18 Fortnightly 0.00 4.25 3 4.00 15 72.75 

4 months in 

advance 
20 Fortnightly 0.00 3.75 11 3.50 9 72.75 

5 months in 

advance 
22 Fortnightly 0.00 3.50 5 3.25 17 72.75 

6 months in 
advance 

26 Fortnightly 0.00 3.00 5 2.75 21 72.75 

Monthly Payment Plans Effective from 01/04/10 

Payment Plan Number Instalment 
£ 

Number Instalment 
£ 

Total Paid 
£ 

6 Month Plan 6 24.25 0 0.00 145.50 
7 Month Plan 1 20.82 6 20.78 145.50 
8 Month Plan 1 18.24 7 18.18 145.50 
9 Month Plan 1 16.22 8 16.16 145.50 
10 Month Plan 10 14.55 0 0.00 145.50 
11 Month Plan 1 13.30 10 13.22 145.50 



 

 

12 Month Plan 1 12.18 11 12.12 145.50 

Monthly Blind Payment Plans Effective from 01/04/10 

Payment Plan Number Instalment 
£ 

Number Instalment 
£ 

Total Paid 
£ 

6 Month Plan 1 12.15 5 12.12 72.75 
7 Month Plan 2 10.40 5 10.39 72.75 
8 Month Plan 1 9.12 7 9.09 72.75 
9 Month Plan 1 8.11 8 8.08 72.75 
10 Month Plan 1 7.32 9 7.27 72.75 
11 Month Plan 1 6.65 10 6.61 72.75 
12 Month Plan 1 6.09 11 6.06 72.75 

  



 

 

Payment options – increasing revenue 

The focus on all new application and renewal calls is to promote the payment methods in the 
set order below. 

1.    CFL sale with a DD set up for the next licence (early joiner) 

2.    Annual DD 

3.    Monthly DD with Initial Payment 

4.    Monthly DD 

5.    Monthly Cash plan (if the customer want to pay on a cash scheme) 

6.    Cash plan (if the customer want to pay on a cash scheme) 

7.    Quarterly DD (Offer before the Cash plans if customer wants to pay be Direct Debit) 

  

How to promote the payment methods during a call 

Begin the call as normal but, when the customer tells you they want to buy a new licence or 
renew one, this is when you can start promoting the new order. 

For example: 

Customer: I need to buy/renew a licence 

Advisor: Great, the licence costs £145.50.  I can get a payment in full by debit or credit 
organised now. – N.B. this should only be promoted if it’s a new licence, or the current 
licence is expired/in the expiry month 

Customer response #1:That’s fine 

Advisor continues through the Qdos scripts following the payment in full by card flow 

Customer response #2: I can’t afford to pay on my card today. 

Advisor: No problem. I can set it up so that we take the full payment from your bank 
account in around two weeks time. 

Customer response #1:That’s fine 

Advisor continues through the Qdos scripts following the DD/Yearly DD flow 

Customer response #2: I was hoping to spread the cost 

Advisor: OK.  I can set it up so that we spread the payments by DD.   

Customer response:That’s fine 

Advisor continues through the Qdos scripts following the DD/Monthly DD flow 

  



 

 

Policy Guide 

Accomodation for Residential Care 

ARC Licence- Change in customer's circumstances 

If a customer has an ARC licence and wants to advise of any change of circumstances, you 
need to escalate the request. 

Call centre - Pass all queries of this nature to the Concessionary Licence Centre (CLC) on a 
multi form 

Corres / Email teams - Place all items of work of this nature in the appropriate CLC queue 
on SmartAgent 



 

 

ARC Licence - Qualifying accommodation 

What type of accommodation will qualify for an Accommodation for 
Residential Care (ARC) Licence? 

 The accommodation must either be for the sole or main purpose of the above 
residents if it is a home or if sheltered accommodation: 

 Be a group of at least 4 dwellings within a common and exclusive boundary. 
 Have a warden/caring function who either lives within the boundary or works a 

minimum of 30 hours per week within the boundary. 
 Be erected or converted for occupation by qualifying residents, 
 Be publicly managed or provided by a local authority or housing association or 

similar body. 

Call centre - Pass all queries of this nature to the Concessionary Licence Centre (CLC) on a 
multi form. (Except queries about the quarterly ARC Mailing for the process for these click 
here) 

Corres / Email teams - Place all items of work of this nature in the appropriate CLC queue 
on SmartAgent. (Except queries about the quarterly ARC Mailing for the process for these 
click here) 



 

 

ARC Licence - Qualifying residents 

What criteria must be met to qualify for an ARC Licence by the residents? 

Call centre - Pass all queries of this nature to the Concessionary Licence Centre (CLC) on a 

multi form. (Except queries about the quarterly ARC Mailing for the process for these click 

here)  

Corres / Email teams - Place all items of work of this nature in the appropriate CLC queue 
on SmartAgent. (Except queries about the quarterly ARC Mailing for the process for these 
click here) 



 

 

ARC Licence - Respite Rooms 

Do I need a full fee licence for a respite room? 

Call centre - Pass all queries of this nature to the Concessionary Licence Centre (CLC) on a 
multi form. (Except queries about the quarterly ARC Mailing for the process for these click 
here)  

Corres / Email teams - Place all items of work of this nature in the appropriate CLC queue 
on SmartAgent. (Except queries about the quarterly ARC Mailing for the process for these 
click here) 

 

  



 

 

 

ARC Licences - Over 75 questions 

I am Over 75 and live in accommodation covered by an ARC licence, am I still 
eligible for a Free Over 75 Licence? 

Residents can still qualify for the free Over 75 licence. 

I have a free Over 75 Licence and am moving to residential care where I will 
not have a television, will my licence still cover my family at my old address? 

If the licensee with a full fee or  free licence, moves to a Nursing Home or Hospital and the 
licence is not required at the new address, it can remain at the old address and cover 
anyone who was previously benefiting from the licence, until it runs out. 

If a person who is has a Free Over 75 licence moves into or out of an ARC address, the 
ARC team must be told. 

Call centre - Pass all queries of this nature to the Concessionary Licence Centre (CLC) on a 
multi form (Except queries about the quarterly ARC Mailing for the process for these click 
here). 

Corres / Email teams - Place all items of work of this nature in the appropriate CLC queue 
on SmartAgent (Except queries about the quarterly ARC Mailing for the process for these 
click here). 
  



 

 

Residential Homes / Retirement Homes / Sheltered 
Housing 

These types of homes are designed for those people who find it difficult to care for 
themselves in their own home but are still looking to maintain some independence. The 
usual pattern is that each person or couple in the home has an apartment-style room or suite 
of rooms. Additional facilities are provided within the building. Often this includes facilities for 
meals, gathering, recreation, and some form of health care.  The level of facilities varies 
enormously. 

Residential Home / Retirement Home / Sheltered Housing differ from a nursing home 
primarily by the level of medical care given. 

Residential Homes / Retirement Homes / Sheltered Housing licensing requirements 

Residents :One TV Licence is required for each separate accommodation with in the home, 
where a TV is in use.  It does not matter if the TV sets are owned by the residents or 
provided by the homeowners. 

Residents who are 75 years of age or more are entitled to a Free Over 75 TV Licence 

Communal areas : One full fee TV Licence, to cover the use of televisions in all communal 
areas within the home.   

Warden or officer in charge residence : One full fee TV Licence is required to cover 
television equipment if used in the warden or officer in charge residence within the home. 

Concessionary TV Licence for accommodation that provide residential care. 

Homes that look after disabled or retired people aged 60 years or more, may qualify for the 
Accommodation for Residential Care (ARC) Concessionary TV Licence.  This licence allows 
residents to pay just £7.50 a year to watch television in their own accommodation.  The 
person in charge can apply for this licence by calling 0300 790 6087 and asking for an 
application form. 

Any enquires regarding applications or qualification for an Accommodation for Residential 
Care (ARC) Concessionary TV Licence should be forwarded to CLC. 



 

 

Crown, Diplomats and Royal Family 

Crown Exemption - what is crown exemption ? 

Crown exemption applies where a building is occupied by the Crown where 
television receiving equipment is used for “official purposes”. 

A Government department or organisation that is part of the Crown can claim 
exemption, but again, only where television receiving equipment is used for official 
purposes. 

An official purpose is defined as “TV equipment used in pursuance of the minister's 
function.” 

Call Centre 

Anyone applying for Crown exemption must do so in writing and any correspondence / 
queries should be sent to the Policy Group, TV Licensing, Darlington. DL98 1TL or sent to 
the Policy team on a Multi form. 

Customer Administration 

Put the item in the appropriate Policy queue on SmartAgent. 



 

 

Diplomats 

 Diplomats enjoy immunity from prosecution, if they choose not to buy a TV Licence, 
TV Licensing cannot enforce the law against them. 

 Embassy buildings also have diplomatic protection and TV Licensing cannot enforce the law 
if the embassy chooses not to buy a TV Licence. 

Call Centre 

Should you receive a telephone call from someone claiming diplomatic immunity from TV 
Licensing, the following information must be sent on a multi form,  to 'Over 75', sub-
department, 'Diplomats'. 

 Full name of customer (check spelling as there can be variations) 

 The embassy or organisation the customer works for 

 Date of arrival in the country 

 Customer address 

 Previous address if lived in this country for some time 

 Job title at the embassy/organisation 

 Daytime contact telephone number. 

Advise the customer: “this information will be passed to our Diplomats Department for 
confirmation of your diplomatic status. Once confirmation has been received, we will write 
and advise you". 

Customer Administration 

If you receive an item of correspondence or an email, please forward to the Diplomat 
section via the relevant SmartAgent category. 

Diplomat Duty 

Diplomat duty click here to access the latest London Diplomatic List 



 

 

Royal Family 

Royal family - Are the royal family exempt from a licence? 

 Only the Queen is exempt from the need for a television licence. 

 Staff at Royal Residences will need individual licence cover for any TVs installed in 
their own accommodation. 



 

 

External Licensing Requirements (Non TV Licensing) 

External Licensing Requirements - CB (Citizen 
Band) 

Citizen Band (CB) Licence 

TV Licensing staff must not advise on these matters except to advise people to contact the 
relevant body. 

A licence (not a TV Licence) is needed to transmit radio or video via a CB radio on the 
Citizens Band radio wave. 

Please refer any questions to Radio Licensing who are an external company. 



 

 

External Licensing Requirements - MPLC Umbrella 

MPLC Umbrella Licence 

TV Licensing staff must not advise on these matters except to advise people to contact the 
relevant body. 

This licence is needed to show pre-recorded DVDs in a public place. This is because DVDs 
and VCR tapes are intended for home use only. A public place includes a place of work in 
this instance. 

Please refer any questions to the Motion Picture Licensing Company which is an external 
company. 



 

 

External Licensing Requirements - Not linked with 
TV Licensing 

TV Licensing staff must not advise on these matters except to advise people to contact the 
relevant body. 

TV Licensing is unable to advise on any enquiries regarding other licences including 
performing rights, copyright or citizen band radio (CB). The requirement for these types of 
licence should be clarified by the appropriate licensing authority. 



 

 

External Licensing Requirements - Performing 
Rights 

Performing Rights Society (PRS) Licence 

TV Licensing staff must not advise on these matters except to advise people to contact the 
relevant body. 

When music is played in a public place the owner of the copyright is entitled, by law, to 
payment from the user. A TV licence only authorises receipt of the live broadcast and does 
not cover public performance of that broadcast. 

A PRS licence is required for the live performance or public playing of copyright music. A 
public place includes a place of work in this instance. 

You must refer any questions to the Performing Rights Society which is an external 
company. Their website address with contact details on is: www.prsformusic.com. 

You must refer the customer to PRS, don't ever try to answer any questions on Performing 
Rights yourself. 



 

 

External Licensing Requirements - PPL 

PPL (Phonographic Performance Limited) is the UK-based music licensing company which 
licences recorded music and music videos played in public and broadcast on the radio, TV 
and internet 

PPL licences terrestrial, satellite and cable TV services in the UK, Isle of Man and Channel 
Islands including BBC, Sky, Channel 4, ITV, Five as well as various online TV providers and 
uninterrupted TV broadcast signals being transmitted from the UK into another country. 

If you play recorded music or music videos in public, you will almost certainly be legally 
required to have a PPL licence. 

For further information people should visit www.ppluk.com 



 

 

External Licensing Requirements - Public 
Entertainments 

Public Entertainments Licence 

TV Licensing staff must not advise on these matters except to advise people to contact the 
relevant body. 

A licence is needed when staging any entertainment involving live performers, including 
karaoke and discos. 

Please refer any questions to the Local District Council of the person or business enquiring. 

  

  



 

 

External Licensing Requirements - Video 
Performance Licence 

Video Performance Licence 

TV Licensing staff must not advise on these matters except to advise people to contact the 
relevant body. 

A VPL licence is needed for the public playing of music videos.  Video Performance Ltd 
represents the companies who own the 'film' copyright in the music videos themselves. 

Please refer any questions to Video Performance Ltd which is an external company. 

  



 

 

Formal Statements 

Formal Statement - Complaints Policy 

Policy Statement 

Where a letter or telephone call of complaint is identified, we will ensure that it is a dealt with 
by staff who are trained and have demonstrated that they can fully investigate the causes of 
the complaint, fully reply to the customers enquiries and can identify any operational 
weaknesses.  These will then be used as the basis for procedural improvement or 
development opportunities for operational staff.  The main purpose of the complaints 
function will be to reduce complaints within our control. 

All work will be dealt with within the targets set by the BBC and the data collected from 
complaints received will be used to identify trends and areas of potential improvements 
within TVL, processes and procedures. 

  



 

 

Formal Statement - Human Rights Act 

If a person refers to the Human Rights Act. 

"Irrespective of an individuals personal views, under UK law (The Communications Act 
2003) - it is illegal to install or use television-receiving equipment to receive television 
programme services without a valid TV Licence. Individuals who break this law risk 
prosecution and a maximum £1,000 fine. This situation has not been affected by the Human 
Rights Act 1998." 

Please alter the formal statement depending on where the address is: 

The maximum penalty for not having a valid TV Licence is a £1000 fine (or £2000 in 
Guernsey and £500 Jersey) 



 

 

Formal Statement - No TV used 

When we are advised there is no TV equipment in use. 

I need to let you know that an enquiry officer may call to verify this information. If people are 
caught using television equipment when they are not correctly licensed they could be fined 
up to £1000. 

Please alter the formal statement depending on where the address is: 

The maximum penalty for not having a valid TV Licence is a £1000 fine (or £2000 in 
Guernsey and £500 Jersey) 



 

 

Formal Statement - Refusal to pay 

When a person refuses to buy a TV Licence. 

If a customer says that they aren’t paying because they don’t watch BBC or they pay 
another provider you should explain that they still need a licence if they are watching 
any programs including foreign channels as they are being broadcast. 

If they still refuse to pay you should inform them that if they watch live TV without a 
licence they could be fined. Then complete the SITE Form (Stated Intention To 
Evade) 

Formal Statement 

"I must advise that you are breaking the law by using your television without a 
licence. If an enquiry officer calls and you are caught using television equipment, a 
statement would be taken and you could be fined." 

The maximum penalty for not having a valid TV Licence is a £1000 fine (or £2000 in 
Guernsey and £500 Jersey) 



 

 

Formal Statement - Time to Pay Request 

When a customer asks for time to pay and they do not have a licence/their 
licence has expired. 

I suggest that you do not use your television equipment. I have updated our records 
accordingly. However, I must advise you that an enquiry officer could call and if you are 
caught using television equipment, you could be fined up to £1000. 

Please alter the formal statement depending on where the address is: 

The maximum penalty for not having a valid TV Licence is a £1000 fine (or £2000 in 
Guernsey and £500 Jersey) 



 

 

Formal Statement - TV Licence needed check 

When a customer contacts us to check if a licence is needed. 

Even if you don’t have a TV, please be aware that you need to be covered by a licence if you 
use any other device to watch television programmes as they are being shown on TV. 

These include: computers, mobile phones, games consoles, digital boxes, DVD/VHS 
recorders. 



 

 

Licensing Requirements 

Armed Forces 

Armed Forces - Other useful info 

Other Information on Armed Forces 

 TV used for official purposes may be covered by Crown Exemption (see 
relevant section) 

 Foreign Ships will not need a licence 
 Staff who view the American Forces Network whilst in the UK will require a TV 

Licence. 

   

  



 

 

Armed Forces - Visiting Forces 

Do visiting forces require a licence? 

Armed Forces from other countries stationed in the UK will have the same licensing 
responsibilities as HM Forces. 



 

 

Armed Forces 

What will one licence cover? 

Television equipment in all buildings or areas of common use within one boundary of the 
camp or barracks (not including residential accommodation). 

Navel ships require only one licence, this will cover all TV's on board 



 

 

 

Armed Forces - When will separate licences be 
required? 

 TV used in barrack dormitories or bunk rooms (one licence is required for 
each dormitory/bunk room) 

 TV used in residential quarters or private accommodation within the 
camp/barracks and within messes (including that of the Officer Commanding) 

 TV used at a home address outside the barracks 

 TV used in any part of the camp occupied by another authority or organisation 
who are not part of the service authorities 

 TV used in a club or mess within the barracks. Each Mess requiring its own licence 
(i.e. Sergeants mess, Officers mess etc.) 



 

 

Businesses (incl Pubs) 

Licensing Requirements - business vehicles 

Does our business licence cover TV used in our vehicles? 

A TV Licence held by the business will cover anyone using television receivers in vehicle(s) 
whilst carrying out business functions provided the person normally works at the address 
that the licence is held at. 

However, if the vehicle(s) are used for more than minimal incidental personal use, the 
vehicle will not be covered by the business licence. It will then need to be covered for 
personal use, by a licence at held at the user's residential address. 

If the user does not have a TV Licence at their residential address, they will need to buy one. 



 

 

More than one organisation in a building 

In cases where several organisations occupy the same building, use the Licensable places 
calculator for businesses to decide if additional licences are required. 



 

 

Satellite Information Service (SIS) 

Satellite Information Service (SIS) needs to be licensed in the normal way as it is a television 
programme service. 



 

 

Staff or owner's accommodation 

Does a licence cover the owner / manager / staff living on site? 

Any residential accommodation on site, even a flat above the public house, will need to be 
covered by a separate licence.  
   
The licence held by or for the public house will not cover residential accommodation even if it 
is the manager or owners accommodation. Each unit of accommodation would need its own 
licence cover.  
   



 

 

The Life Channel 

Is a TV Licence needed for The Life Channel? 

A TV licence is not required to view only 'The Life Channel', if a GP surgery, or other 
business calls to advise that they only view this channel, a No Licence Needed Claim should 
be set.  Advise if they have already purchased a licence, a refund application needs to be 
sent to the relevant address as normal refund producers apply. 

Corres and email staff 

Glossary paragraph GP52 is available for you to use (currently on Smart Agent only) 

About the Life Channel 

The Life Channel is a successful network dedicated to celebrating life and health. Available 
in over 2,400 venues throughout the UK, The Life Channel is watched by over 14 million 
viewers each month. 

With pre-recorded programming and local surgery information, The Life Channel aims to 
inform and entertain, helping viewers help themselves by providing the latest health advice, 
entertainment and useful tips in an accessible and friendly manner. 

Each and every month, the network is available to over 18 million viewers, offering practical 
information and advice on a variety of issues affecting the community through high quality 
programming aimed at the specific audiences within the GP Practice. 

Designed to communicate with all audiences within the community, the content has been 
refined over the past six years by the in-house production team to highlight the pertinent 
topics of interest for our audience. 
 



 

 

When does a business not need a licence? 

Under certain circumstances, some businesses will not require a TV Licence. This will be 
when there is no viewing, recording, streaming or downloading of live television broadcasts. 

Even if there is equipment on the premises that normally needs to be licensed, the decision 
often depends on how the equipment is used. Here are some examples of equipment that 
does NOT require a licence because it is not used to receive or record television programme 
services: 

 A CCTV camera which is used purely as a video recording system and not to 
receive any programme services 

 Television equipment that is only used to show pre-recorded training videos 

 Pre-recorded videos that are shown on a continuous loop (e.g. in a reception area) 

 Some financial companies use a system known as Market Eye. This picks up 
a text service only on the current Stock Exchange prices and does not need to 
be licensed. 

 Teletext-only receivers that cannot receive moving images 

 Equipment that has been modified so that it can no longer receive television 
programme services. 

 A TV dealer does not need a TV Licence if they are only repairing, testing or 
demonstrating equipment to customers. 

  

If you are unsure if more than one licence is needed for a business, use the Licensable 
places calculator for businesses to work this out. 

  



 

 

When does a business require a licence? 

This will be when there is viewing, recording, streaming or downloading of live television 
broadcasts by the business. 

  

If you are unsure if more than one licence is needed for a business, use the Licensable 
places calculator for businesses to work this out. 

  



 

 

When does a business require more than one 
licence? 

A licence is required for each site. If a business is located on more than one site, and each 
place uses TV receiving equipment, additional licences are needed at each place. Also, staff 
accommodation will require separate licensing. 

If you are unsure about whether more than one TV Licence is needed for a site, use the 
Licensable places calculator for businesses to find out. 

Company Group Licence 

If businesses have several TVs in separate premises across the country, they can apply for 
a ‘Multiple Form TV Licence’: one licence document that covers a number of specified units. 
There are no discounts and the full licence fee is still required to cover each unit. However, 
this scheme has obvious administrative advantages for companies with many outlets. 



 

 

Educational 

Educational Places 

What will one licence cover? 

Where TVs are provided by the educational establishment in lecture rooms, classrooms, 
administration blocks and communal rooms but not halls of residence communal rooms. 

In the above circumstances on another site within the same post town and under the control 
of the same senior official. 

In cases where you are advised that one licence covers two educational establishment 
please complete an Address Structure Amendment form, giving to two addresses (incl. post 
codes) and confirm that they are within the same post town and under the control of the 
same senior official. 

When will separate licences be needed? 

 For students/pupils own accommodation within halls of residence 

 Academic staff's own accommodation on site 

 The senior official / head teacher / Dean's accommodation on site 

 TV provided by the educational establishment in communal areas within halls 
of residence on site 

 TVs provided in communal areas in halls of residence off site (one licence per 
halls) 

 TVs use by other organisations on site (for example youth clubs not run by the 
school). 



 

 

Equipment Types 

Licensing Requirements - Android TV Box / Kodi / 
XBMC 

Android TV Boxes such as Kodi™ (formerly known as XBMC™) are software media centers 
for playing videos, music, pictures, games, and watching TV available through Netflix, BBC 
iPlayer, NowTV, etc. 

They also allow you to watch and record live TV all from the GUI interface. It works with a 
number of popular backends including MediaPortal, MythTV, NextPVR, Tvheadend, VDR, 
Windows Media Center, and more. 

If you watch or record any live TV through these services, you need to be covered by a TV 
Licence. 

Live TV means any programme you watch or record at the same time as it’s being shown on 
TV or an online TV service 

You do not need a TV licence if using Android TV Boxes to view programmes and films that 
are on demand e.g. Netflix. 



 

 

Licensing Requirements - computers (PCs) 

Do I need a TV Licence for my computer? 

If you use a computer to view television channels at the same time, or nearly the same time, 
as that TV channel is being broadcast via normal means (eg via a satellite, cable, digital or 
analogue broadcast) then you will need a TV Licence. 

You will not need a TV Licence to view clips on the web, as long as what you are viewing is 
not being broadcast as a Television service at the same time, or nearly the same time, as 
you are viewing it. 

Do I need a TV licence to watch films and programmes from Netflix and Lovefilm on 
my PC, Xbox, Wii, PS3 etc? 

You do not need a TV licence to use these services with a PC, laptop, ipad, games console 
or smart phone because the programmes and films are not being broadcast. Remember this 
is not case for BBC iPlayer - please see above 



 

 

Licensing Requirements - digital boxes 

Digital set-top boxes 

Digital boxes (often referred to as digiboxes) such as BT Vision, Sky, Virgin etc, are used to 
receive digital television with services such as Freeview, satellite or cable. 

The following chart explains what type of licence is required when a set-top box is used in 
conjunction with a colour TV, black and white TV, external sound receiver and/or VCR; and 
no other television receiving equipment is used. 

Equipment in use Does it record? 
What is it used 

with? 
Licence required 

Digital box No Colour TV Colour 

Digital box No Black and white TV Mono 

Digital box All boxes 
External sound 

receiver or radio 
only through TV* 

No licence 

Digital box and / 
or VCR 

Yes 
Colour or Black and 

white TV 
Colour 

     

*If the customer does not require a TV licence because they only use their digital box to 
listen the radio through a TV or an external sound receiver, read the customer the No TV 
formal statement and set a No Licence Needed Claim. 



 

 

Licensing Requirements - DVD and VCRs 

DVD-Recorders and Video Cassette Recorders used in conjunction with a monochrome 
television receiver would require a colour TV Licence if the DVD-R or VCR is used to receive 
or record television broadcasts. 

If a Mono TV is used to receive TV broadcasts in conjunction with a VCR or DVD-R that is 
not used to receive or record television broadcasts (eg only used to play pre-recorded 
videos/DVDs)  then a Mono TV Licence is required. 

Exception 

There are some different rules for digital boxes, and these can be viewed by clicking on the 
link. 



 

 

Licensing Requirements - foreign channels 

Satellite and Computers 

Since 1 April 2004, if you are in the UK or Channel Islands and you receive or record 
television programmes broadcast by satellite from abroad, you are legally required to have a 
TV licence. 

Foreign channels that I receive by satellite or cable 

The law states that the installation or use of television equipment must be covered by a 
television licence.   

This means that a licence is needed to receive BBC, ITV, Channel 4, 5, or any cable or 
satellite television channel. 

Foreign channels that I receive on my computer 

The licensing requirement depends on whether the channel that you are watching on your 
computer is available on terrestrial, satellite or cable in the UK or Channel Islands. 

If the channel is available on terrestrial, satellite or cable in the UK or Channel Islands then 
you will need a licence. 

If the channel you are watching on your computer is not available on terrestrial, satellite or 
cable in the UK or Channel Islands then you will not need a licence. 

If you are watching content that is not broadcast live, for example on-demand content, then 
you will not need a licence. 



 

 

Licensing Requirements - Modified Equipment 

Any item of receiving equipment which is modified in such a way that it is no longer able to 
receive a television programme service will not need to be licensed. 

If a TV Licence is not required because of this, set an NLN for the customer. 



 

 

Licensing Requirements - On demand services 

Do I need a TV Licence if I only ever watch on demand or catch-up TV online? 

No you don’t. If you only ever watch on demand services or catch-up TV and don’t watch or 
record live TV, you don’t need a licence. On demand includes catch-up TV, streaming or 
downloading programmes after they’ve been shown on live TV, or programmes available 
online before being shown on live TV. 

Services that provide on demand or catch-up TV include BBC iPlayer, ITV Player, Channel 4 
Watch Live, Sky Go, Virgin Media, BT Vision, Apple TV, Now TV, YouTube, Roku and 
Amazon Instant Video. 

Remember, if you watch or record any live TV through these services, you need to be 
covered by a TV Licence. 

Live TV means any programme you watch or record at the same time as it’s being shown on 
TV or an online TV service. 



 

 

Licensing Requirements - Portable TVs 

The use of "Portable Receivers" does need a licence, but the user of such equipment is 
covered by the TV Licence at his or her home address (provided they have such a licence/or 
are covered by one). 

If the individual is not covered by a TV Licence at their home address, a TV Licence will 
need to be obtained. 

This will allow the licence holder and any person that normally lives with the licence holder 
and is covered by their licence to use the portable receiver at any location. 

"Portable Receivers" are defined in the Communications (Television Licensing) 
Regulations 2004 as "any television receiver powered solely by its own internal 
batteries by the licensee or by a person normally living... (with the licensee)." 

When you don't need to buy a second licence for 'portable'  TVs? 

When all of the following statements are true: 

 Your home address (or parents' home address if you are a student living away from 
home) is covered by a TV Licence, AND 

 You only use TV receiving equipment (including laptops) that is powered solely by its 
own internal batteries, AND 

 You have not connected it to an aerial or plugged it into the mains.   

If the all of the above statements do not apply to the case you are dealing with, then a 
separate licence will be required. 



 

 

Slingboxes and other remote TV 

What is a Slingbox? 

A Slingbox is a box that you can plug into your normal TV and it will send the live signal to 
your  computer via the Internet or your mobile phone. 

So whatever you watch on your TV, you can now watch elsewhere instead by using a 
Slingbox. 

What are the licensing requirements for people who use a Slingbox? 

A TV Licence will be required for both the address where the Slingbox is located and the 
location at which the person is viewing the programmes. If the device you are watching 
television on is powered solely by its own internal batteries you will be covered for its use as 
long as there is a valid licence held at your home address. 

If one of the places is outside of the UK, Channel Islands and Isle of Man, then no TV 
Licence is needed for that place. 



 

 

Licensing Requirements - Teletext 

Do I need a licence if I only watch Teletext? 

When you access Teletext through a normal television a licence is required. 

Teletext only receivers that cannot receive moving images do not need to be licensed. 
 Some receivers can be obtained which provide only this service (Market Eye etc.). 

Where a receiver has been modified to receive only text a licence will not be required.  TVL 
would ask for confirmation of this modification in writing. 

   



 

 

Licensing Requirements - when is a separate licence 
required for a laptop or a mobile phone? 

You need a licence if you watch or record programmes at the same time as they are 
broadcast on TV, even if you are using a portable TV such as a laptop or a mobile phone. 

However the user may be covered by the TV Licence at their home address (provided they 
have one). 

When an individual is covered by their home licence 

If the individual is covered by a TV Licence at their home address, then they can use their 
laptop or mobile phone to view TV broadcasts at any location, provided they do not install 
the item (e.g. plug it into the mains or plug in an external aerial). 

When a separate licence is needed 

If the laptop / mobile phone user installs the equipment by plugging it into the mains, or 
plugging it in to an external aerial and is using the equipment to watch live or virtually live TV 
broadcasts. A TV Licence must be obtained. 

If the laptop / mobile phone user is using the equipment to watch live or virtually live TV 
broadcasts, and the equipment is being powered by its own internal batteries and they are 
not covered by a TV Licence at their home address. A TV Licence must be obtained. 

If the laptop / mobile phone is plugged into an external power source while watching live TV 
broadcasts, the device is considered by law to be effectively ‘installed’ and the address at 
which it being used would need to be licensed. 

Please note 

If the user of the laptop / mobile phone does not have a TV Licence at their home address, 
then they will need to buy a licence. 



 

 

Licensing Requirements – BBC iPlayer, internet 
broadcasts and subscription services 

Will I need a TV Licence to watch programmes on BBC iPlayer? 

A licence is needed to watch TV programmes as they are being shown on TV. 

With BBC iPlayer you can catch up with the programmes from the past week and watch live 
television broadcasts. 

A licence is required if you watch or record television programmes as they are being shown 
on TV. 

Note - This is the case no matter what device you use – whether it’s a TV, computer, mobile 
phone, games console, digital box or DVD/BluRay recorder. 

A TV Licence entitles the licence holder and anyone who lives with them to watch live 
television on any device at that address and on any device powered solely by its internal 
batteries (e.g. mobile phones or PDAs) away from home. 

Do I need a TV licence to watch films and programmes from Netfilx and Lovefilm? 

You do not need a TV licence to use these services with a PC, laptop, iPad, games console 
 because the programmes and films are not being broadcast. Remember this is not case for 
BBC iPlayer - please see above 

Will I need a TV Licence to watch programmes on other internet television services 
like those offered by Channel 4, Sky Player or ITV? 

If you are watching programmes as they are being shown on TV from other services, for 
example Channel 4 or ITV, then you will need to be covered TV Licence. 

Will I need a TV Licence to watch Sky Go on my laptop, iPad or iPhone? 

Sky Go is a service that lets you watch Sky Sports on the move on at the same time as they 
are broadcast on TV so you will need to be covered by a valid TV Licence. 



 

 

Technology guide 

Do you know when a TV Licence is needed and for what type of equipment? 

 

How does the guide work? 

Before you click on any of the images above to open the guide, read the below. 

When you have opened the guide, find the piece of equipment that the customer says they 
are using and then look at the first question: 
 
Is it used to view, record, download or stream live TV? - Answer 'yes' or 'no' as appropriate. 

The remaining columns will then tell you: 

 If a TV Licence is needed 
 If the TV Licence covers use in a car, touring caravan or boat 
 If the TV Licence covers use in another moveable structure 
 If the TV Licence covers use at any location. 

  

Click on any of the images above to open the guide. 
  



 

 

Hospitals 

Hospitals 

How many licences do we need? 

One licence is required for televisions installed in communal, business and working 
areas and in wards and patient rooms on the one site. 

Hospitals - Patient's television sets 

All patients' television sets will be covered by the hospital licence, regardless of the length of 
their stay. 

  

Hospitals - When will separate licences be required? 

 Different sites (including those divided by a public thoroughfare or private 
property). 

 TVs in staffs own accommodation on site including the residence of the 
licence holder for the site. 

 TVs in a social club. 

 Different organisations on site (eg. different Health Authority, Blood 
Transfusion Service). 

 Ambulance stations on site that are not part of the authority that runs the hospital. 

  



 

 

Hostels 

Licensing Requirements - Hostels 

Will one licence cover all televisions used in a hostel? 

One licence will cover all televisions in communal and working areas within the 
hostel. 

If there are televisions in individuals rooms, how many licences will be 
needed? 

Separate licences will be required for each individual who uses a television in their private 
room. Check the Licensable Places calculator to be certain. 

Hostels can apply for a Company Group Licence in most circumstances. 



 

 

Licensable Places calculators 

Licensable places calculators 

Is more than one TV Licence needed at an address? 

Qdos users 

Call Centre agents should use the 'Licensable Places' script on Qdos. 

Lassy users 

For all query types about whether more than one TV Licence is needed at an address, click 
on the Domestic or Business Licensable Places calculator below to help you decide. 

  

                                     

  Instructions 

You should start with the top question, answer each question with a 'Y' or an 'N' and keep a 

running total of the points scored. [Redacted under section 31 (“law enforcement”) of 
the Freedom of Information Act], a separate licence is required and you do not need to 
ask any further questions. 

[Redacted under section 31 (“law enforcement”) of the Freedom of Information 
Act]. 

Remember - There is no need to use the calculators if someone doesn't watch / record live 
TV, as they won't need a licence no matter how many points they score. 

Annexes 

If your query relates to the licensing requirements in an Annexe - click on the link for more 
info. 

Other queries 

If your query relates to any of the below you should click on the appropriate link rather than 
using the calculator: 

Licensing Requirements - Multi-occupancy households 

Licensing requirements - residential vehicles 

Licensing Requirements - holiday homes and caravans 

Living accommodation at a business site 

Armed Forces - When will separate licences be required? 



 

 

Nursing Homes 

Nursing Homes 

How many licences do we need? 

One licence is required for televisions installed in communal, business and working areas 
and in wards and patient rooms on the one site. 

However if the customer is a permanent resident, not a patient, and has installed their own 
set see below. 



 

 

Nursing Homes  

Our residents have their own television sets, do they need separate licences? 

Nursing Home residents can sign over their own television to the authority for the duration of 
their stay. The licence held by the home or hospital then covers them. 



 

 

Nursing Homes 

When will a separate licence be required? 

 Different sites (including those divided by a public thoroughfare or private 
property) 

 For privately owned equipment used by permanent resident patients (who 
have no home address) who have not signed over their equipment. Please 
note that CLC may apply and the nursing home could make an application. 

 TV in staff accommodation on site including the residence of the licence 
holder for the site 

 TV in a social club 

 Different organisations that are considered to be separate businesses on the 
same site. 



 

 

Police 

Licensing Requirements - Police Stations 

Police stations are deemed to be as any other business - a police station will need a TV 
Licence if they use television equipment.  
   



 

 

Prisons 

Licensing Requirements - Prisons 

Prisons are subject to Crown exemption and as such televisions used by prisoners in cells 
and/or any other communal areas within the prison grounds do not need to be licensed. 
However, Prisons must apply for the exemption before it can be granted. 

However, if prison staff live within the prison grounds and use a television in their own 
accommodation they will need separate licence cover. Similarly a staff social club on the site 
will need to have a separate licence if television is being used on the premises. 



 

 

Public Transport 

Licensing Requirements - airports 

What are the licensing requirement for airports? 

 Airports would require one licence for the overall owner of the airport site to 
cover all communally used television receivers. (Site defined under 
Businesses) 

 Separate companies in the airport would require licences within their own 
clearly defined sites. (For example each airport lounge run by separate 
companies, British Airways, Virgin etc.) 

 Any other business/organisation must have their own licence if they occupy 
premises on that same site and use television receivers. 

 Any residential accommodation within the site would need separate cover. 

  



 

 

Licensing Requirements - boats / ships 

Do I need a licence for a boat? 

A separate licence is not needed for the use of television receiving equipment on a boat as 
long as a licence is held at the user's main address. 

If the boat is the only place of residence a licence will be required.  The mooring address can 
be used or a ‘care of’ address if available. 

If boats are hired out as holiday craft a Hotel and Mobile Units licence may be appropriate. 
See Hotel and Mobile Unit licence. 

What if my address/boat/vehicle is not on your records? 

If a customer needs a licence but does not have an address on QDOS to register against, 
you should pass all of the customer’s information to Address Structure via a multiform for 
them to set up an alternative address. 

Is a TV Licence needed for a ship? 

Ships and Cruise Liners registered in the UK, Channel Islands or Isle of Man, 
including Royal Navy ships, need licences if they receive television programme 
services. One licence will cover all TV's on board. 

Licences for ships are normally held by the head office of the company responsible. 



 

 

Licensing Requirements - trains / train stations 

What are the licensing requirements for trains / train stations? 

•  Owners of a railway site/station will need one licence to cover all television receivers in 
communal areas within the one site (Site defined under Licensable Places document). 

•  Any residential accommodation within the site would need separate cover. 

•  Any other business/organisation must have their own licence if they occupy premises on 
that same site and use television receivers. 

  

  

  



 

 

Religious and Community Groups 

Community Groups, Clubs and Community halls 

Community groups & clubs need to be covered by a valid TV Licence if they watch or record 
television programmes as they're being shown on TV at a club or community group. This 
includes the use of devices such as a TV, computer, mobile phone, games console, digital 
box or DVD/VHS recorder. 

Usually only one TV Licence is needed to cover a club or community group or community 
hall, ie when the hall is used by many different clubs or groups throughout the week and the 
same TV can be used by all. 

However, in some cases certain areas may need a separate TV Licence ie when part of a 
community hall is solely occupied by a club or group and a TV is used by other groups in 
other areas. Please check the licensable places calculator to ensure they are correctly 
licensed. 



 

 

Convents and Monasteries 

Convents and Monasteries need to be covered by a valid TV Licence if they watch or record 
television programmes as they're being shown on TV. This includes the use of devices such 
as a TV, computer, mobile phone, games console, digital box or DVD/VHS recorder. 

Usually only one TV Licence is needed to cover a Convent or a Monastery, including all the 
separate rooms that the Nuns or Monks sleep in. However, in some cases certain areas may 
need a separate TV Licence. Please check the licensable places calculator to ensure they 
are correctly licensed. 



 

 

Places of Worship – Churches, Temples, Mosques 

A Place of Worship needs to be covered by a valid TV Licence if they watch or record 
television programmes as they're being shown on TV at that place. This includes the use of 
devices such as a TV, computer, mobile phone, games console, digital box or DVD/VHS 
recorder. 

One TV Licence is needed to cover a place of Worship and a separate TV Licence would be 
needed for any residential accommodation on site ie Vicarage. Please check the licensable 
places calculator to ensure they are correctly licensed. 



 

 

Residential 

Licensing Requirements - Annexe 

Non-family members residing in annexe 

Qdos users - Use the Licensable Places script available on Qdos. This will tell you if a 
separate licence is needed. 

Lassy users - Use the Licensable places calculator for domestic properties to decide if more 
than one licence is needed at an address for an annexe. 

Family members residing in annexe 

Qdos users - Use the Licensable Places script on Qdos. This will tell you if a separate 
licence is needed. 

Lassy users - Any members of the licence holder’s family unit and any persons involved 
regularly in caring for the licence holder will normally be covered at the address by the 
licence holder’s TV Licence. 

However, in cases where the family member(s) or carer(s) live in an annexe or an 
outbuilding within the grounds of the licensed place, you should send a DL2.2 and note in 
Care that the query is about a family member living in an annexe. 

When dealing with a response to this letter, you will need to run the reply through the 
licensable places calculator. If you are dealing with a situation where: 

1) it is in relation to a family member, and 

2) the family member lives in an annexe or outbuilding 

For the first two questions: ‘Does the occupant have a separate tenancy agreement for their 
own living area?’ And ‘Is the occupant a lodger or paying guest?’  you need to answer ‘No’. 
The reminder of the questions should be answered according to the information the 
customer has supplied, and if these answers total five points or more, then a separate 
licence is needed. 

  



 

 

Licensing Requirements - Family unit 

Who is covered by a licence at a private residential address? 

One licence will cover the licensee and 'members of his/her family' at the single placed 
named on the licence. However, this is not always the case for family members who live in 
an annex within the grounds of the property. 

'Members of his/her family' in this case includes the licence holder and any of the following 
people, where: 

 they are married; 

 they are partners; 

 one of them is the other's parent, grandparent, brother, sister, half-brother, half-
sister, aunt or uncle; 

 one of them is the child, parent, grandchild, grandparent, brother, sister, half-brother, 
half-sister, aunt or uncle of the other's spouse or partner; 

 one of them is or has been the foster child of the other; 

 one of them is or has been the foster child of the other's spouse or partner; 

 the parent, or present or former foster parent, of one of them is, or has been, the 
other's foster parent; or 

 one of them is or has been regularly involved in caring for or being in sole charge of 
the other whilst living in the same household. 

When are separate licences required at a private residential address? 

Use the Licensable places calculator for domestic addresses to work out if a separate 
licence is needed. 
  



 

 

Holiday homes and caravans 

Does my holiday home require a separate licence? 

Any permanent structure used as a second home or holiday home will require a separate 
television licence. 

Call centre: Sell a licence or set an NLN claim or apply a UP guard as appropriate. In all 
cases, put an 'HOL' summary classification on at the address. 

What kind of holiday home does not require a separate licence? 

Any structure that is capable of being moved, whether it is moved at any time or not e.g. A 
static caravan or collapsible chalet, will be covered by a licence for a home address as long 
as there is never any simultaneous use. 

Call centre staff: send the customer a DL2.4 and ask them to complete and sign the 
declaration and return it. Apply a 'HOL' summary classification. 

I let out a caravan, who is responsible for the Television Licence? 

If the owner lets out the caravan with television receiving equipment, they may be 
committing an offence if they know that such equipment is likely to be used without a licence. 
In such cases we always advise the owner of the caravan to take out a separate licence, to 
ensure that the equipment they have supplied is licensed at all times. 

I have a touring caravan, is it covered by my home licence? 

A licence for the home address, will cover a touring caravan regardless of whether there is 
any simultaneous use, this also applies to boats. 

However, if the touring caravan is sited on one caravan/camping site for a season then it 
should be treated as static caravan. 

I let out a number of caravans or other holiday type accommodation, do I 
qualify for a hotel licence? 

There is a possibility that they could take out a Hotel and Mobile Units licence. Please refer 
any queries to Hotel and Company Group Licensing department. 

What if my address/boat/vehicle is not on your records? 

If a customer needs a licence but does not have an address on QDOS to register against, 
you should pass all of the customer’s information to Address Structure via a multiform for 
them to set up an alternative address. 



 

 

Licensing Requirements - Multi-occupancy 
households 

By multi-occupancy household we mean a property where multiple people are living (e.g. a 
flat-share) where the living arrangements would qualify the bedrooms as separate licensable 
places under the TV Licensing Licensable Places Policy. 

1. A resident living in a multi-occupancy household who holds a TV Licence 

A TV licence holder living in a multi-occupancy household is covered to watch or record 
live TV: 

• In their own bedroom 

• In the communal areas 

• On a mobile device powered by its own batteries, either within or away from the 
residence 

2. A resident living in a multi-occupancy household (which holds a licence for the communal 
area) but who does not hold a TV Licence for their own living area 

A non-licence holder resident in a multiple occupancy household: 

• CAN benefit from the licence coverage in the communal areas of the residence and 
therefore watch and record TV on the communal TV 

• CANNOT benefit from the licence in place at the address anywhere else outside of 
that communal area 

• Is NOT covered by the licence in place at the address to watch or record live TV, on a 
mobile device that is powered with its own batteries, anywhere in the residence or 
away from the residence. 



 

 

Licensing requirements - rented accommodation 

Will one licence cover all those living in a rented property? 

• One licence will cover all those in a single rented dwelling if they have a joint tenancy 
agreement.  Check the Licensable places calculator for domestic addresses to work out if 
any additional licences are needed. 

In what circumstances would more than one licence be required at a rented property? 

• Separate licences might be required where people share accommodation and don’t hold a 
joint tenancy agreement, and they use television-receiving equipment in their individual 
rooms. 

• Each room could be considered a separate dwelling and as such would have its own 
separate licensing requirement.  Check the Licensable Places calculator to be certain. 

What happens if customers state they have a joint tenancy or they had a separate 
tenancy agreement, which has now changed to a joint tenancy? 

• The Licensable Places calculator will help to decide whether a separate licence is needed 
or not. 

• Where one Licensable Place has been agreed, separate rooms, within the address, will be 
removed from Lassy. 

Can the landlord buy a licence to cover the tenants? 

• Where a landlord rents out accommodation that includes television receiving equipment, 
they may be committing an offence if they know that such equipment is likely to be used 
without a licence of the appropriate type. 

• In some cases the landlord will obtain the licence in their own name with the intention to 
cover the occupant of the lodgings, which will cover the use of television in communal areas. 

• If the occupant should telephone us and ask for details of the licence we must not divulge 
those details as it would be in contravention of the Data Protection Act 1998.  The occupant 
would have to take the matter up with the landlord. 

• We should not give the tenant a refund of the landlord’s licence even if they claim to have 
paid for it.  The landlord is the licensee and has the right to the refund. 

• If the occupant believes they are covered by a licence for the address that has been 
obtained by a landlord, but there is no licence recorded, then they should be advised that a 
licence will be required for their use of television. 



 

 

 

Licensing Requirements - residential vehicles 

Do I need a separate licence? 

The use of television receiving equipment in a motor vehicle does not require 
separate licence cover as long as a licence is held at the user's home address. 

If the vehicle is the only place of residence then a licence will be required and the site 

address or a care of address should be used to set up the licence. 

What if my address/boat/vehicle is not on your records? 

If a customer needs a licence but does not have an address on QDOS to register against, 
you should pass all of the customer’s information to Address Structure via a multiform for 
them to set up an alternative address. 



 

 

Student Communal Rooms 

Licensing Requirements: Communal room (brown 
area on the plan below) within the student 
accommodation block but outside of the actual 
shared flat/s 

Explanation of communal room / area (brown area)within the student accommodation block 
but outside of the actual shared flat/s: 

Within student halls of residence there is often a larger communal room / area outside of the 
shared flats for the use of by students from many different flats. This type of communal room 
/ area can be listed on our system and, if so, would be included in student letter campaigns. 
Qdos and Lassy may show communal rooms listed separately. 

 

Systems shows: This refers to: 

Communal Area, Floor 2 Lavestock Lodge, 
Uni of Derby (brown area on the plan) 

The communal area within the block 
but outside of the shared flat. 

Room 1 Flat A 2nd Floor, Lavestock Lodge, 
Uni of Derby 

A private room in the shared property. 

Room 2 Flat A 2nd Floor, Lavestock Lodge, 
Uni of Derby 

A private room in the shared property. 

Room 3 Flat A 2nd Floor, Lavestock Lodge, 
Uni of Derby 

A private room in the shared property. 

Room 4 Flat A 2nd Floor, Lavestock Lodge, 
Uni of Derby 

A private room in the shared property. 

Communal room / kitchen, Flat A 2nd Floor, 
Lavestock Lodge, Uni of Derby 

A communal room inside the shared flat 



 

 

Scenario 1: There is a TV in the communal room / area (brown area on the plan above). - 
A separate licence will need to be purchased to cover this in all circumstances. 

Scenario 2: There is NO TV in the communal room / area (brown area on the plan 
above). - A No Licence Needed Claim (NLN) with reason code 6 ‘No equipment’ should be 
set for the communal room. 

Remember : If the occupants are saying they have a joint tenancy agreement; don’t ask 
them to send it in. You must use the Licensable Places Calculator to check if they need 
separate licences.  



 

 

Licensing Requirements: Communal room within 
the actual shared flat/s. 

Explanation of communal room actually within the shared house or flat and how this might 
show on the system: 

Within student accommodation, a shared house or flat, the lounge / kitchen diner is 
regarded as a communal room. This type of communal room can be listed on our system 
and, if so, would be included in student letter campaigns. Qdos and Lassy may show 
communal rooms listed separately or as the house number. 

  

 

  

Systems shows: This refers to: 

Room 1, 23 High Street A private room in the shared property. 

Room 2, 23 High Street A private room in the shared property. 

Room 3, 23 High Street A private room in the shared property. 

Room 4, 23 High Street A private room in the shared property. 

23 High Street or Communal Room, 23 
High St 

The communal area of the property (green 
shaded area). 

This type of communal room is not the same as communal rooms within a complex such as 
warden controlled flats and has different licensing requirements. 

Click on the scenarios below for guidance on licensing requirements 

Scenario 1: There is a TV in the communal room and a TV licence is held by a tenant 
for one of the bedrooms.The licence holder can take responsibility for the licensing of the 
TV in the communal room and their licence will then also cover that TV. 
 
In this scenario, the licence should be held at the licence holder’s room number and a No 
Licence Needed Claim (NLN) with reason code 5, ‘Covered by another licence’ should be 
set for the communal room. 

Scenario 2: There is NO TV in the communal room and a TV licence is held by a tenant 
for one of the bedrooms.In this scenario, the licence should be held at the licence holder’s 



 

 

room number and a No Licence Needed Claim (NLN) with reason code 6 ‘No equipment’ 
should be set for the communal room.  

Scenario 3: There is a TV in the communal room but not in any of the other rooms.In 
this scenario a licence must be purchased for the communal room and No Licence Needed 
Claim (NLN) with reason code 6 ‘No equipment’ should be set if an occupant says there is 
no TV in their room.  

Scenario 4: No TV in the house or flat.An NLN with reason code 6 ‘No equipment’ should 
be set for the communal room and the rooms of any occupant who contacts us. 

Remember : If the occupants are saying they have a joint tenancy agreement; don’t ask 
them to send it in. You must use the Licensable Places Calculator to check if they need 
separate licences. 

 If you are dealing with a communal room that is outside of the shared house/flat, click here 
for guidance 



 

 

Communications Act 2003 

Part 4 of the Communications Act 2003 makes it an offence to install or use a television 
receiver to watch or record any television programmes as they're being shown on television 
without a valid TV Licence. The Act empowers the BBC to make and amend the terms and 
conditions of a licence. It allows the government to make regulations to exempt or reduce 
the licence fee for certain persons in certain circumstances. It also makes it an offence for 
anyone to have any television receiver in their possession or under their control who intends 
to install or use it in contravention of the main offence (above), or knows, or has reasonable 
grounds for believing, that another person intends to install or use a television receiver in 
contravention of the main offence. 

The Wireless Telegraphy Act 1967 (as amended) requires television dealers to notify TV 
Licensing of all their sales and rentals of television sets. This includes analogue and digital 
TV sets, DVD and video recorders, digital boxes and computers (including laptops) with TV 
cards. 

The Communications (Television Licensing) Regulations 2004 define what is a 'television 
set' and who is a 'television dealer'. The regulations also set out the various types of TV 
Licence, the criteria for obtaining them, the fees payable for them (including the frequency 
and amount of instalments) and the different concessions available, including concessions 
for people who are blind or severely sight impaired, people who are over 74 years of age, 
people who live in residential care and people who run hotels, guesthouses or campsites. 



 

 

Revocation and Cancellation 

Revocation and Cancellation Policy 

Click on a heading for more information. 

Policy Statement  

TV Licensing has the responsibility to ensure that appropriate licences are held for 
the use of television receivers. Licences for which the means of payment (cheque or 
direct debit) have failed in whole or in part will be considered for revocation after the 
customer has been given the opportunity to make good the failed payment. 

The aim is that customers will not make financial gain, for example, by tendering a 
cheque which is not met on presentation for payment. Likewise, customers who 
tender a failed cheque in part payment for a licence will not gain but will be treated in 
exactly the same way as a customer who pays by Direct Debit and fails to complete 
a payment cycle. This will involve the revocation of the unpaid part of the licence. 

A licence will enable TV equipment to be used until the date named on it unless it is 
revoked by or on behalf of the Licensing Authority. 

TV Licensing will be fair, reasonable and consistent in its application of this policy. 

Conditions for Revocation 

The conditions for revocation will be as follows: 

 In the case of a counterfoil licence, the licence will be revoked as from the 
date of service of the revocation letter. 

 In the case of counterfoil, Direct Debit, TV Licensing Payment Card licences 
the expiry date will be amended to reflect the cover provided by any payments 
already made towards the licence. 

 If the licence holder informs TV Licensing that the licence is not required, 
either by a request for a refund or otherwise and that request meets all 
necessary criteria, the licence will be revoked, as part of the refund or 
revocation process. 

 If the licence holder asks to be switched to a different payment scheme, and 
there is a requirement for a new licence to be issued as part of such a transfer 
resulting in any existing licence being revoked. 

Notification of Revocation 

The types of revocation notice will be as follows: 

 Any licence holder who has failed to complete payment for their licence will 
receive a letter of revocation. This will follow a letter advising of impending 
revocation and details of the action required to prevent this. 

 Any automatic update changing the expiry date of the licence will also 
instigate a letter. The customer is always given the opportunity to contact TVL 
to reinstate the original expiry. 



 

 

 Refund cheques are always accompanied by a letter which will inform the 
licence holder that the licence against which the refund was given has been 
revoked 

TV Licensing will adopt a pragmatic approach to the service delivery requirements of 
the Act in agreement with the Licensing Authority on the understanding that the 
notice of revocation and its delivery is fair, reasonable and consistent. 

Enforcement Action following Revocation 

[Redacted under section 31 (“law enforcement”) of the Freedom of Information 

Act]. 

Please note: The term “revoked” should also be taken to include the normal usage 
by TVL of the word “cancelled” on letters and forms. 



 

 

Refunds 

Qdos 

Call Reasons 

Call Groups and Call Reasons (Qdos) 

The below table lists all the call reasons available in each call group. 

To find out more information about a call reason, click on the relevant reason in the right 
hand column. 

CALL GROUPS CALL REASONS 

Over 75 

  

 Over 75 Short Term Licence and pre-
registration 

 Over 75 cancelled 
 Over 75 enquiries 

  

Customer Details 

  

 Change of address 
 Change of bank 
 Change of name 
 Change of PPD 
 Electoral roll 
 Duads 
 Address structure amendment 
 Duplicate address 
 Confirm licence not required 

  

Licences 

  

 New licence 
 Cancel main 
 Reinstate main 
 Renewal 
 Change of expiry 
 Premises guard 

  



 

 

Payments 

  

 Transfer of scheme 
 Refund application 
 Refund cheque queries 
 Accept Payment for Unpaid Amount 

  

Enquiries 

  

 General and policy enquiries 
 Confirmation / duplicate licence 
 Licence held claim 
 Licensable places 
 Complaints 
 Delete dealer notification 
 FF letters 
 Holiday homes 
 Letter history and reprint 

  

  



 

 

Accept payment for unpaid amount (Qdos call 
reason) 

Allows the customer to clear an unpaid Direct Debit by a debit or credit card, providing the 
Direct Debit is also reinstated. 

  



 

 

Address Structure amendment (Qdos call reason) 

The Address Structure amendment form is to be completed if a customer requires an 
address to be: 

 Built on to the system 
 Built on and licence transferred 
 Amended 
 Deleted. 

  

Please note that if the address is to be deleted because it is a duplicate address, you should 
follow the ‘duplicate address’ route on QDOS. 

If it is a new application or there is the opportunity to convert the customer to Direct Debit 
Qdos will provide the details to contact the Address Structure Centre directly.   

If unavailable, and the customer wishes to pay over the phone Qdos will request the 
customer’s details and submit a pending form. 



 

 

Cancel main (Qdos call reason) 

This option can be selected for both CFL and Direct Debit licences. 

If the caller is the new occupier of the property the cancel option can still be selected. 
 QDOS will take the appropriate action of either moving the licence into a dump address if it 
is paid by Direct Debit or cancelling a CFL licence. 

The cancellation reasons available are: 

 Ceased use 
 Gone away 
 Deceased 
 Duplicate licence cancellation 
 Request to leave (Direct Debit only) 

QDOS will automatically question if a refund due once a licence has been cancelled. 

When cancelling a CFL licence if the cancellation date is more than three weeks in the future 
QDOS will request that the customer calls back closer to the time. 

When the customer is paying by PG1 or GM1 instalments check the EXPIRY DATE 
CALCULATOR tab to see what expiry date the customer has paid until, based on the 
payments they have made.  IN ANTIC the expiry date will change to reflect whether the antic 
payment will be successful or not. 

QDOS will NOT always display any messages to show that a customer is in antic. 
 Therefore, every time that a customer requests the cancellation of their Direct Debit they 
MUST be told to cancel at the bank to stop any future payment requests. 



 

 

Change of address (Qdos call reason) 

The change of address option can be used to action, amend and delete a change of 
address. 

“Are you moving from and to the same address as the licence holder?” 

 If yes is selected, Qdos will allow the change of address to be actioned 
 If no is selected, Qdos will prompt with further questions to establish if it is the 

payer’s address that needs to be changed (i.e. “Are you the account holder of the 
Direct Debit or moving with the account holder?”) 

If the address is changed on a licence that has a payer, Qdos will display a message 
advising that if the payer has moved they will need to contact us to change their details. 

If Qdos cannot find the new address, it will automatically prompt a CAVES search and 
display any results found.  It may be necessary to search for the address yourself manually 
using CAVES. 

If there is a blind marker on the licence, Qdos will submit a multi form to the Blind 
Concession group to action the change of address. 



 

 

Change of bank (Qdos call reason) 

Bank details can be changed in line with the Customer Identification policy using this Call 
Reason. 

Change of expiry (Qdos call reason) 

Only the licence holder or their power of attorney will be able to change the expiry date on a 
licence, and for no more than three months. 

The expiry date for both a CFL and Direct Debit licence can be changed using this option. 

The reason for the change of expiry must be recorded as additional notes in 'End Call'. 

Change of name (Qdos call reason) 

The change of name option can be used to change the name on a licence due to: 

 Marriage / divorce / misspelling / deed poll / known as 
 Other – transfer of ownership to someone who is/was part of the family unit 

For change of ownership: 

 If the licence is CFL and in the month of expiry or expired QDOS will action the 
change 

 If the licence is paid by Direct Debit or CFL and not in the month of expiry or expired 
the caller will be advised to write in. 

If there is a blind marker on the licence, QDOS will submit a multi-form to the Blind 
Concession group to action the change of name. 

Change of PPD (Qdos call reason) 

Change of Preferred Payment Date. 

You can change the payment date for Direct Debit payments (excluding the first payment) to 
either the 1st, 8th, 15th or 22nd of the month. 

  



 

 

Complaints (Qdos call reason) 

When a complaint is received, select the reason for the complaint from the options provided: 

 BBC and programme contact 
 Mailings 
 Refunds 
 Visiting Officer 
 Other 

Use either the information displayed on Qdos or ASK to resolve the complaint and if 
necessary send a letter of apology. 

Should the customer want to speak to a manager the speed dial number for the manager’s 
line will be displayed. 

Confirm licence not required (Qdos call reason) 

QDOS will guide you to establish if a licence is not required and the appropriate action to be 
taken.  The reasons why a licence is not required are: 

 Crown exemption – a multi form will need to be completed 
 Diplomat – a multi form will need to be completed 
 Will be covered by another licence – Qdos will action a change of address if needed, 

otherwise no further action is required 
 No use of TV – UNS guard will be applied 
 Unoccupied – UP guard will be applied 
 Other – refer to ASK for licensing requirements.  Qdos will allow you to either create 

a new application or apply a UP guard. 

  



 

 

Confirmation / duplicate licence (Qdos call reason) 

If a customer requests a duplicate licence, Qdos will ask for the reason: 

 Never received 
 Lost 
 Damaged 
 Require new one due to change of details 

Only if the licence was never received will Qdos send a free duplicate licence. 

For all the other remaining reasons the customer will be advised they can view it online at 
www.tvlicensing.co.uk/yourlicence  or  offered a free confirmation letter of licence on file, or 
advise the caller to send a payment of £4.50 by cheque or postal order, made payable to 'TV 
Licensing', with a covering letter in order to receive a duplicate licence. 

If a TV Licence by email customer wants a duplicate, they should be informed they can view 
it online at www.tvlicensing.co.uk/yourlicence at any time. If they want a paper licence they 
will have to pay £4.50. 

Delete dealer notification (Qdos call reason) 

If the recipient of the letter is covered by a valid licence at the address Qdos will cancel the 
Dealer Notification. 

If the Dealer Notification was sent because the name on the valid licence is misspelt Qdos 
will automatically prompt you to correct it. 

If there is no valid licence at the address, depending on the reason why, Qdos will: 

 Apply a UP guard, if no TV equipment is being used at the address 
 Offer to renew an existing licence or create a new application 
 Take the details of a licence held claim. 

Duads (Qdos call reason) 

Only the licence holder or their power of attorney can request that any correspondence 
associated with the licence can be sent to an alternative address. 

The Duad (dual address) option can be used to: 

 Set up 
 Amend 
 Confirm 
 Delete a Duad 

  

  



 

 

Duplicate address (Qdos call reason) 

Select this option on Qdos to record the details of a duplicate address and arrange for the 
issue to be resolved.  With a duplicate address the version of the address found on Caves 
will be considered the correct address. 

Electoral roll (Qdos call reason) 

Occasionally mailings are sent out with specific names on.  The names used are taken from 
various sources and we commonly refer to this process as Electoral Roll information.  A 
customer’s name can be removed from future mailings if: 

 The customer is deceased 
 The customer has left the address 
 The customer has never lived at the address 

  

FF Letters (Qdos call reason) 

FF2 – The customer has been visited and has purchased a licence.  No further action is 
required. 

FF3/FF4/FF9 – The customer will receive one of these letters, as we do not have a record of 
them holding a licence at the address.  QDOS will allow you to: 

 Create a new application 
 Take the details of a licence held claim 
 And if a licence has been purchased either advise the licence holder that no further 

action will be taken, or if the licence at the address is in a different name to the 
recipient of the FF letter advise the customer to contact the Field Office to let them 
know a valid licence has been purchased. 

  

General and policy enquiries (Qdos call reason) 

Provides information for dealing with the following enquiries: 

 Ofcom queries 
 General 
 Over 75 
 Press enquiries 
 Police enquiries 
 BBC 
 Freedom of Information 
 Stationery requests 
 Foreign satellite 

  



 

 

Holiday homes (Qdos call reason) 

QDOS will guide you through all the appropriate questioning of the customer to establish the 
licensing requirements for their holiday home. 

The agent will be asked to specifically enter the relevant holiday home address ensuring the 
Summary Class is applied correctly. 

If the holiday home is a permanent structure with TV equipment installed, QDOS will offer 
the opportunity to create a new application 

If the holiday home is not a permanent structure with TV equipment installed: 

 For simultaneous use, QDOS will offer the opportunity for a new application 
 If there is no simultaneous use, QDOS will send a 2.4 declaration letter to the 

address that you manually enter. 

If the holiday home (regardless of the type of structure) does not have TV equipment 
installed the address will be updated with either a UP guard or a NLN Claim, depending on if 
it is occupied or not. 

There is no need to update the summary classification for the holiday home.  QDOS will 
automatically place a HOL marker against the address if the holiday home option is selected. 

 

Letter history and reprint (Qdos call reason) 

 View the system letters sent to an address over the past 15 months 
 Reprint system letters that have been sent within the last three months. 

  

Licence held claim (Qdos call reason) 

When a customer claims to have purchased a licence, but there is no record of it, select the 
method of payment from the list provided: 

 Debit/credit card 
 PayPoint 
 Homebanking 
 Other (e.g. CEE/MCP/TSC or cheque/postal order). 

Collect the information necessary for TV Licensing to investigate. 

If payment was made by PayPoint – the licence held claim form must be completed with ALL 
the requested information: 

 PayPoint agent number 
 Amount paid 
 SN terminal number 
 Customer reference number 
 Date/time bought. 

  



 

 

Licensable Places (Qdos call reason) 

This is used to decide if an 'additional' licence is required for a place. The script will take you 
through a series of questions which will then give you an appropriate answer. 

  

New licence (Qdos call reason) 

Qdos will provide the following options 

 Standard full fee licence 
 Over 74/75 – Qdos will guide you through the Over 75 route 
 Blind – Qdos will display information relating to the blind concession 
 Black and white TV 
 Student = Halls of residence (STU) 
 Student = Private housing (SLA) 
 Business (BUS) 
 Place of worship (POW) 
 Holiday home – Qdos will guide you through the holiday home route 
 ARC – advised to transfer to CLC/multi-form submitted 
 Hotel/Multi/Entertainment – multi-form will be submitted 

Selecting a student option (SLA/STU), business or place worship ensures that the summary 
classification of the address is updated appropriately.  The cost of the licence will still be the 
same as the standard full fee licence. 

Payment methods available 

 Direct Debit 
 Credit/debit card 
 PayPoint – Qdos will display details of the nearest PayPoint outlet and automatically 

send the customer a TVL reminder 
 Cheque – Qdos will display the details of where to send the cheque and for a new 

application generate a licence number to be supplied to the customer 
 Web - Qdos will display the details of the TVL website address and for a new 

application generate a licence number to be supplied to the customer 
 Savings card (TSC) – if there are more than three months left to run on the licence 

Qdos will direct you to transfer the customer to TSC 
 CEE/MCP – Qdos will direct you to transfer the customer to CEE/MCP . 
 TVL savings stamps – the customer will be provided with the relevant information 

depending on whether they choose to make payment (i.e. initial payment) or ‘cash in’ 
their stamps 

 Home banking - Qdos will display the details of the TVL bank details and for a new 
application generate a licence number to be supplied to the customer 

  



 

 

Over 75 cancelled (Qdos call reason) 

Use this call reason in the following scenarios: 

 The Free Over 75 TV Licence can be cancelled either because the licence holder is 
deceased or because they no longer require the licence (i.e. gone away or ceased 
use) 

 If the licence is cancelled because the Free licence holder is deceased and house is 
empty Qdos will arrange the cancellation and transfer the licence into a dump 
address 

 If the licence holder is deceased but the licence is still required to cover remaining 
members of the family unit who will be eligible for their own Free Over 75 TV 
Llicence, Qdos will prompt you to register the NINO and date of birth.  In these 
circumstances the new application will need to be linked to the original Free Over 75 
licence 

 If the licence holder is deceased and a new licence is being moved into the address 
Qdos will guide you through the change of address process 

 If the caller is the new occupier of the property the cancel option can still be selected. 
 Qdos will take the appropriate action of moving the Free Over 75 licence into a 
dump address   

 The licence holder or a Carer, Power of Attorney, Deputy with financial responsibility 
or a member of the licence holder’s household or family can cancel the Free Over 75 
as either gone away or ceased use 

  If the licence holder no longer requires their Free Over 75 licence (i.e. moved abroad 
or moved into a nursing home but do not have a TV in their room) any members of 
the family unit remaining at the address will be covered by the Free Over 75 licence 
until it expires. 

Over 75 enquiries (Qdos call reason) 

The enquiries option should be selected if the customer has received: 

 a non-NINO renewal (the customer will be given the option of providing a NINO if 
they have one) 

 a CCL letter asking them to re-submit their NINO and date of birth.   

If the customer has previously been issued with a Free Over 75 monochrome licence, but 
now requires a colour licence select the enquiries option.  Qdos will register the customer for 
a Free Over 75 colour licence. 

If the customer has a general enquiry relating to Over 75 licensing policy QDOS will refer 
you to search ASK to answer the query.  If the answer cannot be found you will be prompted 
to complete a multi-form, which will be forwarded to the Over 75 department. 



 

 

Over 75 Short Term Licence and pre-registration 
(Qdos call reason) 

Select this option to process short-term licence payments by debit/credit card or to issue a 
short-term reminder if the customer wants to pay by cheque or at PayPoint outlet. 

If the customer is already licensed use this to pre-register for their Free Over 75 licence. 

Use if an unlicensed customer who is already Over 75 wants to apply for their Free Over 75 
licence enter their NINO and date of birth to register them for the Free Over 75 licence. 

Select if a new application is submitted at an address where there is already a Free Over 75 
TV Licence, QDOS will ask if the new application needs to be linked to the existing Over 75 
licence.  If the licences are linked this means that the new Free Over 75 licence (the new 
application) will not begin until the existing Free licence has expired. 

Premises guard (Qdos call reason) 

If the property will be occupied within a month QDOS will guide you to create a new 
application.  A UP guard can be applied for between 2 and 6 months. 

For 5 - 6 month UP’s,  you will need to put in your TL’s initials and team number in the care 
notes.   

You do not have to ask for your TL’s permission to do this, however you must input on Qdos 
that you have gained this permission.   

If there is a valid licence at the address QDOS will guide you to cancel that first, before the 
UP guard can be applied. 

It is a business requirement that where applicable the summary classification of an address 
is updated (i.e. BUS-business, STU – student).  A full list and their explanations can be 
found on ASK. 

Refund application (Qdos call reason) 

Send a refund application to either the licence address or an alternate address. 

If the licence holder is moving into CLC accommodation Qdos will prompt you to transfer the 
customer to the CLC department.  If they are unavailable take the customer’s details and 
Qdos will submit a multi-form. 



 

 

Refund cheque queries (Qdos call reason) 

Only the licence holder or cheque payee can query a refund cheque. 

If the customer has not received their refund cheque and it was issued more than three 
weeks ago a ‘Stop and reissue’ form can be completed. 

If a refund cheque has been received by the customer but needs to be reissued (e.g. name 
misspelt) and the customer still has the cheque, the cheque must be returned to TV 
Licensing with a covering letter requesting the change. 

If you have issued a refund cheque incorrectly (e.g. given a wrong address for it to be sent 
to) select the 'refund cheque queries' option to contact Client Accounts the same day and 
arrange for new cheque to be issued.   

The refund cheque queries option can also be selected if the customer is disputing the 
refund amount. 

Reinstate main (Qdos call reason) 

This option can be selected for both CFL and Direct Debit licences. 

If the licence to be reinstated is BLUE, QDOS will create a new licence application and 
payment can be taken by either Direct Debit or credit/debit card. 

If the licence to be reinstated is CFL, QDOS will prompt you to re-enter the licence holder’s 
name.  The licence will then be reinstated. 

If the licence needs to be reinstated by the account holder due to cancellation of the Direct 
Debit at the bank, QDOS will prompt for the sortcode and account number to be re-entered. 
 If the bank contact us directly to reinstate the Direct Debit QDOS will display a message 
advising that the bank need to send an ADDACS report/letter on headed paper. 

If the following reject codes appear in the customer’s payment history QDOS will advise of 
the necessary action required: 

 CANC-BNK. Where one appears an ADDACS report is required from bank, where 
two or more appear we can no longer accept these bank details 

 REJ BY BNK. The customer must to confirm with bank DD can be restarted, once 
confirmed simply re-enter the bank details 

 INV AC TYP – unless alternate bank details can be provided the customer needs to 
speak to the bank as their account does not accept Direct Debit 

  



 

 

Renewal (Qdos call reason) 

Qdos will provide the following options 

 Standard full fee licence 
 Over 74/75 – Qdos will guide you through the Over 75 route 
 Blind – Qdos will display information relating to the blind concession 
 Black and white TV 
 Student = Halls of residence (STU) 
 Student = Private housing (SLA) 
 Business (BUS) 
 Place of worship (POW) 
 Holiday home – Qdos will guide you through the holiday home route 
 ARC – advised to transfer to CLC/multi form submitted 
 Hotel / Multi / Entertainment – multi form will be submitted 

Selecting a student option, business or place worship ensures that the summary 
classification of the address is updated appropriately.  The cost of the licence will still be the 
same as the standard full fee licence. 

Payment methods available 

 Direct Debit - the cut off dates for renewal are: 

DDA – 8 months 

PG1 – 6 months 

GM1 – 3 months 

 Credit/debit card 
 PayPoint – Qdos will display details of the nearest PayPoint outlet and automatically 

send the customer a TVL reminder 
 Cheque – Qdos will display the details of where to send the cheque and for a new 

application generate a licence number to be supplied to the customer 
 Web - Qdos will display the details of the TVL website address and for a new 

application generate a licence number to be supplied to the customer 
 Savings card (TSC) – if more than three months left to run on the licence Qdos will 

direct you to transfer the customer to TSC 
 CEE/MCP – Qdos will direct you to transfer the customer to CEE/MCP . 
 TVL savings stamps – The customer will be provided with the relevant information 

depending on whether they choose to make payment (i.e. initial payment) or ‘cash in’ 
their stamps 

 Home banking - Qdos will display the details of the TVL bank details and for a new 
application generate a licence number to be supplied to the customer 

Other useful information 

Selecting either the renewal or reinstate option can renew a blue licence. 

When trying to renew a licence which has been marked 'under active prosecution', Qdos will 
automatically create a new licence application. 

When renewing an expired licence Qdos will prompt to say “Your new licence will expire 12 
months after your last licence expired." 



 

 

Select ‘Yes’ to renew the licence as normal 

Select ‘No’ if the customer tells you TV has not been in use since the licence expired. 

If the licence expired more than 12 months ago and the customer wishes to pay for the back 
dated licence follow the renewal route and Qdos will request a multi-form to be completed 
with the details. 

If a customer is already paying by Direct Debit and the renewal option is selected Qdos will 
let you: 

 Reinstate the Direct Debit if cancelled at the bank 
 Transfer to another Direct Debit scheme 
 Cancel the Direct Debit as request to leave 
 Provide information on the blind concession. 

  



 

 

Transfer of Scheme (Qdos call reason) 

For the transfer from one Direct Debit scheme to another Direct Debit scheme, but can be 
used for all transfer options: 

  
 PG1 – GM1 
 PG1 – DDA 
 GM1 – PG1 
 GM1 – DDA 
 DDA – PG1 
 DDA – GM1 

Only an account holder will be able to transfer scheme. 

PG1 to GM1 is the only automatic transfer on Qdos.  If a customer changes their mind and 
wishes to cancel their transfer to the monthly scheme select the transfer of scheme option. 

Check the EXPIRY DATE CALCULATOR tab to see where the customer has paid up until 
on their old scheme. 

  



 

 

Helpful hints 

Qdos helpful hints menu 

Below are links to helpful hints for Qdos agents. 

NLN change of address/name error messages 

ROC issues 

Letters tab 

No licence at this prem or postcode 

TV Licence by email (Qdos) 

Use of 'End Script' 

Use of 'Call Reason' of Navigation Bar 

Letters tab (Qdos workaround) 

Issue 

Not being able to send letters through the Letters Tab. 

Workaround 

If the letter is not available to send, there is normally a script that you can go through to send 
it. 

Planned future solution 

N/A. 



 

 

TV Licence by email (Qdos) 

TV Licence by Email on Qdos 

Unlike Lassy, Qdos does not show whether a licence is sent by post or email. However, 
there is a way that Qdos users can identify a customer who has or has registered for their 
TV Licence to be sent to them by email. This is done by using Customer Contacts. 

Identifying customers registered for a TV Licence by email 

When checking for a licence that hasn’t been received, always check Customer Contacts.  If 
the licence has been sent by email Customer Contacts will show these three entries: 

1.      **/**/2009  CLSP*** (or WINLASS)  PREF Preferences Changed 

ELIC OPT IN                                   

2.       **/**/2009  CLSP***  PREF Preferences Changed 

                     (O) /(CUSTOMER’S E-MAIL ADDRESS)   

3.       **/**/2009  CLSP***  PREF Preferences Changed 

                     (O)/(CUSTOMER’S TELE, NO) 

Advise customer the licence email can sometimes be re-directed to the ‘junk mail box’ by 
some ‘spam’ filters.  If after checking their junk mail, they still cannot find the email, advise 
the customer they can view their licence on the TVL website using the following details 
ww.tvlicensing.co.uk/yourlicence.  If you have confirmed that you are speaking to the licence 
holder you may need to supply them with their licence number for log on purposes. 

If customer cannot log on ask them to send us an email stating they have checked the junk 
mail, so we can remove the Licence by email option and send a licence by post.   

Customers who have opted out of receiving a TV Licence by Email 

Customer Contacts will show either : 

Example 1)          **/**/2009  CLSP***  PREF Preferences Changed 

                     ELIC OPT OUT                                  

Or, 

Example 2)          **/**/2009  CLSP***  PREF Preferences Changed 

                               ELIC BOUNCE BACK                    

The licence by email option has been cancelled. 

In example one, a duplicate licence can be sent in the normal way, if one has not already 
been issued. 

In example two, we have attempted to send the licence by email three times and it has been 
returned undelivered each time, the Licence by email option has been cancelled and a 
licence has now been sent by post.   



 

 

No licence at this prem or postcode (Qdos helpful 
hints) 

Issue 

'No licence at this prem and postcode' message displayed in Qdos after a search is 
performed. 

Workaround 

Agents think they cannot go any further in the script as they cannot see the next question. 
Agents need to use the scroll bar to scroll down the page. 

Planned future solution 

Check the font settings on the page to make sure everyone is the same or reduce the font 
size. 

Qdos to automatically scroll down to the next question to avoid this in any other scripts that it 
might happen in. 



 

 

ROC issues 

Qdos can create a ROC on request when a customer requires one (e.g. when they wish to 
pay for a new licence in full at a PayPoint). 

For a renewal, Qdos follows normal business process in that the ROC can only be created 
when the licence has expired or is in the actual month of expiry, not before. 

The exception to this renewal rule is that Qdos will not allow for a new ROC to be created at 
the beginning of the expiry month as Qdos determines that the customer will not at that point 
have actually received the automatic one which would have been sent out by the system. 

It does this for two reasons: 

1. To reduce costs to the business – we do not want an unnecessary ROCs being sent 
when one is already on it’s way. 

2. To reduce unnecessary call backs – if we were to send a new ROC out at this stage 
then the letters would cross in the post and we may receive a complaint (e.g. "I've 
already received and paid for my licence so why have I received another 
reminder?"). 

Dependant on the scenario and timing Qdos will advise agents as to whether a ROC is 
automatically being issued or can be issued, or whether one is on its way. 



 

 

 

Use of 'Call Reason' on Navigation Bar 

On Qdos, the ‘Call Reason’ selection available in the Navigation Bar (left hand side of Qdos, 
between Salutation and Transfer) must not be used. 

If you have entered a script in error, (e.g. you selected ‘O75 Cancel’ when you meant to 
choose ‘O75 Enquiries’), and you therefore need to exit that script; you must exit by 
selecting ‘End Script’. 

After selecting ‘End Script’ at the question, ‘Has the customer indicated another call reason?’ 
you should: 

 Select ‘Yes’ and 
 Click ‘Submit’. 

You will then be returned to the main Call Reason screen and be able to select the correct 
script. 

You must follow this procedure. Failure to do so could mean data that may have been 
already sent to the underlying systems (e.g. Lassy) can cause errors with the next action you 
attempt. 



 

 

Use of 'End Script' 

End script should only be used if you’re part way through a script and you cannot or should 
not complete it. 

End script must not be used to end a call or to finish a script more quickly when there are 
no further actions required. If you use 'End script' incorrectly, this will impact on the call 
outcome that is recorded and any sales you make will not be attributed to you. 

  

If you are in the wrong licence or address and you need to change to the correct one, you 
should start a 'New Search' (available in the Salutation and Call Reason scripts). 



 

 

Quality and Telephone Techniques 

Quality auditing 

Dialler Call Guidelines - Call Criteria 

Dialler Call Guidelines - Call Criteria Menu 
(Outbound) 

Choose a topic from the selection below and click on the relevant image. 

Don't worry if you select the wrong one, there is a link at the bottom of each page which you 
can click to return to this menu. Scroll down to see all the options available. 
  

 

Form 1 - Business Requirements, Customer information & 
Knowledge base Click the image for more information. 

 

Form 2 - Call Standards Click the image for more information. 

 

Form 3 - Revenue Collection Click the image for more information. 

  



 

 

Form 1 - Business Requirements, Customer information & Knowledge base 
(Outbound) 

  

[Redacted under section 31 (“law enforcement”) of the Freedom of Information Act] 

 



 

 

Form 2 - Call Criteria (Outbound) 

[Redacted under section 43 (“commercial interests”) of the Freedom of Information 
Act] 

 



 

 

Form 3 - Revenue Collection (Outbound) 

[Redacted under section 43 (“commercial interests”) of the Freedom of Information 
Act] 

 



 

 

Feild Call Guidelines - Call Criteria 

Field Call Guidelines - Call Criteria Menu 

Choose a topic from the selection below and click on the relevant image. 

Don't worry if you select the wrong one, there is a link at the bottom of each page which you 
can click to return to this menu. Scroll down to see all the options available. 
  

 

Form 1 - Business Requirements, Customer information & 
Knowledge base Click the image for more information. 

 

Form 2 - Call Standards Click the image for more information. 



 

 

Form 1 - Business Requirements, Customer 
information & Knowledge base (Field) 

[Redacted under section 43 (“commercial interests”) of the Freedom of Information 
Act] 

 



 

 

Form 2 - Call Criteria (Field) 

[Redacted under section 43 (“commercial interests”) of the Freedom of Information 
Act] 

 



 

 

Inbound Call Guidelines - Call Criteria 

Inbound Call Guidelines - Call Criteria Menu 

Choose a topic from the selection below and click on the relevant image. 

Don't worry if you select the wrong one, there is a link at the bottom of each page which you 
can click to return to this menu. Scroll down to see all the options available. 
  

 

Form 1 - Business Requirements, Customer information & 
Knowledge base Click the image for more information. 

 

Form 2 - Call Standards Click the image for more information. 

For Escalated call quality monitoring please use the form and guidelines below. 
  



 

 

Form 1 - Business Requirements, Customer 
information & Knowledge base (Inbound) 

Form 2 - Call Standards (Inbound) 



 

 

Quality Management System 

Quality Management System 

Click on the link below for information on how the Quality Management System works. 

Quality Management System 
  



 

 

Telephone Techniques 

Phonetic Alphabet 

A ALPHA 

B BRAVO 

C CHARLIE 

D DELTA 

E ECHO 

F FOXTROT 

G GOLF 

H HOTEL 

I INDIA 

J JULIET 

K KILO 

L LIMA 

M MIKE 

N NOVEMBER 

O OSCAR 

P PAPA 

Q QUEBEC 

R ROMEO 

S SIERRA 

T TANGO 

U UNIFORM 

V VICTOR 

W WHISKEY 

X X-RAY 

Y YANKEE 

Z ZULU 

  



 

 

Telephone Techniques 

The three stages to structure and manage telephone calls 

On the telephone we are limited to using only 30% of our available communication skills 
which means we must work even harder than in face-to-face communications. 

Click on a stage number below for more information. 

Stage 1 

 The verbal handshake! Answer promptly 

 Give your name / and the name of your company 

 If you are the caller establish whether it is convenient to proceed. 
 Get/use callers name 

 Sound friendly and interested (Smile in voice). 

  

Stage 2 

 Getting / giving the message! Listen carefully and sympathetically 

 Control the call 
 Use good questioning techniques 

 Speak clearly and distinctly 

 Vary voice 

 Courteous words and phrases 

 Avoid emotive words 

 Plain words - no jargon. 

  

Stage 3 

 Offering help! Give useful information 

 Say what you are going to do next 
 Summarise 

 Agree Action. 

  

have a suggestion to improve this page, click here 



 

 

Telephone Techniques 

Steps For Handling A Complaint Call 

Click on the heading for more information. 

Clarifying 

Always listen to everything the customer has to say before providing any kind of 
answer. Ask questions to gain greater clarification of problem. Then assure them that 
you understand the problem by sincerely restating their problem to them 

Examples of clarifying questions: 

 “What I hear you saying is……, is that right?” 
 “Can you tell me more about…..?” 
 “How may I help you….?” 
 “What were you hoping would happen…?” 
 Clarifying leads us to the appropriate solution in a more efficient manner. 

Empathy 

Assure customer that you empathise with him, so that customers feel that they have 
been heard and that you respect them. It clears the way for us to move forward by 
helping diffuse the emotion and placing us on the side of the customer. However, 
don't go too far with the empathy, remember company loyalty, do not state or imply 
that there is a fault or that service has been bad. 

Use phrases like: 

 “I understand how you feel” 
 “I see” 
 “I apologize” 
 “I am sorry” 
 “I can see why you might feel that way” 

Angry Customers 

Don't take anything an angry customer says personally. Take it seriously, but not 
personally. The customer is angry, but not necessarily angry at you, they could be 
having a bad day, or be in pain, or just cranky. Keep this in mind, and try to let the 
customer know that you are in fact an ally who can assist him in his problem 
resolution. The problem is the enemy, not you! 

Defuse an angry customer quickly with the assurance that the problem will be 
addressed. As soon as you figure out how to resolve the customers problem, tell him 
what you're going to do, get his approval by using check backs. This will make sure 
that the customer is satisfied and feels good about the resolution. 

Examples of check backs include: 

 “How does that sound?” 



 

 

 “What do you think about x?” 
 “Are you ok with that?” 
 “Does that make sense?” 
 “Will that meet your needs?” 
 “Would that be satisfactory?” 

Resolve the problem, take prompt action, within organisation policy. This also 
applies when a supervisor to assists you. Nothing aggravates customers more than 
unnecessary delay in resolving their complaint. 

If you need more time than a single phone call, let the customer know that your goal 
is to resolve the problem. Give the customer an idea of when you will get back to 
them, ensuring that you do. 

If the problem can only be resolved by someone else, or another department, 
remember to pass ALL the information on. 



 

 

Telephone Techniques - Customers with disabilities 

• 16% of Adults working in the UK have a disability 

• 3% of disabled adults have a visual impairment 

• 17% of the UK population have a hearing impairment 

• 2% of the UK adult population have a speech impairment 

• 15% of disabled adults have memory problems 

• 10% have dyslexia 

• 17% have a mental health condition 

• 48% of disabled people are dissatisfied with the level of reasonable adjustments in place to 
make services accessible. 

 (Figures taken from the Business Disability Forum Oct 14) 

When talking to customers, be mindful that they may have a disability which makes 
communicating with us difficult.  This could include: 

Sight impairment – consider the communication channel we use, check if it’s okay to send 
them a letter or would an e-mail be better.  Some people with sight impairment have various 
packages they can use on their computers so that they can read documents or the package 
reads out the document verbally. 

Hard of hearing – Ensure that the customer has understood what you have said, 
summarise and confirm this with them.  Consider whether they need to have confirmation in 
writing. 

Autism – some people with autism find it difficult to interact or have limited speech and they 
may struggle to understand your intentions.  As the customer probably won’t say they have 
Autism it will be difficult to identify this on a call.  As long as you follow best practice for 
handling calls ie. allow pauses, summarise, speak clearly and don’t use jargon you should 
be able to manage the call.  If a customer does say they have autism confirm that they have 
understood what you have said, avoid filling silences and allow the customer to process the 
information you have given.  Consider confirming the conversation in writing.  Bear in mind 
that people with autism can be very direct and may appear rude, remember they don’t mean 
to cause offence. 

Dementia – Follow best call centre practice and consider confirming the conversation in 
writing. 

  

  



 

 

Telephone Techniques - Empathy 

What is empathy? 

Empathy is the ability to recognise, understand and acknowledge another person’s 
circumstances or feelings. 

Why is empathy important during a call? 

Empathy plays a vital role in making the call personal to the customer and communicating 
effectively. 

When should empathic words be used? 

Empathy should be used when a customer is telling you about difficulties they have 
experienced that have made them angry or upset. 

Examples of these difficulties include: 

• Death of a family member or friend 

• Licensing or financial difficulties 

• TVL letters (usually containing stronger enforcement messages) 

What are some useful phrases to use in these situations? 

If a customer is going through any of these situations you can use phrases such as: 

• Let me see what I can do for you today, 

• I will do my best to get this sorted for you 

• I’m sorry to hear that this has happened 

• I can imagine that must be frustrating 

• I can see why you might feel that way 

Below are five other empathetic skills you can use to help build a rapport with the 
customer: 

• Vary your tone to suit the circumstances being discussed. 

• Listen – do not assume call reason allow the customer to explain or vent their 
frustration. 

• Remain non-judgemental – remember what it is like to get upset, frustrated or angry. 

• Use the person’s name. 

• Commit to action – take ownership and explain the next steps. 

  



 

 

Telephone Techniques 

FAB - Features, Advantages and Benefits 

The customer will ask questions to get an understanding of what you are offering, so 
to ensure that the right product is provided for the customer we need to link the 
features, advantages and benefits to the customer. 

Feature - what it has. The facts about the product/service, which are provable and true. 

If we think of a TV Licence, what are its features? I.e. it is a legal requirement, it is 
valid for a year. The cost of it can be spread. 

Advantage - what it does. The benefits that are not specific to a customers needs but he will 
get them anyway. 

What are the advantages of a TV Licence? I.e. legally allows the licence holder to 
install and use TV, recording equipment, satellite or cable. 

Benefits - what it will do for the customer specifically. 

What would be the benefits of a TV licence? I.e. peace of mind, no “sales” calls, no 
visits from Enquiry Officers, no risk of a fine… 

What does a TV allow our customers to do? I.e. communicate, access the outside 
world, be up to date with current events, play games, buy and sell, watch different 
channels, etc. 

  

Remember that customers will buy the benefits and not the features. They will buy a TV 
Licence because it will avoid the risk of being fined, because they do not want to break the 
law, but mainly because it will give them peace of mind and it will make their lives easier. 



 

 

Telephone Techniques 

Tips For Handling A Chatterbox 

 Never show your boredom or frustration. This would offend all people, as well 
as the chatterbox. 

 Never bully or hector any customer, or interrupt rudely, or shut them up by 
visibly trying to dominate them. 

 When dealing with a compulsive talker, use every conversational gap and lead that 
you can to guide the conversation towards a satisfactory conclusion. 



 

 

 

Telephone Techniques 

Tips For Handling A Difficult Customer 

Sometimes you do everything right. You have put all the right techniques into 
practice, but the person remains difficult. In this case, you should try to bear in mind 
that: 

 Difficult people are usually difficult for a reason. 
 People who are scared and anxious are most likely to be difficult - and may 

remain difficult until their problems are resolved. 
 Anxious people can become childlike and have “tantrums”. Treating them like 

children will encourage them to act like a child, whilst treating them like 
responsible adults will encourage them to act rationally 

e.g. -"I understand your problem and I assure you I'm trying to help. I will let you 
know as soon as I have any information ". 

will be much more calming and effective than: 

"I am doing all I can. You will just have to wait your turn ". 

If people remain angry, it is often because they think that they are not being listened to. 



 

 

Telephone Techniques - Handling a grieving 
customer 

How does grief affect people? 

All people grieve differently. Some people will feel shocked and numb in the beginning. 
Strange and painful thoughts and feelings may follow: 

• thoughts of confusion, disbelief, and wondering if this is just a dream 

• feelings of sadness, anger, guilt, loneliness, bitterness, fear, edginess, nervousness, 
short tempered, and lack of confidence 

All of these feelings are natural. 

Why do we find it difficult to handle grieving customers? 

It is common to feel awkward when trying to talk to someone who is grieving, many people 
do not know what to say or do. 

What can I do to make the call better for the customer? 

 Recognising presence of strong feeling (ie, fear, anger, grief, disappointment), and 
try to imagine how the customer might be feeling. 

 Acknowledge their loss and offer condolences. 

 Allow them to talk, try to listen without interrupting. Focus on listening.   

 Respecting the customer's effort to cope with the predicament; remain calm even if 
they become flustered or emotional.   

 Be patient with the grieving customer, give the customer time and do not rush them, 
this could upset or anger them because they trying hard to cope with strong 
emotions. 

Why do I need to handle these calls differently? 

Studies show that handling grieving customers with sensitivity and empathy can increase 
efficiency of gathering information, stop calls from being escalated and reduce repeat calls. 
An appropriate statement or gesture of empathy takes only a moment and can go a long way 
to enhance rapport, build positive relationships, and even improve difficult ones. 

Empathy is a powerful, efficient communication tool when used appropriately. It extends 
understanding of the customer’s situation and enables them to explain their query in difficult 
circumstances. 



 

 

Telephone Techniques 

Tips For Handling A Rude Customer 

 Do not get personally upset by the rudeness of an offensive customer. And do 
not fuel his/her abuse by making value judgements, just stick to facts. 

 Do not be deliberately casual or icily superior to show an offensive customer 
what you think of him. 

 The way to deal with the offensive customer is to keep cool, keep your 
professional detachment, stay polite, and keep offering possible solutions in 
strictly factual terms. 

 Learn to ignore rudeness. Remember that the offensive customer is offensive to 
everyone who deals with him/her, not just you. Your job is not to make him/her nice; 
you simply have to supply him/her with what he/she called for. 

  



 

 

Telephone Techniques 

Tips For Handling An Angry Customers 

 If a customer is angry, never get angry back. It can only turn an unpleasant 
little incident into an unpleasant big incident. 

 Do not try logical argument on a customer in a temper: it only adds fuel to the 
fire. 

 Do not grovel, and do not let an angry customer draw you into accepting his 
assumption that the organisation is generally inefficient because of his own 
single unhappy experience. 

 The way to deal with an angry customer is to apologise for the specific 
inconvenience, and to take immediate action to put it right. 



 

 

Telephone Techniques 

Language Skills 

Using similar words to those used by the caller. Change the pace of the conversation to suit 
the part of the conversation you are having. Use different types of questions to control the 
call (see Questioning skills). 

In difficult situations avoid using: 

 Inflammatory language, e.g. “Thats impossible, no one else has complained 
about that” 

 Criticism, e.g. “You should have contacted … dept” 
 Swearing, e.g.!!**?*!! 
 Insensitive language, e.g. “Its not designed for people like you” 
 Negativity, e.g. “Its not possible- we cant do that” 
 Overbearing, e.g. “It absolutely must be returned by …” 

  



 

 

Telephone Techniques  

Listening skills 

It is essential that we listen to what the customer has to say. We must make sure 
that we are listening and not hearing. 

 Do not allow distractions to interrupt your train of thought. Stay focused at all 
times 

 Do not jump to conclusions 

 Neutralise your feelings 

 Listen “between the lines” for information 

 Say things that refer back to what the customer has said 

 Summarise back to the customer what you think they have said 

 Use the customers title/name early in the conversation 

 Stay calm, not rising to any bait. 



 

 

Telephone Techniques 

Questioning Skills 

The best way to identify the need is helpful questioning. 

Type of question Example Usage 
Closed (yes or no) Do you have a bank 

account? 
To obtain a negative or positive answer. To test 
understanding. 

Open (cannot be 
answered yes or 
no) 

How do you receive your 
benefits? 

To get the interviewee talking about their ideas and 
feelings as well as to get facts. To open up the 
interviewee. 

Specific When did your last licence 
run out? 

To find out specific facts. To stop a talkative 
employee when rambling. 

Leading If I could help you to save 
time would you be 
interested? 

The answer is given in the question. May test if 
someone is being positive or negative. 

Hypothetical If you spread the cost how 
would you make the 
arrangements? 

Asks what the interviewee would do in certain 
situations. May get textbook answers. 

Behaviourial Tell me how you pay your 
other bills. What is your 
preference? 

Tells you what a person has done in specific 
situations in the past and gives answers, which can 
be probed. Answers give facts, feelings attitudes and 
experience. 

  



 

 

Telephone Techniques 

Top 10 Telephone Tips 

1. Use the customers name during the call, and treat all customer with respect 
and politeness, this helps build rapport 

2. Avoid making promises that you may not be able to fulfil. E.g. advising they 
will get a refund, and never make commitments for someone else such as 
saying  they will receive a call back in an hour if this isn't something that will 
happen 

3. Slow down and speak clearly, especially if you have an accent 

4. Be a good listener - give plenty of verbal feedback to let them know you are listening; 
summarise to ensure you have fully understood 

5. Enthusiasm, you don't need to act overly excited about your phone 
conversation. Just have a positive attitude 

6. Be sure to smile. Even though you are on the phone, the other person can 
sense a smile from you 

7. Using the right tone of voice creates a good atmosphere on the phone. Your 
tone and voice inflections will create an impression and help the person on 
the other end understand what you are telling them 

8. When talking to a customer, avoid technical terminology or jargon that they 
may not understand, it can put a customer in an uncomfortable position. They 
might feel silly because they don't understand you or they may feel frustrated 
and become impatient. 

9. Don't get angry, even if the customer is.  It is not always easy to keep calm, 
especially if the customer is angry about something you have no control over. 
If a customer is complaining and angry, let them vent. They aren't mad at you 
personally. Ask them questions to show that you care. Don't add to their 
aggravation. Be a good listener 

10. When transferring a customer to someone else, make sure that you pass all their 
details to the other person before transferring, otherwise the customer will have to 
answer data protection questions and explain the reason for their call again. 



 

 

Telephone Techniques 

What are telephone techniques? 

They are an art of using the telephone correctly and effectively, to achieve your 
goals. 

Good telephone techniques pave the way for effective communication between you 
and your caller. It also helps to save time and achieve the objective of handling the 
telephone call effectively. 

Bad techniques may cause irritation, loss of business and reflect poorly on the company. 



 

 

Reasonable Adjustment 

Adjustments that are already offered 

For the deaf and hard of hearing: 

Minicom service 

Typetalk service 

Sign language interpreter 

  

For the blind or partially sighted: 

Alternative Format - Main Menu 

  

For vulnerable people: 

Visit Password Requests and Visit Requests from Customers 



 

 

Back Office - Reasonable adjustment requests 

Follow the below process if you receive what you think may be a reasonable adjustment 
request. 

Step One – identifying a possible request 

A customer may not necessarily use the phrase ‘reasonable adjustment’. They could 
mention they have a disability or complain that our policies and procedures are 
discriminating against them. Click here for a list of key words to look out for. 

Step Two – if a reasonable adjustment is required 

You must first check the customer care history to see if there is already one in place and if 
so, manage the query in line with the requirement. 

If this is a new request then please hold all emails and whitemail for the Policy Team in 
Smart Agent. 

The customer will then be contacted directly by the Customer Relations Team to discuss the 
request further. 



 

 

Call Centre - Reasonable adjustment requests 

Follow the below process if you receive what you think may be a reasonable adjustment 
request. 

Step One – identifying a possible request 

A customer may not necessarily use the phrase ‘reasonable adjustment’. They could 
mention they have a disability and have trouble communicating with us, complain that our 
policies and procedures are discriminating against them or request that a third party deal 
with their affairs. Click here for a list of key words to look out for. 

Step Two – if a reasonable adjustment is required 

You must first check the customer care history to see if there is already a request in place 
and if so, manage the call in line with the requirement. 

If this is a new request please fill out the Reasonable Adjustment form available on Outlook: 

Tools > Forms > Choose Form > TVL – Reasonable Adjustment Request 

The customer will then be contacted directly to discuss the request further. 

Please note – ID and V Requirements 

You will still need permission from the licence holder or written evidence such as Power of 
Attorney if a third party is required to deal with the affairs on an ongoing basis as a 
reasonable adjustment. If CARE states that this evidence has been received please proceed 
with the call as trained otherwise advise the customer they will need to send this to us before 
we can proceed. 

Please take a phone number from the third party if appropriate and send through on the 
Reasonable Adjustment form in case of any queries. 

The Reasonable Adjustment process only applies when the third party needs to deal with 
customer’s affairs on an ongoing basis. 

  



 

 

Customer Relations - Reasonable adjustment 
requests 

Follow the below process if you receive what you think may be a reasonable adjustment 
request. 

Standard requests 

Any requests for communications in an alternative format should be passed straight to the 
Policy Team via a multi form. 

Non Standard requests 

•  Pass all details of the request to the Policy Team either by telephone on [Detail removed 
– internal use only]  or by sending them through to the Policy Mail Box. Please do not 
transfer the customer 

•  They will consider the request and advise you on the response to send to the customer 
within 48 hours 

It may be necessary to contact the customer for further information and this can be in writing, 
audio or minicom depending on requirements. 

Please contact the Policy Team if you need any advice or have any questions. 



 

 

What is reasonable adjustment? 

Equality law recognises that bringing about equality for disabled people may mean changing 
the way we provide services for example – providing communications in a different format 
(larger print) or removing barriers.  This is known as making ‘reasonable adjustments’. 

A customer may not necessarily use the words reasonable adjustment, here a some words 
that they might use: 

Special needs Blind Extremely ill Mental impairment 

Partially sighted Without speech Vulnerable Disabled 

Unfair treatment Deaf Physical disability Equality 

Incapacitated Discrimination Speech impaired Foreign 

50% reduction I can't read Hearing problem Illiterate 

Distressed Blind concession Mental health 
issues 

I can't answer the 
door 

Power of attorney Learning difficulties I've been in hospital Can't get to a 
PayPoint 

Deterioration sight I've had heart 
surgery 

Large print handicapped 

  



 

 

Refunds 

Information for Call Centre 

General info for Call Centre 

Refunds Call Centre - Menu 

Select a topic from below. The three tables consist of general guidance and assistance, 
guidance for Qdos users and guidance for Lassy users. 

General assistance 

 

Refunds – Call Centre Basic Information 

 

What evidence is accepted? 

 

Refunds on licences paid for by debit/credit card 

 

Bacs refunds (changes to refund method) 

 

Refund Abbreviations (in Customer Contacts and Care) 

 

Digital Switchover Refund Process 



 

 

 

Arc refunds - Call centre 

 

Refund application form 

 

Refund applications - Call centre 

  

 

Refund - Deceased retrospective Over 75 applications 

 

Refunds assistance 

 

Stop and reissue cheques 

Qdos users 

 

Qdos - How much has been refunded 

 

Qdos - Is it an automatic or manual refund? 



 

 

 

Qdos - Auto Refunds 

 

Qdos - Manual Refunds 

Lassy users 

 

Lassy - How much has been refunded 

 

Lassy - Is it an automatic or manual refund? 

 

Lassy - Auto Refunds 

 

Lassy - Manual Refunds 

   



 

 

Refunds For New ARC Tenants 

Use the refund procedure below when dealing with customers who are moving 
an ARC address, or with customers state that they are: 

 Moving to an address covered by a £7.50 ARC licence (there is no need to 
check the new address) 

 Adamant that their new address will qualify for the concession but no trace of 
the scheme can be found on LASSY, or 

 Applying for a £7.50 ARC licence 

Refund Procedure for New ARC Tenants:- 

 The refund request should be directed to CLC either by phone or on a multi form. 
 Ensure you include the full name, full addresses and where possible, a telephone 

number. 
 Do not send a 3.11, before a refund can be issued, the CLC department must 

confirm the eligibility of the customer wanting to join the ARC scheme. The 3.11 form 
does not address this. 

  

Remember: Refunds in this scenario are given in unexpired calendar months 

  



 

 

Refunds - Changes to refund method 

If a customer wants to stop a refund by Bacs payment do not use a 'stop and reissue' form 
or send a Multi Form. BACS payments cannot be sent to a different account, they can only 
be stopped and a cheque sent instead. However this can only be done on the day the refund 
is arranged. 

If a BACS refund of a licence has been generated but the customer requires the refund by 
cheque because their account will be closed, the Client Accounts department can carry out a 
change. 

There are two ways to do this: 

1. If it is the same day that the refund was generated, telephone Client Accounts on 

 [Detail removed – internal use only]  (do not give these telephone numbers to the 
customer) and explain the situation and what your customer requires (please do not 
transfer calls to these numbers). 

2. If you are unable to get through or the customer makes this request after the BACS 
refund has been sent: 

 Make the following CARE note: "If payment fails, please send by cheque to (required 
address)" 

 Advise the customer that the refund has been sent to the bank account and if the 
BACS refund fails, the bank will inform us and we will then send a cheque · 

 Advise the customer they will receive a cheque within 21 days 

  

  

  



 

 

Refund - Deceased retrospective Over 75 
applications 

O75 Refunds policy amendment 

The BBC has recently reviewed and amended its policy in regards to O75 refunds.  With 
effect from 1st July 2015, TV Licensing will now issue refunds to the estate of a deceased 
person who has paid for a TV Licence when they would have been entitled to a free Over 75 
licence. 

These refund requests will be treated the same way as any request for a person under 75. 

Once the refund request has been received, TVL will refund back to when the deceased 
person turned over 75, with the money returned to the estate. 

What do I tell the customer? 

Tell the customer they can claim for a refund by filling out a refund form online and we will 
calculate the amount due. This will be backdated to the time the family member/Over 75 
customer turned 75. If the customer doesn't have access to the internet then a refund form 
should be sent to them. 

• The customer will need to provide a photocopy of the death certificate in order to validate 
their date of birth. 

• If the licence was not in the name of the deceased then we will need to see proof of 
residence. 

• It may also be necessary for us to ask for proof of payment if the customer’s payment 
history is not visible (see below). 

Proof of Payment 

On the screen below we can see the DD Set up Date at the bottom of the Payment History. 
If this date can be seen, and it is before the customer turned 75, the customer does not need 
to provide proof of payment. 

[Redacted under section 40(2) (“personal information”) of the Freedom of Information 
Act]  

 

The Payment History on a CFL licence only shows the most recent licence that has been 
issued – it doesn’t track all the previous licence payments. 

In the Customer Contacts field (to the right of the screen), you can see the licence has been 
running since at least 2000, but the customer would need to provide proof of payment for the 
years they are claiming back. 

[Redacted under section 40(2) (“personal information”) of the Freedom of Information 
Act]  

 

What else should I do? 



 

 

Make a Care note to advise the reason for the call and the advice given. No further action 
should be taken. Do not cancel the licence as this will be done when the refund is calculated 
by the Back Office. 

Any customer queries should be directed to the CST on speed dial *01230. 

  



 

 

Refund Abbreviations (Care and Customer Contacts) 

R1A / Refund Issued - Automatic refund - When an auto refund has been 
issued 

R1B / Refund Issued - Manual - When a manual refund has been prepared and 
details entered on the manual refund database (SQL) 

R19 / Manual refund request created or updated - When a manual refund has 
been processed through LASSY 

R11 / Manual refund authorised or cancelled. 

RFND   - Refund 

LTR  - Letter 

S/A  - Smart Agent 



 

 

Refund Application Form 

To see a copy of the refund form, click on this link: The refund form. 

To see the back of the refund form, click on this link: Back of the refund form. 

If the customer has access to the web the quickest way to get their money back is to 
complete a refund application online at tvlicensing.co.uk/refund. 

The website also allows refund forms to be completed and submitted on-line, if no evidence 
is required. 

Alternatively send the customer a refund application form in the post, which should arrive 
within the next 5 working days. 

You should, wherever possible and always if you are dealing with a telephone call, attempt 
to check that the customer qualifies for a refund before you send a form out. If the customer 
does not qualify for a refund you should advise them of this fact and you should not send a 
form. 

Remember - anyone can be sent a refund form, even if they are not the licence holder. 

Available on website 'tvlicensing.co.uk' 

Click here to see how people can apply for a refund online. 

Can customers fax or email their refund application forms to us? 

Once completed and signed customers can fax their application form and any supporting 
evidence using fax number [detail removed – internal use only] (this does not work if 
being sent from abroad) .   

Once completed and signed customers can scan their application form and any supporting 
evidence and send them as email attachments to enquiries@tvlicensing.co.uk . 

When the faxes / emails are received they are sorted into the relevant queues and dealt with 
in date order. 

Customers with refund applications for TVL Payment Cards and Savings Cards need contact 
TVL Cash. 



 

 

Refund Quick Guide - Telephone Calls   

First establish if the licence is needed again before expiry.  If it will be needed again at that 
or another address then do not offer the customer a refund or advise them to apply, as a 
refund is not due. 

Ensure you are speaking to a person who is authorised to cancel the Direct Debit and/or 
licence. 

 

Note: *If a customer needs to apply for a refund advise them they can do this online at 
www.tvlicensing.co.uk, or if the customer prefers send them a refund form. 



 

 

Refund Applications Forms 

If a customers entitled to refund and is not moving to an Arc address use the 
following process: 

 A 3.11 letter and form must be sent 
 The 3.11 must be addressed to the recipient 
 The name of the licence holder / deceased must be typed in the field of the 

second name screen 
 If the recipients details are different to that of the licence holder, their name 

and address must be recorded in Care 
 If dealing with the customer by telephone, the request must be carried out at 

the time of the call. 

  



 

 

Refunds – Call Centre Basic Information 

Who can claim a refund? 

The Licence Holder, Power of Attorney or Deputy. 

  

What amounts are refunds issued in? 

Refunds are generally given in unused quarters (3 full calendar months). 

However, in the following scenarios, they are issued in unused months: 

 Over 75 application 

 Mono licences 

 Blind registration 

 CLC application 

  

How many years can be claimed back? 

In general, refunds can be claimed for a maximum of two years from the expiry date of the 
last licence. 

However, if it is TV Licensing’s error, we can refund up to 6 years’ licence fee. 

  

How long has a customer got to claim back a refund? 

Customers have up to 2 years to claim their refund from the expiry date of the last licence. 

  

Will the refund be issued automatically, or does the customer need fill in a refund 
form? 

Some refunds are given automatically once the cancellation is actioned on QDOS; some 
have to be applied for via a Refund Form. 

Automatic Refund: 

 Licence is still valid, and 

 Only ¼ refund is due back 

Refund Form: 

 Licence has expired, or 

 More than ¼ refund is due back 

  

How long do refunds take? 



 

 

It can take up to 21 days (3 weeks) for a customer to receive their refund once we have 
received the form. As long as the correct evidence has been included and the form has been 
signed. 

  

How are refunds issued? 

Refunds can be issued by BACS (direct into a customer’s bank account) or by cheque. 

  



 

 

Refunds Assistance 

Click on the topics to see information 

 Effective date 
 Proof 

 Processing the refund claim 

 Dummy Refund 

 CLC refunds 
 Hotel refunds 
 Stamp encashments 
 TV Licensing Payment Card 
 Bank charges 
 Stop and reissue 
 Currency   
 Open cheques 
 Returned cheques 
 Refund refusals 
 Other queries 

  

Effective date 

Unless otherwise stated, refunds will only be made in respect of television licences that have 
expired within the last two years and only in respect of full quarter(s) (i.e. 3 consecutive 
calendar months) of a television licence which is/are unexpired at the “effective” date. 

The “effective” date will normally be the date of receipt of the refund application at the Mail 
and Licence Processing centre. 

All requests for a refund must be received within two years of the expiry date of the most 
recently issued licence against which the refund is being claimed. 

If the refund is claimed from a date that differs from the “effective” date, and this would make 
a difference to the refundable amount, the customer would need to provide satisfactory 
documentary evidence to support the earlier date. 

Proof 

The exception to this is when a customer wishes to claim a refund for the final quarter only 
(or less, if applicable) of their current licence period.  No evidence is required for a refund of 
the final quarter or if the refund is due to deceased.  However, if we are not satisfied with the 
claim, we can challenge the application regardless of the fact only the last quarter is being 
requested. 

For all refunds the licence must not be needed again before its expiry date. If the claimant 
has not confirmed that the licence will not be needed again the refund application will be 
rejected. 

Processing the refund claim 



 

 

Once a refund application form has been received it may take a up to a maximum of 21 days 
to process if the refund is by cheque and up to 14 days to process a BACs transaction. This 
also allows for the time taken if the refund claim is re-directed to another department. 

If a customer states that they sent in their refund application form more than  four weeks ago 
and there is no evidence on Qdos that it has been dealt with (check the Customer Contact 
screen) apologise to the customer and advise them a new form will need to be completed.   

Dummy Refund 

If a customer contacts you enquiring about their refund and CARE notes / Customer 
Contacts, or the info displayed in the Refund Cheque Queries, show “DUMMY REFUND” 
and if a refund is due direct the customer to complete a refund form. 

Qdos users can issue a refund form via the Refund Form Application script or the customer 
can complete a refund application online at www.tvlicensing.co.uk. 

Do not instruct the customer to do anything else as the refund form is required due to a 
query regarding an over 75 refund. 

CLC refunds 

Refunds do not process CLC refunds. If a customer has moved into an address covered by 
a CLC Licence all calls and correspondence are redirected to ‘CLC.’  These refunds are 
calculated monthly. 

Hotel refunds 

If a customer has moved into an address covered by a Hotel Licence all calls and 
correspondence are redirected to ‘Hotels’ 

Stamp encashments 

Use this link if someone wishes to query the encashment of TV Licensing Savings Stamps 
they have sent in. 

If a request for a refund of stamps and a licence are received together the correspondence 
will be sent to the 'client accounts' team first.  When they have processed the stamp refund 
they will redirect the correspondence to the Refund Centre for them to consider if a refund is 
due on the licence.  Therefore the customer will receive the stamp refund prior to the licence 
refund. This sometimes generates a telephone call chasing their licence refund.         

TV Licensing Payment Card 

Customers paying on the TV Licensing Payment Card will have their refund claims dealt with 
by TVL Cash, not by our Refund team. 

Bank charges 

If a customer is requesting a refund of bank charges they will need to write in and include the 
appropriate evidence.  The correspondence team will then deal with the customer’s letter, it 
will not be sent to the refunds team. 

The Customer Contacts screen / Care will show whether the bank charges have been 
refunded. 



 

 

Stop and reissue 

It can take up to three weeks for the customer to receive their refund cheque.  If the 
customer has still not received their refund after three weeks the cheque can be re-issued. 

Currency   

All refunds are issues in pounds sterling only, however we will send a cheque abroad.   

Open cheques 

If a customer does not have a bank account we can issue an ‘open cheque’.  When a 
customer receives an open cheque they also receive instructions for the various ways they 
can cash it.  Postal Orders are not issued.       

Returned cheques 

These do not come to the Refund Centre.  If a customer is chasing a cheque they have 
returned it will have gone to Client Accounts. They will know what has happened to it and if it 
has been reissued. 

Refund refusals 

The most common reasons for refusing a refund are: 

 Form not completed or not signed 

To be processed all refund application forms must have a signature and be completed 
with the required information.  In the case of an unsigned or insufficiently completed 
application form the customer will be sent draft letter 3.34.  A new 3.11 refund 
application will be included with this letter when it is sent to the customer 

 No unused quarters left from date of refund claim 

 No licence at new address 

 Licence needed again 

 Claim in different name. 

Check the Customer Contacts screen / Care for details of why the refund was refused. 
 If a refund has been refused there is always information to advise what letter we have 
sent them and the reason for refusal.   

Other queries 

 Do they need to send the actual licence? - No, but if they have it please enclose it. 
They can keep a photocopy if they wish. 

 If a customer wants a document returned this can be retrieved as all correspondence 
is kept regardless to whether a refund has been given or not. 

 Not enough refund? - Sometimes the refund has not yet been issued and the cheque 
that the customer has received is for the refund of their GM1 future payments.   



 

 

 Two refund cheques received - Usually one is a refund of GM1 future payments and 
the other is the current licence refund. Even if they are issued at the same time they 
are sent as two separate cheques. 

 Some refunds are actioned in the anticipated period but will not release until after it 
has finished.  If the payment is not met it will show the amended refund amount on 
the payment history. 



 

 

Refunds on licences paid for by debit/credit card 

If a customer has paid by a debit or credit card and is entitled to a full or partial refund, the 
refund will only be made by cheque.  This means these refunds will not be made directly in 
to a bank account via Bacs. 

When processing refund claims you must first establish whether the licence involved was 
paid for by debit or credit card. 

To find out how the customer paid for their licence check the Customer Contacts tab for 
"Debit/Credit card".   

The example below shows a Credit/Debit card payment made via the TVL website: 

 

If a customer queries why they can only be refunded by cheque please advise that we do not 
currently have the facility to refund back to a card. Therefore, to ensure that the correct 
person receives the refund this will be sent by cheque to the licence holder at the licence 
address unless otherwise stated in the application. 

Remember this is only for customers who have paid by debit or credit card for any of their 
licences. 



 

 

Stopping and Reissuing Cheques 

Reissuing Refund Cheques - click on the line that you would like further information about. 

Customer has a Capita cheque but it needs to be reissued 

If a customer has the original cheque sent to them by TV Licensing in their possession and 
requires a change to be made, advise the customer to return it to TV Licensing, Darlington, 
DL98 1TL. The cheque must be sent together with a covering letter explaining the reason for 
its return and explaining what change is needed. 

Never offer to stop a cheque if the customer has the original in their possession. This is to 
avoid unnecessary bank charges for Capita by ensuring that the original cheque does not 
require cancelling. 

Customer does not have the original cheque which was issued by Capita 

Some customers may request that their cheque is reissued to them, as they do not have the 
original cheque in their possession. 

View the cheque issue date which will be in the Lassy C/Enq screen or on Care, and if the 
cheque has: 

Been issued less than four weeks ago - advise the customer to wait until two weeks have 
passed from the date of issue, and then contact us again if the cheque has still not been 
received 

Been issued four or more weeks ago - telephone the Client Accounts team on [detail 
removed – internal use only]  (do not give these telephone numbers to the customer) and 
ask if the cheque has been cashed 

Been cashed (paid into an account)  - ask the customer if they or someone else on their 
behalf has paid in the cheque. If the customer insists that the cheque has not been paid into 

their account, telephone the Client Accounts team on [detail removed – internal use 
only]  (do not give these telephone numbers to the customer) for advice. If you need to 
contact Client Accounts outside of their normal working hours (09:00 until 17:00, Monday to 
Friday), send a Multi Form to PAYMENTS AND COMMERCIAL, sub heading TVLSS 
 STAMPS explaining that the customer has not received the cheque   

Not been cashed and all cheque details remain unchanged - complete a 'TVL Request 
for stopped cheque' form via Outlook and forward it to your line manager for authorisation 

Not been cashed but some details of the cheque require amendment - if the change to 
the cheque is minor, such as a change of initials, change to surname due to a misspelling or 
a different house name/number, complete a 'TVL Request for stopped cheque' form via 
Outlook and forward it to your line manager for authorisation. For all other changes the 
customer must put their request in writing with necessary evidence where appropriate. For 
example, if the request for reissue is due to the death of the payee, this request must be 
received in writing together with a photocopy of the death certificate. 

All circumstances where the Cheque was issued by TVL Cash 

Refer the customer to TVL Cash. Do not complete a 'TVL Request for stopped cheque' form. 



 

 

Instruction for line managers When authorising the reissue of a cheque please 
refer to work instruction WI  3377. 



 

 

Lassy users 

Auto Refunds - Lassy screen 

Automatic refunds are where the refund made is for the current licence only. 
Refunds can also be issued on expired licences, these are called manual 
refunds.  The customer still needs to complete a refund application form 
before a refund can be considered. 

Lassy Users screen prints 

1. The Automatic refund can be seen in the Care screen. 

 

   

2. Details of the refund can also be seen on the Cancellation/Refund Enquiry screen by 
typing 'C/ENQ' in the top left corner of the screen and pressing PF5 . Here you can see: 

 The date the refund was processed 
 The amount of the refund 
 The payee details 

 

[Redacted under section 40(2) (“personal information”) of the Freedom of Information 
Act]  



 

 

How much has been refunded 

Lassy Users 

To find information about the refund, for example, the refund amount, where and who the 
refund has been issued to, use the C/ENQ screen. If two refunds have been given, use the 
PF7 and PF8 keys to scroll between the refunds. 

Do not discuss any other amount. Do not indicate that the 'Reinsert' amount (if showing) is 
the amount refunded - it isn't. 

If there is no entry in C/ENQ, do not discuss possible refund amounts with the customer. 
The refund department will contact the customer when the application is processed. 
  



 

 

Lassy - Is it an automatic or manual refund? 

Why is this important? 

To be able to correctly interpret information on your screens and to ensure that the customer 
gets the correct information, you will need to decide if you are dealing with an automatic 
refund or a manual refund. (Please note this section deals with licence refunds and not 
refunds of advanced payments.) 

How do I decide? 

If you have no entries on your screen other than a refund form being sent to the customer, 
then it is not possible to discuss the refund amount as the refund has not been processed 
yet. The customer will be contacted once the refund is processed. You must not discuss 
amounts. 

"I can see some information about a refund being processed - so which is it?" 

Automatic refunds are where the refund made is for the current licence only. If you see the 
following Care entry - R1A Refund Issued - Automatic refund, then the refund is Automatic 
and you can click here for more information on Automatic refunds. 

 
  

Manual refunds are refunds issued on expired licences. If you see one of the following Care 
entries, then the refund is a Manual refund. But be aware, Care code R1B - Refund Issued - 
Manual and Freetext does not actually mean the refund has been issued. To find out more, 
you should click here for more information on Manual refunds. 

[Redacted under section 40(2) (“personal information”) of the Freedom of Information 
Act]  

 

  



 

 

 

Manual Refunds - Lassy screen 

Manual Refunds are refunds that are issued on expired licences, Automatic 
refunds are where the refund made is for the current licence only. The 
customer still needs to complete a refund application form before a refund can 
be considered. 

The three stage process 

There is a three stage process for Manual Refunds. These are: 

1. Refund is created but not issued to customer 

a. Below is an image of the 'Care' screen showing a refund at Stage 1 - 'Refund is created 
but not issued to customer'. 

[Redacted under section 40(2) (“personal information”) of the Freedom of Information 
Act]  

b. Below is a different image of the 'Care' screen showing a refund at Stage 1 - 'Refund is 
created but not issued to customer'. 

 
  

2. Refund goes through a checking process (still not authorised to be sent to 
customer at this stage) 

 Below is an image of the 'Care' screen showing a refund at Stage 2 - 'Refund is going 
through a checking process'. 

  

3. Refund is either authorised and sent to customer or cancelled. 

a. Below is an image of the 'Care' screen showing a refund at Stage 3 - 'Refund is either 
authorised and sent to customer or cancelled' when the refund has been authorised. 

 

b. Below is an image of the 'Care' screen showing a refund at Stage 3 - 'Refund is either 
authorised and sent to customer or cancelled' when the refund has been cancelled. 

 
  



 

 

Qdos users 

Auto Refunds - Qdos screen 

Automatic refunds are where the refund made is for the current licence only. 
Refunds can also be issued on expired licences, these are called manual 
refunds.  The customer still needs to complete a refund application form 
before a refund can be considered. 

Qdos Users screen prints 

1. The auto refund can be seen in the Customer Contacts screen. 

 

2. Details of the refund can also be seen on the 'Refund Cheque Query' screen which can be 
viewed by selecting 'Payments' and 'Refund Cheque Query'. Here you can see: 

 The date the refund was processed 
 The amount of the refund 
 The payee details 

  

 

  

Redacted under section 40(2) (“personal 
information”) of the Freedom of Information 
Act 

Redacted under section 40(2) (“personal 
information”) of the Freedom of Information 
Act 



 

 

How much has been refunded - Qdos user 

Qdos Users 

To find information about the refund, for example, the refund amount, where and who the 
refund has been issued to - select the following options from 'Call Reason':   

 Call Group – Payments 
 Call Reason - Refund Cheque Enquiries. 

  

This screen lists refunds made by cheque and by BACS. 

Do not discuss any other amount. Do not indicate that the 'Reinsert' amount (if showing) is 
the amount refunded - it isn't. 

If there is no entry in Refund Cheque Enquiries, do not discuss refund amounts with the 
customer. The refund department will contact the customer when the application is 
processed. 



 

 

Qdos - Is it an automatic or manual refund? 

Why is this important? 

To be able to correctly interpret information on your screens and to ensure that the customer 
gets the correct information, you will need to decide if you are dealing with an automatic 
refund or a manual refund. (Please note this section deals with licence refunds and not 
refunds of advanced payments.) 

How do I decide? 

If you have no entries on your screen other than a refund form being sent to the customer, 
then it is not possible to discuss the refund amount as the refund has not been processed 
yet. The customer will be contacted once the refund is processed. You must not discuss 
amounts. 

"I can see some information about a refund being processed - so which is it?" 

Automatic refunds are where the refund made is for the current licence only. If you see the 
following Customer Contacts entry: Refund Issued - Automatic refund, then the refund is 
Automatic and you can click here for more information on Automatic refunds. 

 
  

Manual refunds are refunds issued on expired licences. If you see one of the following Care 
entries, then the refund is a Manual refund. But be aware, Care code: Refund Issued - 
Manual and Freetext does not actually mean the refund has been issued. To find out more, 
you should click here for more information on Manual refunds. 

 

 



 

 

Manual Refunds - Qdos screen 

Manual Refunds are refunds that are issued on expired licences, Automatic 
refunds are where the refund made is for the current licence only. The 
customer still needs to complete a refund application form before a refund can 
be considered. 

The three stage process 

There is a three stage process for Manual Refunds. These are: 

1. Refund is created but not issued to customer 

a. Below is an image of the 'Customer Contacts' screen showing a refund at Stage 1 - 
'Refund is created but not issued to customer'. 

 

b. Below is a different image of the 'Customer Contacts' screen showing a refund at Stage 1 
- 'Refund is created but not issued to customer'. 

 

   

2. Refund undergoes checking 

Below is an image of the 'Customer Contacts' screen showing a refund at Stage 2 - 'Refund 
is checked'. 

 

   

3. Refund is either authorised and sent to customer or cancelled. 

a. Below is an image of the 'Customer Contacts' screen showing a refund at Stage 3 - 
'Refund is either authorised and sent to customer or cancelled' when the refund has been 
authorised. 

 

b. Below is an image of the 'Customer Contacts' screen showing a refund at Stage 3 - 
'Refund is either authorised and sent to customer or cancelled' when the refund has been 
cancelled. 

 
  



 

 

Information for Refund Department 

Refunds Customer Administration - Menu 

Below is the Menu of information for Customer Administration staff who process Refunds. 
Don't worry if you click on the wrong topic, each page has a link at the bottom to return to 
this menu. 
 
Remember to also look at the Refund Policy Guide menu. 

 Refund calculator 2009/2010 

Refund calculator 2008/2009 

Refund calculator 2007/2008 

Refund calculator 2006/2007 

Refund calculator 2005/2006 

 
Blind pro-rata refund amounts 

 
Colour to mono refunds 

 
What evidence is accepted 

 

Refunding Credit/Debit card payments 

 
Mono to colour refunds 

 

Digital Switchover Refunds 



 

 

 

Refund - UP and UNS guidelines 

 Refund application quick guide - Corres dept (CFL) 

Refund application quick guide - Corres dept (DD) 

 
Over 74 Short Term Licence fees 

 
Refund of bank charges 

  



 

 

Refunds Due on Colour to Mono 

New ready for 1st April - Refunds due on colour licences issued at £145.50 from 1 
April 2010 - 31 March 2011 (scroll down for current and previous years) 

  

Colour 
licence 
EXPIRE
Sat the 
end of 

Mono 
licenc
e: 
Month 
of 
ISSUE 

Jan Feb Mar Apr May Jun Jul Aug Sept Oct Nov Dec 

  

Mono 
licenc
e: 
Month 
of 
EXPIR
Y 

Dec Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov 

-April-   £48.5
0 

£36.3
8 

£24.2
5 

£12.1
3 

£145.
50 

£133.
38 

£121.
25 

£109.
13 

£97 £84.8
8 

£72.7
5 

£60.6
3 

-May-   £60.6
3 

£48.5
0 

£36.3
8 

£24.2
5 

£12.1
3 

£145.
50 

£133.
38 

£121.
25 

£109.
13 

£97 £84.8
8 

£72.7
5 

-June-   £72.7
5 

£60.6
3 

£48.5
0 

£36.3
8 

£24.2
5 

£12.1
3 

£145.
50 

£133.
38 

£121.
25 

£109.
13 

£97 £84.8
8 

-July-   £84.8
8 

£72.7
5 

£60.6
3 

£48.5
0 

£36.3
8 

£24.2
5 

£12.1
3 

£145.
50 

£133.
38 

£121.
25 

£109.
13 

£97 

-August-   £97 £84.8
8 

£72.7
5 

£60.6
3 

£48.5
0 

£36.3
8 

£24.2
5 

£12.1
3 

£145.
50 

£133.
38 

£121.
25 

£109.
13 

-
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er- 

  £109.
13 

£97 £84.8
8 

£72.7
5 

£60.6
3 

£48.5
0 

£36.3
8 

£24.2
5 

£12.1
3 

£145.
50 

£133.
38 

£121.
25 

-October-   £121.
25 

£109.
13 

£97 £84.8
8 

£72.7
5 

£60.6
3 

£48.5
0 

£36.3
8 

£24.2
5 

£12.1
3 

£145.
50 

£133.
38 

-
Novembe
r- 

  £133.
38 

£121.
25 

£109.
13 

£97 £84.8
8 

£72.7
5 

£60.6
3 

£48.5
0 

£36.3
8 

£24.2
5 

£12.1
3 

£145.
50 

-
Decembe
r- 

  £145.
50 

£133.
38 

£121.
25 

£109.
13 

£97 £84.8
8 

£72.7
5 

£60.6
3 

£48.5
0 

£36.3
8 

£24.2
5 

£12.1
3 

-January-   £12.1
3 

£145.
50 

£133.
38 

£121.
25 

£109.
13 

£97 £84.8
8 

£72.7
5 

£60.6
3 

£48.5
0 

£36.3
8 

£24.2
5 

-
February
- 

  £24.2
5 

£12.1
3 

£145.
50 

£133.
38 

£121.
25 

£109.
13 

£97 £84.8
8 

£72.7
5 

£60.6
3 

£48.5
0 

£36.3
8 

-March-   £36.3
8 

£24.2
5 
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3 

£145.
50 
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38 
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25 
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13 
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8 

£72.7
5 

£60.6
3 

£48.5
0 

  

Refunds due on colour licences issued at £142.50 from 1 April 2009 - 31 March 
2010 (scroll down for previous years) 

Colour 
Mono Jan Feb Mar Apr May Jun Jul Aug Sept Oct Nov Dec 



 

 

licence 

EXPIRES

at the end 

of 

licence: 

Month 

of 

ISSUE 

  
Mono 

licence: 

Month 

of 

EXPIR

Y 

Dec Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov 

-April-   £47.50 £35.63 £23.75 £11.88 £142.5

0 
£130.6

3 
£118.7

5 
£106.8

8 
£95 £83.13 £71.25 £59.38 

-May-   £59.38 £47.50 £35.63 £23.75 £11.88 £142.5

0 
£130.6

3 
£118.7

5 
£106.8

8 
£95 £83.13 £71.25 

-June-   £71.25 £59.38 £47.50 £35.63 £23.75 £11.88 £142.5

0 
£130.6

3 
£118.7

5 
£106.8

8 
£95 £83.13 

-July-   £83.13 £71.25 £59.38 £47.50 £35.63 £23.75 £11.88 £142.5

0 
£130.6

3 
£118.7

5 
£106.8

8 
£95 

-August-   £95 £83.13 £71.25 £59.38 £47.50 £35.63 £23.75 £11.88 £142.5

0 
£130.6

3 
£118.7

5 
£106.8

8 
-

September

- 

  £106.8

8 
£95 £83.13 £71.25 £59.38 £47.50 £35.63 £23.75 £11.88 £142.5

0 
£130.6

3 
£118.7

5 

-October-   £118.7

5 
£106.8

8 
£95 £83.13 £71.25 £59.38 £47.50 £35.63 £23.75 £11.88 £142.5

0 
£130.6

3 
-

November

- 

  £130.6

3 
£118.7

5 
£106.8

8 
£95 £83.13 £71.25 £59.38 £47.50 £35.63 £23.75 £11.88 £142.5

0 

-

December

- 

  £142.5

0 
£130.6

3 
£118.7

5 
£106.8

8 
£95 £83.13 £71.25 £59.38 £47.50 £35.63 £23.75 £11.88 

-January-   £11.88 £142.5

0 
£130.6

3 
£118.7

5 
£106.8

8 
£95 £83.13 £71.25 £59.38 £47.50 £35.63 £23.75 

-February-   £23.75 £11.88 £142.5

0 
£130.6

3 
£118.7

5 
£106.8

8 
£95 £83.13 £71.25 £59.38 £47.50 £35.63 

-March-   £35.63 £23.75 £11.88 £142.5

0 
£130.6

3 
£118.7

5 
£106.8

8 
£95 £83.13 £71.25 £59.38 £47.50 

Refunds due on colour licences issued at £139.50 from 1 April 2008 - 31 March 
2009 

Colour 
licence 

EXPIRES

at the end 

of 

Mono 

licence: 

Month 

of 

ISSUE 

Jan Feb Mar Apr May Jun Jul Aug Sept Oct Nov Dec 

  
Mono 

licence: 

Month 

of 

EXPIR

Y 

Dec Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov 

-April-   £46.50 £34.88 £23.25 £11.63 £139.5

0 
£127.8

8 
£116.2

5 
£104.6

3 
£93 £81.38 £69.75 £58.13 



 

 

-May-   £58.13 £46.50 £34.88 £23.25 £11.63 £139.5

0 
£127.8

8 
£116.2

5 
£104.6

3 
£93 £81.38 £69.75 

-June-   £69.75 £58.13 £46.50 £34.88 £23.25 £11.63 £139.5

0 
£127.8

8 
£116.2

5 
£104.6

3 
£93 £81.38 

-July-   £81.38 £69.75 £58.13 £46.50 £34.88 £23.25 £11.63 £139.5

0 
£127.8

8 
£116.2

5 
£104.6

3 
£93 

-August-   £93 £81.38 £69.75 £58.13 £46.50 £34.88 £23.25 £11.63 £139.5

0 
£127.8

8 
£116.2

5 
£104.6

3 
-

September

- 

  £104.6

3 
£93 £81.38 £69.75 £58.13 £46.50 £34.88 £23.25 £11.63 £139.5

0 
£127.8

8 
£116.2

5 

-October-   £116.2

5 
£104.6

3 
£93 £81.38 £69.75 £58.13 £46.50 £34.88 £23.25 £11.63 £139.5

0 
£127.8

8 
-

November

- 

  £127.8

8 
£116.2

5 
£104.6

3 
£93 £81.38 £69.75 £58.13 £46.50 £34.88 £23.25 £11.63 £139.5

0 

-

December

- 

  £139.5

0 
£127.8

8 
£116.2

5 
£104.6

3 
£93 £81.38 £69.75 £58.13 £46.50 £34.88 £23.25 £11.63 

-January-   £11.63 £139.5

0 
£127.8

8 
£116.2

5 
£104.6

3 
£93 £81.38 £69.75 £58.13 £46.50 £34.88 £23.25 

-February-   £23.25 £11.63 £139.5

0 
£127.8

8 
£116.2

5 
£104.6

3 
£93 £81.38 £69.75 £58.13 £46.50 £34.88 

-March-   £34.88 £23.25 £11.63 £139.5

0 
£127.8

8 
£116.2

5 
£104.6

3 
£93 £81.38 £69.75 £58.13 £46.50 

Refunds due on colour licences issued at £135.50 from 1 April 2007 

Colour 
licence 

EXPIRE

S at the 

end of 

Mono 

licence: 

Month 

of 

ISSUE 

Jan Feb Mar Apr May Jun Jul Aug Sept Oct Nov Dec 

  

Mono 

licence: 

Month 

of 

EXPIR

Y 

Dec Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov 

April   
£45.17 £33.88 £22.58 £11.29 £135.5

0 
£124.2

1 
£112.9

2 
£101.6

3 
£90.33 £79.04 £67.75 £56.46 

May   
£56.46 £45.17 £33.88 £22.58 £11.29 £135.5

0 
£124.2

1 
£112.9

2 
£101.6

3 
£90.33 £79.04 £67.75 

June   
£67.75 £56.46 £45.17 £33.88 £22.58 £11.29 £135.5

0 
£124.2

1 
£112.9

2 
£101.6

3 
£90.33 £79.04 

July 
  

£79.04 £67.75 £56.46 £45.17 £33.88 £22.58 £11.29 £135.5

0 
£124.2

1 
£112.9

2 
£101.6

3 
£90.33 



 

 

August   
£90.33 £79.04 £67.75 £56.46 £45.17 £33.88 £22.58 £11.29 £135.5

0 
£124.2

1 
£112.9

2 
£101.6

3 

September   
£101.6

3 
£90.33 £79.04 £67.75 £56.46 £45.17 £33.88 £22.58 £11.29 £135.5

0 
£124.2

1 
£112.9

2 

October   
£112.9

2 
£101.6

3 
£90.33 £79.04 £67.75 £56.46 £45.17 £33.88 £22.58 £11.29 £135.5

0 
£124.2

1 

November   
£124.2

1 
£112.9

2 
£101.6

3 
£90.33 £79.04 £67.75 £56.46 £45.17 £33.88 £22.58 £11.29 £135.5

0 

December   
£135.5

0 
£124.2

1 
£112.9

2 
£101.6

3 
£90.33 £79.04 £67.75 £56.46 £45.17 £33.88 £22.58 £11.29 

January   
£11.29 £135.5

0 
£124.2

1 
£112.9

2 
£101.6

3 
£90.33 £79.04 £67.75 £56.46 £45.17 £33.88 £22.58 

February   
£22.58 £11.29 £135.5

0 
£124.2

1 
£112.9

2 
£101.6

3 
£90.33 £79.04 £67.75 £56.46 £45.17 £33.88 

March   
£33.88 £22.58 £11.29 £135.5

0 
£124.2

1 
£112.9

2 
£101.6

3 
£90.33 £79.04 £67.75 £56.46 £45.17 

Refunds due on colour licences issued at £131.50 from 1 April 2006 - 31 March 
2007 

Colour 
licence 

EXPIRES

at the end 

of 

Mono 

licence: 

Month 

of 

ISSUE 

Jan Feb Mar Apr May Jun Jul Aug Sept Oct Nov Dec 

  
Mono 

licence: 

Month 

of 

EXPIR

Y 

Dec Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov 

-April-   £43.83 £32.88 £21.92 £10.96 £131.5

0 
£120.5

4 
£109.5

8 
£98.63 £87.67 £76.71 £65.75 £54.79 

-May-   £54.79 £43.83 £32.88 £21.92 £10.96 £131.5

0 
£120.5

4 
£109.5

8 
£98.63 £87.67 £76.71 £65.75 

-June-   £65.75 £54.79 £43.83 £32.88 £21.92 £10.96 £131.5

0 
£120.5

4 
£109.5

8 
£98.63 £87.67 £76.71 

-July-   £76.71 £65.75 £54.79 £43.83 £32.88 £21.92 £10.96 £131.5

0 
£120.5

4 
£109.5

8 
£98.63 £87.67 

-August-   £87.67 £76.71 £65.75 £54.79 £43.83 £32.88 £21.92 £10.96 £131.5

0 
£120.5

4 
£109.5

8 
£98.63 

-

September

- 

  £98.63 £87.67 £76.71 £65.75 £54.79 £43.83 £32.88 £21.92 £10.96 £131.5

0 
£120.5

4 
£109.5

8 

-October-   £109.5

8 
£98.63 £87.67 £76.71 £65.75 £54.79 £43.83 £32.88 £21.92 £10.96 £131.5

0 
£120.5

4 
-

November

- 

  £120.5

4 
£109.5

8 
£98.63 £87.67 £76.71 £65.75 £54.79 £43.83 £32.88 £21.92 £10.96 £131.5

0 

-   £131.5 £120.5 £109.5 £98.63 £87.67 £76.71 £65.75 £54.79 £43.83 £32.88 £21.92 £10.96 



 

 

December

- 
0 4 8 

-January-   £10.96 £131.5

0 
£120.5

4 
£109.5

8 
£98.63 £87.67 £76.71 £65.75 £54.79 £43.83 £32.88 £21.92 

-February-   £21.92 £10.96 £131.5

0 
£120.5

4 
£109.5

8 
£98.63 £87.67 £76.71 £65.75 £54.79 £43.83 £32.88 

-March-   £32.88 £21.92 £10.96 £131.5

0 
£120.5

4 
£109.5

8 
£98.63 £87.67 £76.71 £65.75 £54.79 £43.83 

Refunds due on colour licences issued at £126.50 from 1 April 2005 - 31 March 
2006 

Colour 
licence 

EXPIRES

at the end 

of 

Mono 

licence: 

Month 

of 

ISSUE 

Jan Feb Mar Apr May Jun Jul Aug Sept Oct Nov Dec 

  
Mono 

licence: 

Month 

of 

EXPIR

Y 

Dec Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov 

-April-   £42.17 £31.63 £21.08 £10.54 £126.5

0 
£115.9

6 
£105.4

2 
£94.88 £84.33 £73.79 £63.25 £52.71 

-May-   £52.71 £42.17 £31.63 £21.08 £10.54 £126.5

0 
£115.9

6 
£105.4

2 
£94.88 £84.33 £73.79 £63.25 

-June-   £63.25 £52.71 £42.17 £31.63 £21.08 £10.54 £126.5

0 
£115.9

6 
£105.4

2 
£94.88 £84.33 £73.79 

-July-   £73.79 £63.25 £52.71 £42.17 £31.63 £21.08 £10.54 £126.5

0 
£115.9

6 
£105.4

2 
£94.88 £84.33 

-August-   £84.33 £73.79 £63.25 £52.71 £42.17 £31.63 £21.08 £10.54 £126.5

0 
£115.9

6 
£105.4

2 
£94.88 

-

September

- 

  £94.88 £84.33 £73.79 £63.25 £52.71 £42.17 £31.63 £21.08 £10.54 £126.5

0 
£115.9

6 
£105.4

2 

-October-   £105.4

2 
£94.88 £84.33 £73.79 £63.25 £52.71 £42.17 £31.63 £21.08 £10.54 £126.5

0 
£115.9

6 
-

November

- 

  £115.9

6 
£105.4

2 
£94.88 £84.33 £73.79 £63.25 £52.71 £42.17 £31.63 £21.08 £10.54 £126.5

0 

-

December

- 

  £126.5

0 
£115.9

6 
£105.4

2 
£94.88 £84.33 £73.79 £63.25 £52.71 £42.17 £31.63 £21.08 £10.54 

-January-   £10.54 £126.5

0 
£115.9

6 
£105.4

2 
£94.88 £84.33 £73.79 £63.25 £52.71 £42.17 £31.63 £21.08 

-February-   £21.08 £10.54 £126.5

0 
£115.9

6 
£105.4

2 
£94.88 £84.33 £73.79 £63.25 £52.71 £42.17 £31.63 

-March-   £31.63 £21.08 £10.54 £126.5

0 
£115.9

6 
£105.4

2 
£94.88 £84.33 £73.79 £63.25 £52.71 £42.17 

Refunds due on colour licences issued at £126.50 from 1 April 2004 - 31 March 
2005 

Colour 
Mono Jan Feb Mar Apr May Jun Jul Aug Sept Oct Nov Dec 



 

 

licence 

EXPIRES 
at the end 

of 

licence: 

Month 

of 

ISSUE 

  

Mono 

licence: 

Month 

of 

EXPIR

Y 

Dec Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov 

-April-   £40.33 £30.25 £20.17 £10.08 £121.0

0 
£110.9

2 
£100.8

3 
£90.75 £80.67 £70.58 £60.50 £50.42 

-May-   £50.42 £40.33 £30.25 £20.17 £10.08 £121.0

0 
£110.9

2 
£100.8

3 
£90.75 £80.67 £70.58 £60.50 

-June-   £60.50 £50.42 £40.33 £30.25 £20.17 £10.08 £121.0

0 
£110.9

2 
£100.8

3 
£90.75 £80.67 £70.58 

-July-   £70.58 £60.50 £50.42 £40.33 £30.25 £20.17 £10.08 £121.0

0 
£110.9

2 
£100.8

3 
£90.75 £80.67 

-August-   £80.67 £70.58 £60.50 £50.42 £40.33 £30.25 £20.17 £10.08 £121.0

0 
£110.9

2 
£100.8

3 
£90.75 

-

Septembe

r- 

  £90.75 £80.67 £70.58 £60.50 £50.42 £40.33 £30.25 £20.17 £10.08 £121.0

0 
£110.9

2 
£100.8

3 

-October-   £100.8

3 
£90.75 £80.67 £70.58 £60.50 £50.42 £40.33 £30.25 £20.17 £10.08 £121.0

0 
£110.9

2 
-

Novembe

r- 

  £110.9

2 
£100.8

3 
£90.75 £80.67 £70.58 £60.50 £50.42 £40.33 £30.25 £20.17 £10.08 £121.0

0 

-

December

- 

  £121.0

0 
£110.9

2 
£100.8

3 
£90.75 £80.67 £70.58 £60.50 £50.42 £40.33 £30.25 £20.17 £10.08 

-January-   £10.08 £121.0

0 
£110.9

2 
£100.8

3 
£90.75 £80.67 £70.58 £60.50 £50.42 £40.33 £30.25 £20.17 

-

February- 
  £20.17 £10.08 £121.0

0 
£110.9

2 
£100.8

3 
£90.75 £80.67 £70.58 £60.50 £50.42 £40.33 £30.25 

-March-   £30.25 £20.17 £10.08 £121.0

0 
£110.9

2 
£100.8

3 
£90.75 £80.67 £70.58 £60.50 £50.42 £40.33 

Refunds due on colour licences issued at £116.00 from 1 April 2003 - 31 March 
2004 

Colour 
licence 

EXPIRES

at the end 

of 

Mono 

licence: 

Month 

of 

ISSUE 

Jan Feb Mar Apr May Jun Jul Aug Sept Oct Nov Dec 

  

Mono 

licence: 

Month 

of 

EXPIR

Dec Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov 



 

 

Y 

-April-   £38.67 £29.00 £19.33 £9.67 £116.0

0 
£106.3

3 
£96.67 £87.00 £77.33 £67.67 £58.00 £48.33 

-May-   £48.33 £38.67 £29.00 £19.33 £9.67 £116.0

0 
£106.3

3 
£96.67 £87.00 £77.33 £67.67 £58.00 

-June-   £58.00 £48.33 £38.67 £29.00 £19.33 £9.67 £116.0

0 
£106.3

3 
£96.67 £87.00 £77.33 £67.67 

-July-   £67.67 £58.00 £48.33 £38.67 £29.00 £19.33 £9.67 £116.0

0 
£106.3

3 
£96.67 £87.00 £77.33 

-August-   £77.33 £67.67 £58.00 £48.33 £38.67 £29.00 £19.33 £9.67 £116.0

0 
£106.3

3 
£96.67 £87.00 

-

September

- 

  £87.00 £77.33 £67.67 £58.00 £48.33 £38.67 £29.00 £19.33 £9.67 £116.0

0 
£106.3

3 
£96.67 

-October-   £96.67 £87.00 £77.33 £67.67 £58.00 £48.33 £38.67 £29.00 £19.33 £9.67 £116.0

0 
£106.3

3 
-

November

- 

  £106.3

3 
£96.67 £87.00 £77.33 £67.67 £58.00 £48.33 £38.67 £29.00 £19.33 £9.67 £116.0

0 

-

December

- 

  £116.0

0 
£106.3

3 
£96.67 £87.00 £77.33 £67.67 £58.00 £48.33 £38.67 £29.00 £19.33 £9.67 

-January-   £9.67 £116.0

0 
£106.3

3 
£96.67 £87.00 £77.33 £67.67 £58.00 £48.33 £38.67 £29.00 £19.33 

-February-   £19.33 £9.67 £116.0

0 
£106.3

3 
£96.67 £87.00 £77.33 £67.67 £58.00 £48.33 £38.67 £29.00 

-March-   £29.00 £19.33 £9.67 £116.0

0 
£106.3

3 
£96.67 £87.00 £77.33 £67.67 £58.00 £48.33 £38.67 



 

 

 

Refunds Due on Mono to Colour 

New ready for 1st April - Refunds due on monochrome licences issued at £49 
from 1 April 2010 - 31 March 2011 (scroll down for previous years) 

Black and 
white 
licence 
EXPIRES 
at the end 
of 

Colour 
licence: 
Month of 
ISSUE 

Jan Feb Mar Apr May Jun Jul Aug Sept Oct Nov Dec 

  

Colour 
licence: 
Month of 
EXPIRY 

Dec Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov 

-April-   £16.33 £12.25 £8.17 £4.08 £49.00 £44.92 £40.83 £36.75 £32.67 £28.58 £24.50 £20.42 

-May-   £20.42 £16.33 £12.25 £8.17 £4.08 £49.00 £44.92 £40.83 £36.75 £32.67 £28.58 £24.50 

-June-   £24.50 £20.42 £16.33 £12.25 £8.17 £4.08 £49.00 £44.92 £40.83 £36.75 £32.67 £28.58 

-July-   £28.58 £24.50 £20.42 £16.33 £12.25 £8.17 £4.08 £49.00 £44.92 £40.83 £36.75 £32.67 

-August-   £32.67 £28.58 £24.50 £20.42 £16.33 £12.25 £8.17 £4.08 £49.00 £44.92 £40.83 £36.75 

-September-   £36.75 £32.67 £28.58 £24.50 £20.42 £16.33 £12.25 £8.17 £4.08 £49.00 £44.92 £40.83 

-October-   £40.83 £36.75 £32.67 £28.58 £24.50 £20.42 £16.33 £12.25 £8.17 £4.08 £49.00 £44.92 

-November-   £44.92 £40.83 £36.75 £32.67 £28.58 £24.50 £20.42 £16.33 £12.25 £8.17 £4.08 £49.00 

-December-   £49.00 £44.92 £40.83 £36.75 £32.67 £28.58 £24.50 £20.42 £16.33 £12.25 £8.17 £4.08 

-January-   £4.08 £49.00 £44.92 £40.83 £36.75 £32.67 £28.58 £24.50 £20.42 £16.33 £12.25 £8.17 

-February-   £8.17 £4.08 £49.00 £44.92 £40.83 £36.75 £32.67 £28.58 £24.50 £20.42 £16.33 £12.25 

-March-   £12.25 £8.17 £4.08 £49.00 £44.92 £40.83 £36.75 £32.67 £28.58 £24.50 £20.42 £16.33 

Refunds due on monochrome licences issued at £48 from 1 April 2009 - 31 
March 2010 

Black and white 

licence EXPIRES 

at the end of 

Colour licence: Month of ISSUE Jan Feb Mar Apr May Jun Jul Aug Sept Oct Nov Dec 

  
Colour licence: Month of EXPIRY Dec Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov 

-April-   £16 £12 £8 £4 £48 £44 £40 £36 £32 £28 £24 £20 

-May-   £20 £16 £12 £8 £4 £48 £44 £40 £36 £32 £28 £24 

-June-   £24 £20 £16 £12 £8 £4 £48 £44 £40 £36 £32 £28 

-July-   £28 £24 £20 £16 £12 £8 £4 £48 £44 £40 £36 £32 

-August-   £32 £28 £24 £20 £16 £12 £8 £4 £48 £44 £40 £36 

-September-   £36 £32 £28 £24 £20 £16 £12 £8 £4 £48 £44 £40 

-October-   £40 £36 £32 £28 £24 £20 £16 £12 £8 £4 £48 £44 

-November-   £44 £40 £36 £32 £28 £24 £20 £16 £12 £8 £4 £48 

-December-   £48 £44 £40 £36 £32 £28 £24 £20 £16 £12 £8 £4 

-January-   £4 £48 £44 £40 £36 £32 £28 £24 £20 £16 £12 £8 

-February-   £8 £4 £48 £44 £40 £36 £32 £28 £24 £20 £16 £12 



 

 

-March-   £12 £8 £4 £48 £44 £40 £36 £32 £28 £24 £20 £16 

Refunds due on monochrome licences issued at £47 from 1 April 2008 - 31 
March 2009 

Black and 

white 

licence 

EXPIRES 

at the end of 

Colour licence: 

Month of ISSUE 
Jan Feb Mar Apr May Jun Jul Aug Sept Oct Nov Dec 

  
Colour licence: 

Month of EXPIRY 
Dec Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov 

-April-   £15.67 £11.75 £7.83 £3.92 £47 £43.08 £39.17 £35.25 £31.33 £27.42 £23.50 £19.58 

-May-   £19.58 £15.67 £11.75 £7.83 £3.92 £47 £43.08 £39.17 £35.25 £31.33 £27.42 £23.50 

-June-   £23.50 £19.58 £15.67 £11.75 £7.83 £3.92 £47 £43.08 £39.17 £35.25 £31.33 £27.42 

-July-   £27.42 £23.50 £19.58 £15.67 £11.758 £7.83 £3.92 £47 £43.08 £39.17 £35.25 £31.33 

-August-   £31.33 £27.42 £23.50 £19.58 £15.67 £11.75 £7.83 £3.92 £47 £43.08 £39.17 £35.25 

-September-   £35.25 £31.33 £27.42 £23.50 £19.58 £15.67 £11.75 £7.83 £3.92 £47 £43.08 £39.17 

-October-   £39.17 £35.25 £31.33 £27.42 £23.50 £19.58 £15.67 £11.75 £7.83 £3.92 £47 £43.08 

-November-   £43.08 £39.17 £35.25 £31.33 £27.42 £23.50 £19.58 £15.67 £11.75 £7.83 £3.92 £47 

-December-   £47 £43.08 £39.17 £35.25 £31.33 £27.42 £23.50 £19.58 £15.67 £11.75 £7.83 £3.92 

-January-   £3.92 £47 £43.08 £39.17 £35.25 £31.33 £27.42 £23.50 £19.58 £15.67 £11.75 £7.83 

-February-   £7.83 £3.92 £47 £43.08 £39.17 £35.25 £31.33 £27.42 £23.50 £19.58 £15.67 £11.75 

-March-   £11.75 £7.83 £3.92 £47 £43.08 £39.17 £35.25 £31.33 £27.42 £23.50 £19.58 £15.67 

Refunds due on monochrome licences issued at £45.50 from 1 April 2007 - 31 
March 2008 

Black and 

white 

licence 

EXPIRES 

at the end of 

Colour licence: Month 

of ISSUE 
Jan Feb Mar Apr May Jun Jul Aug Sept Oct Nov Dec 

  
Colour licence: Month 

of EXPIRY 
Dec Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov 

-April-   £15.17 £11.38 £7.58 £3.79 £45.50 £41.71 £37.92 £34.13 £30.33 £26.54 £22.75 £18.96 

-May-   £18.96 £15.17 £11.38 £7.58 £3.79 £45.50 £41.71 £37.92 £34.13 £30.33 £26.54 £22.75 

-June-   £22.75 £18.96 £15.17 £11.38 £7.58 £3.79 £45.50 £41.71 £37.92 £34.13 £30.33 £26.54 

-July-   £26.54 £22.75 £18.96 £15.17 £11.38 £7.58 £3.79 £45.50 £41.71 £37.92 £34.13 £30.33 

-August-   £30.33 £26.54 £22.75 £18.96 £15.17 £11.38 £7.58 £3.79 £45.50 £41.71 £37.92 £34.13 

-September-   £34.13 £30.33 £26.54 £22.75 £18.96 £15.17 £11.38 £7.58 £3.79 £45.50 £41.71 £37.92 

-October-   £37.92 £34.13 £30.33 £26.54 £22.75 £18.96 £15.17 £11.38 £7.58 £3.79 £45.50 £41.71 

-November-   £41.71 £37.92 £34.13 £30.33 £26.54 £22.75 £18.96 £15.17 £11.38 £7.58 £3.79 £45.50 

-December-   £45.50 £41.71 £37.92 £34.13 £30.33 £26.54 £22.75 £18.96 £15.17 £11.38 £7.58 £3.79 

-January-   £3.79 £45.50 £41.71 £37.92 £34.13 £30.33 £26.54 £22.75 £18.96 £15.17 £11.38 £7.58 

-February-   £7.58 £3.79 £45.50 £41.71 £37.92 £34.13 £30.33 £26.54 £22.75 £18.96 £15.17 £11.38 

-March-   £11.38 £7.58 £3.79 £45.50 £41.71 £37.92 £34.13 £30.33 £26.54 £22.75 £18.96 £15.17 

Refunds due on monochrome licences issued at £44.00 from 1 April 2006 - 31 
March 2007 



 

 

Black and 

white 

licence 

EXPIRES 

at the end of 

Colour licence: Month 

of ISSUE 
Jan Feb Mar Apr May Jun Jul Aug Sept Oct Nov Dec 

  
Colour licence: Month 

of EXPIRY 
Dec Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov 

-April-   £14.67 £11.00 £7.33 £3.67 £44.00 £40.33 £36.67 £33.00 £29.33 £25.67 £22.00 £18.33 

-May-   £18.33 £14.67 £11.00 £7.33 £3.67 £44.00 £40.33 £36.67 £33.00 £29.33 £25.67 £22.00 

-June-   £22.00 £18.33 £14.67 £11.00 £7.33 £3.67 £44.00 £40.33 £36.67 £33.00 £29.33 £25.67 

-July-   £25.67 £22.00 £18.33 £14.67 £11.00 £7.33 £3.67 £44.00 £40.33 £36.67 £33.00 £29.33 

-August-   £29.33 £25.67 £22.00 £18.33 £14.67 £11.00 £7.33 £3.67 £44.00 £40.33 £36.67 £33.00 

-September- FEE £33.00 £29.33 £25.67 £22.00 £18.33 £14.67 £11.00 £7.33 £3.67 £44.00 £40.33 £36.67 

-October- £44.00 £36.67 £33.00 £29.33 £25.67 £22.00 £18.33 £14.67 £11.00 £7.33 £3.67 £44.00 £40.33 

-November-   £40.33 £36.67 £33.00 £29.33 £25.67 £22.00 £18.33 £14.67 £11.00 £7.33 £3.67 £44.00 

-December-   £44.00 £40.33 £36.67 £33.00 £29.33 £25.67 £22.00 £18.33 £14.67 £11.00 £7.33 £3.67 

-January-   £3.67 £44.00 £40.33 £36.67 £33.00 £29.33 £25.67 £22.00 £18.33 £14.67 £11.00 £7.33 

-February-   £7.33 £3.67 £44.00 £40.33 £36.67 £33.00 £29.33 £25.67 £22.00 £18.33 £14.67 £11.00 

-March-   £11.00 £7.33 £3.67 £44.00 £40.33 £36.67 £33.00 £29.33 £25.67 £22.00 £18.33 £14.67 

Refunds due on monochrome licences issued at £44.00 from 1 April 2005 - 31 
March 2006 

Black and 

white 

licence 

EXPIRES 

at the end of 
  

Colour licence: 

Month of ISSUE 

Jan Feb Mar Apr May Jun Jul Aug Sept Oct Nov Dec 

  
Colour licence: 

Month of EXPIRY 
Dec Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov 

-April-   £14.00 £10.50 £7.00 £3.50 £42.00 £38.50 £35.00 £31.50 £28.00 £24.50 £21.00 £17.50 

-May-   £17.50 £14.00 £10.50 £7.00 £3.50 £42.00 £38.50 £35.00 £31.50 £28.00 £24.50 £21.00 

-June-   £21.00 £17.50 £14.00 £10.50 £7.00 £3.50 £42.00 £38.50 £35.00 £31.50 £28.00 £24.50 

-July-   £24.50 £21.00 £17.50 £14.00 £10.50 £7.00 £3.50 £42.00 £38.50 £35.00 £31.50 £28.00 

-August-   £28.00 £24.50 £21.00 £17.50 £14.00 £10.50 £7.00 £3.50 £42.00 £38.50 £35.00 £31.50 

-September- FEE £31.50 £28.00 £24.50 £21.00 £17.50 £14.00 £10.50 £7.00 £3.50 £42.00 £38.50 £35.00 

-October- £42.00 £35.00 £31.50 £28.00 £24.50 £21.00 £17.50 £14.00 £10.50 £7.00 £3.50 £42.00 £38.50 

-
November- 

  £38.50 £35.00 £31.50 £28.00 £24.50 £21.00 £17.50 £14.00 £10.50 £7.00 £3.50 £42.00 

-
December- 

  £42.00 £38.50 £35.00 £31.50 £28.00 £24.50 £21.00 £17.50 £14.00 £10.50 £7.00 £3.50 

-January-   £3.50 £42.00 £38.50 £35.00 £31.50 £28.00 £24.50 £21.00 £17.50 £14.00 £10.50 £7.00 

-February-   £7.00 £3.50 £42.00 £38.50 £35.00 £31.50 £28.00 £24.50 £21.00 £17.50 £14.00 £10.50 

-March-   £10.50 £7.00 £3.50 £42.00 £38.50 £35.00 £31.50 £28.00 £24.50 £21.00 £17.50 £14.00 

  

Refunds due on monochrome licences issued at £40.50 from 1 April 2004 to 31 
March 2005 

Black and 

Month of 

ISSUE of 

Jan Feb Mar Apr May Jun Jul Aug Sept Oct Nov Dec 



 

 

white 

licence 

EXPIRES 

at the end 

of   

colour 

licence 

                          
Month of 

EXPIRY of 

colour 

licence 

Dec Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov 

-April-   £13.50 £10.13 £6.75 £3.38 £40.50 £37.13 £33.75 £30.38 £27.00 £23.63 £20.25 £16.88 

-May-   £16.88 £13.50 £10.13 £6.75 £3.38 £40.50 £37.13 £33.75 £30.38 £27.00 £23.63 £20.25 

-June-   £20.25 £16.88 £13.50 £10.13 £6.75 £3.38 £40.50 £37.13 £33.75 £30.38 £27.00 £23.63 

-July-   £23.63 £20.25 £16.88 £13.50 £10.13 £6.75 £3.38 £40.50 £37.13 £33.75 £30.38 £27.00 

-August-   £27.00 £23.63 £20.25 £16.88 £13.50 £10.13 £6.75 £3.38 £40.50 £37.13 £33.75 £30.38 

-

September- 
  £30.38 £27.00 £23.63 £20.25 £16.88 £13.50 £10.13 £6.75 £3.38 £40.50 £37.13 £33.75 

-October-   £33.75 £30.38 £27.00 £23.63 £20.25 £16.88 £13.50 £10.13 £6.75 £3.38 £40.50 £37.13 

-November-   £37.13 £33.75 £30.38 £27.00 £23.63 £20.25 £16.88 £13.50 £10.13 £6.75 £3.38 £40.50 

-December-   £40.50 £37.13 £33.75 £30.38 £27.00 £23.63 £20.25 £16.88 £13.50 £10.13 £6.75 £3.38 

-January-   £3.38 £40.50 £37.13 £33.75 £30.38 £27.00 £23.63 £20.25 £16.88 £13.50 £10.13 £6.75 

-February-   £6.75 £3.38 £40.50 £37.13 £33.75 £30.38 £27.00 £23.63 £20.25 £16.88 £13.50 £10.13 

-March-   £10.13 £6.75 £3.38 £40.50 £37.13 £33.75 £30.38 £27.00 £23.63 £20.25 £16.88 £13.50 

Refunds due on monochrome licences issued at £44.00 from 1 April 2003 - 31 
March 2004 

Black and 

white 

licence 

EXPIRES 

at the end 

of 

Colour 

licence: 

Month of 

ISSUE 

Jan Feb Mar Apr May Jun Jul Aug Sept Oct Nov Dec 

  

Colour 

licence: 

Month of 

EXPIRY 

Dec Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov 

-April-   £12.83 £9.63 £6.42 £3.21 £38.50 £35.29 £32.08 £28.88 £25.67 £22.46 £19.25 £16.04 

-May-   £16.04 £12.83 £9.63 £6.42 £3.21 £38.50 £35.29 £32.08 £28.88 £25.67 £22.46 £19.25 

-June-   £19.25 £16.04 £12.83 £9.63 £6.42 £3.21 £38.50 £35.29 £32.08 £28.88 £25.67 £22.46 

-July-   £22.46 £19.25 £16.04 £12.83 £9.63 £6.42 £3.21 £38.50 £35.29 £32.08 £28.88 £25.67 

-August-   £25.67 £22.46 £19.25 £16.04 £12.83 £9.63 £6.42 £3.21 £38.50 £35.29 £32.08 £28.88 

-

September- 
  £28.88 £25.67 £22.46 £19.25 £16.04 £12.83 £9.63 £6.42 £3.21 £38.50 £35.29 £32.08 

-October-   £32.08 £28.88 £25.67 £22.46 £19.25 £16.04 £12.83 £9.63 £6.42 £3.21 £38.50 £35.29 

-

November- 
  £35.29 £32.08 £28.88 £25.67 £22.46 £19.25 £16.04 £12.83 £9.63 £6.42 £3.21 £38.50 

-

December- 
  £38.50 £35.29 £32.08 £28.88 £25.67 £22.46 £19.25 £16.04 £12.83 £9.63 £6.42 £3.21 

-January-   £3.21 £38.50 £35.29 £32.08 £28.88 £25.67 £22.46 £19.25 £16.04 £12.83 £9.63 £6.42 

-February-   £6.42 £3.21 £38.50 £35.29 £32.08 £28.88 £25.67 £22.46 £19.25 £16.04 £12.83 £9.63 

-March-   £9.63 £6.42 £3.21 £38.50 £35.29 £32.08 £28.88 £25.67 £22.46 £19.25 £16.04 £12.83 



 

 

Refund UP and NLN Guidelines 

Refunds - What to do when the property is unoccupied (UP) or occupied but no licence is 
needed (NLN) 

Unoccupied (UP) 

If you have processed a refund and it is apparent that the property will be vacant for 
a while, you must apply an appropriate UP guard once you have finalised the refund 
claim. You can apply a guard for up to 3 months or up to 6 months with the 
permission of a Team Leader. 

Remember you must put an occupation date in ENFADD otherwise the UP guard won't 
work. 

If you are unsure how to apply a UP guard, please speak to a Team Leader or an acting 

Senior Adviser. 

No LIcence Needed (NLN) 

If you have processed a refund and it is apparent that the property is occupied but no 
TV receiving equipment is used, you must set an NLN claim once you have finalised 
the refund. 

 Refund Quick Guide - Corres dept (CFL) 

 

 Notes:  

• If the DPC date is relevant to the Licence's status as current, please enter DPC date onto 
Care. 

• Duplication licence claim, redirect to refunds 

• No unused quarters left on licence, send draft letter 3.6 and update Care. 

• Only original death certificates are returned. If a customer requests a document to be 
returned you will need to email – Whitemail retrievals. 



 

 

 

Refund Quick Guide - Corres dept (DD) 

 

Note: 

• Only original death certificates are returned. If a customer requests a document to be 
returned you will need to email – Whitemail retrievals. 

• If the DPC date is relevant to the Licence's status, please enter DPC date onto Care. 



 

 

Refund Calculator 2005/2006 

Colour £126.50 Monochrome £42.00 

Expiry of licence 3/4 refund end 
of: 

1/2 refund end 
of: 

1/4 refund end of: No refund 

January April July October January 

February May August November February 

March June September December March 

April July October January April 

May August November February May 

June September December March June 

July October January April July 

August November February May August 

September December March June September 

October January April July October 

November February May August November 

December March June September December 

Refund due:mono £31.50 £21.00 £10.50 No refund 

Refund due: colour £94.88 £63.26 £31.64 No refund 

  



 

 

 

Refund Calculator 2006/2007 

Colour£131.50 Monochrome £44.00 

Expiry of licence 3/4 refund end 
of: 

1/2 refund end of: 1/4 refund end of: No refund 

January April July October January 

February May August November February 

March June September December March 

April July October January April 

May August November February May 

June September December March June 

July October January April July 

August November February May August 

September December March June September 

October January April July October 

November February May August November 

December March June September December 

Refund due:mono £33.01 £22.01 £11.01 No refund 

Refund due: colour £98.63 £65.76 £32.88 No refund 

  



 

 

Refund Calculator 2007/2008 

Colour £135.50; Monochrome £45.50 

Expiry of licence 3/4 refund end 
of: 

1/2 refund end of: 1/4 refund end of: No refund 

January April July October January 

February May August November February 

March June September December March 

April July October January April 

May August November February May 

June September December March June 

July October January April July 

August November February May August 

September December March June September 

October January April July October 

November February May August November 

December March June September December 

Refund due: mono 34.13 22.76 11.39 No refund 

Refund due: colour 101.63 67.76 33.89 No refund 

  



 

 

Refund Calculator 2008/2009 

Colour £139.50  Monochrome £47.00 

Expiry of licence 3/4 refund end 
of: 

1/2 refund end of: 1/4 refund end of: No refund 

January April July October January 

February May August November February 

March June September December March 

April July October January April 

May August November February May 

June September December March June 

July October January April July 

August November February May August 

September December March June September 

October January April July October 

November February May August November 

December March June September December 

Refund due: mono 35.26 23.51 11.76 No refund 

Refund due: colour 104.63 69.75 34.88 No refund 

  



 

 

Refund calculator 2009/2010 

Colour £142.50  Monochrome £48.00 

Expiry of licence 3/4 refund end 
of: 

1/2 refund end of: 1/4 refund end of: No refund 

January April July October January 

February May August November February 

March June September December March 

April July October January April 

May August November February May 

June September December March June 

July October January April July 

August November February May August 

September December March June September 

October January April July October 

November February May August November 

December March June September December 

Refund due: mono 36.00 24.00 12.00 No refund 

Refund due: colour 106.88 71.25 35.63 No refund 

  



 

 

Refund Calculator 2010/2016 

Colour £145.50  Monochrome £49.00 

Expiry of licence 3/4 refund end 
of: 

1/2 refund end of: 1/4 refund end of: No refund 

January April July October January 

February May August November February 

March June September December March 

April July October January April 

May August November February May 

June September December March June 

July October January April July 

August November February May August 

September December March June September 

October January April July October 

November February May August November 

December March June September December 

Refund due: mono 36.76 24.51 12.26 No refund 

Refund due: colour 109.13 72.75 36.38 No refund 

  



 

 

Refund of Bank Charges - Guidelines 

These guidelines are to clarify the current policy surrounding refunding bank 
charges. 

When a letter is received from the customer asking us to pay for bank charges check 
whether: 

 Our Direct Debit has caused the customer to incur bank charges. 
 The charges are due to an error on our part 

Customer says that they have not received the payment plan: 

 Once the payment plan has been issued, we cannot guarantee delivery. 
Refund of bank charges are to be refused. 

Helpful paragraphs to insert into customer letters are listed on the Letters Help Script 
under Bank Charges, starting with DD14. (Corres 2 and above only) 

Bank charges would be refunded when there is evidence it is our error 

Examples of which are: 

 Request has come in during ANTIC to change account details, a note is on 
Care to this effect and we haven't actioned the request once ANTIC is over. 

 If the customer contacted us in ANTIC to cancel the Direct Debit, we would 
advise the customer to cancel with bank (if there is still time). We would then 
log on Care that we had advised the customer it was too late to stop this 
payment, and take details down to action at a later date. We would only 
refund in this case if we had not cancelled the Direct Debit after ANTIC, and 
had therefore taken further payment. 

 If the wrong account details have been keyed onto the system. 

Type of evidence required, either: 

 The first bank statement showing where the charges were incurred and a 
second statement showing where the charges were taken; or 

 A letter from the bank stating that our Direct Debit caused the charges, this 
option is preferred by Customer Relations. 

When filling in the Goodwill/Compensation Payment Voucher (F008), ensure that 
you complete the reason for the bank charges being refunded. 

There is no letter advising that we will be paying bank charges, as we have generally 
requested the payments correctly. You will need to compose a letter if the bank 
charges are being refunded. 

When bank charges are to be refunded 

ALL requests to be given to your Team Leader, who can sign up to £30 or will pass 
to a CSM for authorisation on amounts over £30. These will then be forwarded to 
Customer Relations for the cheque to be issued. 



 

 

Digital Switchover - refund enquiries 

There will still be some customers who ask for a refund because they were no longer able to 
receive a signal following the digital switchover.  The customer still has up to 2 years to 
make the refund request but the refund will be capped. 

Remember - Digital Switchover refunds are capped to a maximum of £145.50 (£150.50 for 
Quarterly Direct Debit) for colour licences or £49.00 for black and white licence. 

Digital switchover enquires 

Some team leaders will be able to access www.digitaluk.co.uk.  Once in this website all that 
is needed will be the prem and postcode of the customer making the refund request. 

When the above has been entered you will be given the transmitter name and the particular 
region.  For example: the Mendip transmitter in the West TV region. 

The next action will be to open the spreadsheet below.  You should find the region first and 
then under the region will be the transmitter name.  Alongside the transmitter name will be 
the switchover date and that is what you use to determine whether any refund is due and if 
so how much. 

Transmitter final switchover dates - main transmitters only - shreadsheet 



 

 

Refunds on licences paid for by debit/credit card 

If a customer has paid by a debit or credit card and is entitled to a full or partial refund, the 
refund will only be made by cheque.  This means these refunds will not be made directly in 
to a bank account via Bacs. 

When processing refund claims you must first establish whether any of the licences involved 
were paid for by debit or credit card. 

If a customer queries why they can only be refunded by cheque please advise that we do not 
currently have the facility to refund back to a card. Therefore, to ensure that the correct 
person receives the refund this will be sent by cheque to the licence holder at the licence 
address unless otherwise stated in the application. 

Remember this is only for customers who have paid by debit or credit card for any of their 
licences. 



 

 

Refund Policy guide 

Refund Policy Guide menu 

Below is the Refund Policy Guide for Customer Administration staff who process Refunds. 
Don't worry if you click on the wrong topic, each page has a link at the bottom to return to 
this menu. 
 
If, after consulting the guide you are unsure how to proceed, please speak to your line 
manager. 
  

 

RPG - General Guidelines 

 

RPG - Blind concession 

 

RPG - Buying a different licence 

 

RPG - Change of law 

 

RPG - Covered by another licence 



 

 

 

RPG - Stopped using TV equipment (incl death) 

 

RPG - Over 75s & Scenarios 

 

RPG - Purchased in error 

  

 

RPG - Refunds customers affected by flooding 

 

RPG - Miscellaneous 

 

RPG - Case Studies 

   



 

 

RPG - Blind Concessionary Refunds 

A refund of up to half the licence fee (depending on whether the licence is a full fee or 
instalment licence) can be given if a licence holder provides relevant proof of eligibility for the 
blind concession, but failed to claim the reduction for the blind when his/her (current) licence 
was bought.  The claimant must provide the licence/s with the claim.   

A person who has properly claimed a blind concession may also claim a refund on an 
expired licence, backdated to 1st April 2000 or the 1st of the month in which he became 
blind, whichever is the later. 

The usual rule that refunds must be paid to the licence holder only does not apply in this 
case. If the licence covers or covered the place where the blind person resides or resided 
throughout the relevant time, then a refund will be payable to the licence holder even if not 
the blind person (subject to satisfactory proof). 



 

 

RPG - Buying a replacement licence 

Refunds can be given where a licensee no longer requires a licence because it has 
been replaced by a different type of television licence, either because of a change in 
the type of television receiving equipment being used, or for other reasons, as 
follows. A claim can be made if a licence holder: 

i) “Trades in” a black and white licence for a colour one; or 

ii) “Trades in” a colour licence for a black and white one; or 

iii) Moves to an address which is covered by an “Accommodation for Residential Care” 
(ARC) licence (after confirmation of qualification has been provided); or 

iv) Moves to an address which is covered by a Hotel and Mobile Units licence (provided they 
do not cause the Hotel licence to no longer qualify); or 

v) Applies for a Hotel, Mobile Units or Hospitality Area Licence to cover the address covered 
by his/her existing licence; or 

vi) Is included on an application for a multiple licence. 

In this category, refunds can be given with respect to unexpired calendar months. 

In 4(i) above, if the customer sends the full fee for a colour licence and wants a refund on the 
black and white licence, there is no need to send a refund form.  The refund can dealt with 
straight away. 



 

 

RPG - Case Studies 

Below are some case scenarios for the two year and six year rule. 

Scenario 1: 

The customer has moved house in August 2004 to move in with relatives.  On the 
application form it states “forgot to cancel DD”.  Proof has been provided of the date the 
customer left in 2004, but there is no evidence on our system of any contact from the 
customer until November 2007.   

Decision: The customer is only entitled to 2 years refund. 

Scenario 2: 

A student contacts us to advise they left their halls in July 2004 and states on the application 
form “Father has been paying for the licence but has still been paying for it until September 
07”.  The customer has included proof to support their leaving date, but there is no evidence 
on our system of any contact.   

Decision: Only 2 years would be refunded. 

Scenario 3: 

The licence holder left the address in February 2002.  They state on the application form “I 
forgot to cancel my DD when I moved so I have paid 6 years more then I should have”. 
 Sufficient evidence is included to confirm they left the address in February 2002, but there is 
nothing on our system to show the customer contacted us until December 2007. 

Decision: The customer would only get 2 years refund.   

Scenario 4: 

We have been provided with evidence that the customer’s property was sold in June 2004 
but they continued to pay for the licence on direct debit.  There is no evidence on our system 
of any previous contact from the customer to say they had moved. 

Decision:  Only 2 year refund is given. 

Scenario 5: 

The customer has sent in evidence to prove they left the country in July 2004 but they have 
still continued to pay the direct debit.  The customer claims to have contacted us several 
times but there is no evidence on our system to support this. 

Decision: Only 2 year refund. 

Scenario 6: 

A customer has provided proof they left the property in May 2001, and claims to have 
informed us in 2004 that they had moved.  There is no evidence of any contact on our 
system until May 2007 when a refund form was sent.  The customer has taken all this time to 
return the refund form. 

Decision: The customer would only get 2 years refund. 

Scenario 7: 



 

 

A customer has had two direct debits running for the same address since April 1992.  They 
were both set up on a quarterly direct debit from the same bank accounts.  The first licence 
was set up under the name Mr R Cooke with payment dates of March, June, September and 
December.  The second licence was set up under the name Mrs C Ooke with payment dates 
of January, April, July and October. 

Both payment plans and licences were sent to the same address. 

Decision: Because the name on the licences were in slightly different names this would be 
our error so 6 years refund could be given. 

Scenario 8: 

The customer married in Feb 1997 and moved out of the property.  Proof has been sent to 
confirm the date she moved.  The licence at the old address was never cancelled so the 
direct debit continued to be taken.  The customer also had a licence at her new address 
which she set up the day she moved in so she has been paying for two licences since Feb 
1997.  The name on the licence was changed to her married name in 2003.  The customer 
claims she advised us twice that she had moved out of the old address but there is no 
recorded of any contact from her other than the change of name. 

Decision: A two year refund should be given.   

Scenario 9 - Granny Annexes: 

A refund may be given to a person who claims they are living in a ‘Granny Annexe’.  If 
evidence is supplied, a refund can be issued from when the policy was introduced for 
licensable places in August 2008 up to a maximum of 2 years.   

In order to decide if a person who lives in an annexe needs a separate licence, you need to 
follow the licensable places policy.   

Scenario 10 - Last quarter refund requested when an indemnity claim has also been 
made: 

If the customer has requested a refund for the last quarter, evidence needs to be included in 
the application if there has also been an indemnity claim. 



 

 

RPG - Change in Law 

Refunds can be given when a television licence is no longer required as a direct result of a 
change in the law. 

In this case, refunds can be given in respect of full calendar months, which are 
unexpired as at the date the change in the law comes into force. 



 

 

RPG - Covered by another licence 

Refunds can be given where the licensee and if applicable anyone living with him/her at the 
licensed address, moves from that address to another where they will be covered by 
someone else’s licence (e.g. parents, partner, Hotel and Mobile Units Licence). 

A comparison must be made on the system to ensure that the new address is licensed. 

  

What to do if the customer has completed a refund form but hasn't supplied the 
licence number or new address: 

• Always check ‘Care’ first.  When the customer contacts us for an application the Call 
Centre must make notes in Care to advise where the 3.11 is being sent. If this information is 
available check that there is a valid Licence and process the refund as trained.   

• If the customer has supplied a telephone number, then call them and ask for the 
information required. (Onshore Only) 

• If there are no details in Care and no telephone number for you to call, then send the 
DL3.15 to the licensed address, update Care by using the care code ‘RFND’ and manually 
input “Current add needed” (this information also needs to be input on the SmartAgent 
case). This will then prompt the Call Centre to ask the customer for these details if they are 
contacted.  This will then be put on a ‘Multi Form’ and sent to Call Log – Corres Refunds. 

• If there is a Direct Debit running this needs to be cancelled ‘Mandate Cancel Gone Away’. 
 This will then start the mailing cycle for vacant premise.  If the licence is a Counterfoil this 
needs to be cancelled ‘Gone Away’.    

If a forwarding address is later received from the customer, via a ‘Multi Form’ from the Call 
Centre, the refund should be considered as normal by the agent who receives it.  Under no 
circumstances should this be passed to the person who had the original application. 

  

What to do if the customer has written with a refund request but hasn't supplied 
relevant information: (Onshore Only) 

• If the customer has written a letter asking for a refund but hasn't supplied the information 
needed for example, no evidence, a 3.11a needs to be sent. This includes an application 
form, which the customer needs to complete in full.   

If a forwarding address is supplied: (Onshore and Offshore) 

• If you have been advised that the customer is covered by a licence at the forwarding 
address but no valid licence is found.  A dl3.8 needs to be sent and the customer’s licence 
should then be transferred to the forwarding address. 

• If the customer has advised us they have ‘Gone Away’ and has supplied us with forwarding 
address but no licence is found you should send a dl3.22 and the licence should then be 
transferred to the forwarding address. 

  

Remember, it makes no difference if the name on the valid licence at the forwarding address 
is different from customer’s name; it’s still a valid licence so the refund should be process as 
normal.   



 

 

RPG - Guidelines 

Section 365 (3) of the Communications Act 2003 states that the BBC are entitled, in such 
cases as it may determine, to make refunds of sums received by them by virtue of the 
relevant regulations. 

The following are useful guidance points: 

 Unless otherwise stated, refunds will only be made in respect of television licences 
that have expired within the last two years and only in respect of full quarter(s) (i.e. 3 
consecutive calendar months). 

 The “effective” date will normally be the date of receipt of the refund application at the 
Mail and Licence Processing centre. 

 All requests for a refund must be received within two years of the expiry date of the 
most recently issued licence against which the refund is being claimed. 

  



 

 

RPG - Miscellaneous 

It is BBC policy to take into consideration when deciding whether or not to make a refund, 
any earlier claim by the same claimant in respect of which there is reason to suspect that the 
refund was obtained as a result of false information, including a signed declaration by the 
claimant which as a matter of fact has proved to be false. 



 

 

RPG - No Longer Using TV Equipment (including 
deceased cases) 

There is now a period of two years allowed to claim a refund. 

Refunds can be given where the licensee and, if applicable, anyone living with the licensee 
at the licensed address, ceases to use television receiving equipment. The licence must not 
be needed again before its expiry date.  If the claimant cannot or will not confirm that the 
licence will not be needed again, the refund application should be rejected. 

Refunds are payable on unused quarters in cases of ceased use or where the licence holder 
has died. 

Ceased use 

If the claim is for only the last remaining quarter on a current licence, no evidence is required 
to substantiate the claim but a refund form should still be completed by the licence holder. 

Ceased use due to Digital Switchover 

If the claim is due to a loss of signal due to the digital switchover, the refund is given in 
months remaining on their licence back to the date that the digital switchover was completed 
in their region, capped at a maximum of £145.50 (£150.50 for Quarterly Direct Debit) for 
colour licences or £49.00 for a black and white licence.  No documentary evidence is 
required however the customer must provide the date as supporting evidence. 

Deceased 

Where use of television ceases because the licensee has died, the following rules apply: 

i) No evidence is required to substantiate the fact that the customer has died. 

ii) Where the customer was over 75, and had obtained full fee licences, a full refund can be 
paid to the estate on licences issued before the customer's death if the estate submit a 
retrospective application for a free licence after the death of the customer. 

iii) The refund may be paid to the estate of the licence holder. 



 

 

RPG - Over 75s & Scenarios 

General 

Refunds of months on a current licence will be payable automatically when an Over 75 
Licence is issued. The refund can be backdated to the beginning of the licence or the first of 
the month of the 75th birthday, whichever is the later. 

Expired licences and licences not yet issued 

Refunds on expired licences (or licences which are no longer recorded on the TV Licensing 
database) will have to be claimed.  If the person is deceased, refunds can be granted on 
licences not issued in previous years.   

Subject to satisfactory proof, monthly refunds will be payable backdated to the first of the 
month of the Over 75 licensees birthday or 1st November 2000, whichever is the later. 

Over paid 

Refunds (of months subsequent to the first of the month of the 75th birthday) are also 
available to people who purchased a full fee licence when a over 74 short term TV Licence 
could have been purchased. Again, these refunds have to be claimed. 

As with the blind concessionary refunds, these can be paid to someone other than the Over 
75 licensee/applicant subject to satisfactory evidence that the licences in question covered 
the sole or main residence of the eligible person throughout the period for which the refund 
is claimed.   

If a multiple licence holder requests the refund in respect of an individual Over 75 licensee 
covered by his licence, then confirmation must be provided that either the refund will be 
passed on to the Over 75 licensee or that the Over 75 licensee did not contribute to the fee. 

No other refund can be claimed on an Over 75 licence. 

Other scenarios 

Scenario 1 

O75 has been living with a relative since 2000 covered by the relatives licence in error. 

The O75 licence can be issued for 2014 and a retrospective refund given on the licence 
purchased in error dating back to November 2000.  This money can be claimed back from 
the DWP. 

Scenario 2 

O75 has had a licence since 2000 and the relative also has a licence for the same address 
purchased in error.   

As the Licence has already been claimed from the DWP we would not be able to claim the 
refund given to the relative in this instance so normal refund rules would apply – currently 2 
years from application. 

Scenario 3 



 

 

O75 has been paying for a licence in error. 

Refund given and claimed back from the DWP 



 

 

RPG - Licences Purchased in Error 

Refunds can be given in respect of licences, which are purchased as a result of an error.  An 
error will be where the customer fails to check whether a licence is required or has failed to 
check whether a licence is required despite the BBC raising awareness in the case of a law 
or policy change. 

Circumstances under this paragraph include: 

i) error by the claimant, or 

ii) error by the BBC; or 

iii) a full fee licence has been obtained when the customer is eligible for a Blind reduced fee 
licence; or 

iv) a full fee licence has been obtained when the customer is eligible for a Free Over 75 
licence; or 

v) a full fee licence has been obtained when an Accommodation for Residential Care (ARC) 
or Hotel & Mobile Units Licence covers the customer. 

In i) above, refunds can be claimed for two years, usually because the use of television 
equipment does not require that type of licence, e.g. bought colour licence when only 
required black and white, or because the licence duplicates cover already held, i.e. there is 
already a licence covering the same people at the same address for some or all of the same 
period. In the latter case, the second (duplicate) licence is NORMALLY the one in respect of 
which a refund can be made. 

In ii) above, refunds can be claimed for 6 years.  This includes instances where: 

 a customer has an unnecessary duplicate Direct Debit going back more than two 
years, AND 

 they claim to have contacted TV Licensing more than two years ago to ask for it to be 
stopped (although provide no evidence of this), AND 

 the direct debit was not stopped; AND 
 the customer is either an annual or quarterly Direct Debit payer (but not monthly); 

AND 
 the payments for the duplicate direct debits are taken from the same bank account 

but in different calendar months 
  

TV Licensing will accept the customer's claim and refund the full period of the unnecessary 
payment or 6 years (whichever is the shorter). 

   

The rationale for the annual/quarterly criterion is that the BBC believes it is reasonable to 
expect a customer who has two Direct Debits coming out of the same bank account every 
month or in the same calendar month to notice this and to contact TV Licensing as soon as 
possible to correct the error.  It cannot then be classed as a "BBC error", because the 
customer should have seen that two direct debits were continuing to be paid.  However, this 
may not be a reasonable expectation for annual or quarterly direct debit payers where 
payments are taken in different calendar months. 
  



 

 

For example, an annual payer who gives one Direct Debit payment in December and the 
other in June might reasonably be considered to be unaware that these payments are the 
result of an unnecessary duplication.  They may not notice if, after their alleged contact with 
TV Licensing, no action has been taken to stop the unnecessary Direct Debit.  It would 
therefore be reasonable to class this as a "BBC error" 

In iii) above, refunds can be claimed from when the customer became blind but no earlier 
than 1 April 2000. 

In iv) above, refunds can be claimed from when the customer became Over 75 but no earlier 
than 1 November 2000.  No other refund can be claimed on an Over 75 licence. 

In v) above, it is likely that the request will be received for the most recently obtained licence. 

Note - Where there are any other instances of a licence being purchased in error, refunds 
can be claimed for a maximum of two years. 



 

 

RPG - Customers affected by flooding 

These refunds are only for customers affected by flooding due to adverse weather 
and customers must be covered by a licence in their alternative accommodation.  
   
You are able to offer a refund for the following reasons:  
·        a customer is unsure if they will be back in their property before the licence expires  
·        a customer will be away from their property for more than three months (but could 
return before the licence expires)  
   
This also applies for businesses and hotels affected by flooding.  
   
All refunds will be issued for unused quarters only as per the refund policy (except hotels, 
which is monthly).  
   
REMEMBER : To set a UP guard on the address for the appropriate time frame or if none 
specified then apply a 3 month guard.  
   

Index keywords: Refunds, Flooding 

See also: 

Refund Policy Guide (RPG) menu 

  

 If you have a suggestion to improve this page, click here 

  



 

 

Security 

Password resets and account access 
creation/amendment/deletion 

Lan, Lassy, SmartAgent, Payware, Caves and Verint 

Click on a heading for further information 

Front line staff - Password resets or access amendments 

Please contact your acting line manager. 

Team Leaders Amendments to LAN, Lassy, Payware, Caves or Verint. 

To delete an account or for changes to account access or new accounts and password 
resets, complete the Access Control Group form available on Click. 

Email the completed form to a member of the approved authority list. 

When requesting a password reset, please put 'Password reset' in the header of the 
email. 

Team Leaders Amendments to SmartAgent 

You may amend access to already created SmartAgent accounts if necessary. 
                              To create a SmartAgent account or to delete one, you must complete the 
Access Control Form (ACG)available on Click. 

Email the completed form to a member of the approved authority list. 



 

 

Password security 

In order to meet the Payment Card Industry (PCI) Data Security Standard LAN 
(Local Area Network) passwords, which you use to log on to your PC, must adhere 
to the following standards. 

Password complexity 

Passwords must not be similar to your user account or your full name and 
passwords must contain characters from three of the following four categories: 

 Uppercase characters (A through Z) 
 Lowercase characters (a through z) 
 Numbers (0 through 9) 
 Non-alphanumeric characters (for example, !, $, #, %) 

Password history 

New passwords cannot be the same as any of the last 10  passwords used. 

New passwords must be a minimum of 8 characters in length. 

All passwords must be changed every 90 days. 

Protect your password 

 Passwords must always be treated as confidential information. 
 No employee is to give, tell and hint at their password to another person, 

including IT staff, administrators, superiors, other co-workers, friends, or 
family members, under any circumstances. 

 If you do need to record your password, please ensure it is kept safe and it is not 
disclosed to anyone else. 



 

 

  

SmartAgent 

SmartAgent / Numero Guidelines 

What to do if a piece of work has been sent to the wrong department 

If you are presented with an item of work that has been sent to your department in 
error, please simply change the category to the correct department. 

If you are unsure which the correct department is, please ask your team leader. 

Do not return the item to the original operator, as this will delay processing time. 

Adding Notes on the History Tab within an item of work 

The notes section is there to record relevant comments about the item of work. 

Please keep all your comments factual and accurate. 

Do not ever add anything defamatory, sarcastic or which could be potentially offensive. 

Dealing with contact/problem threads on emails 

WEB applications are now processed through SmartAgent and these will show 
as part of a problem or contact thread. You can still deal with all the email 
contacts and close these using the no action button, but please do not close 
any WEB applications. Only WEB trained staff can deal with these. 

If you see a WEB application that has not been processed and you cannot fully 
answer the customers email because the application has not been processed; 
you should answer as much of the email(s) as you can. Then confirm that the 
application has been received and will be processed as soon as possible. 

If the application is processed and a further reply is required, hold the email 
for [Redacted under section 40(2)(“personal information”) of the Freedom of 

Information Act]. 

If you have any further questions regarding this please contact your 
teamleader, covering senior adviser, [Redacted under section 40(2)(“personal 

information”) of the Freedom of Information Act]. 



 

 

Additional Guidelines for Team Leaders 

 How to register a NEW SmartAgent User 
 How to delete a SmartAgent Users account 
 Searching for an item of work? 

 Amending SLA weighting 

 WhiteMail guide 

How to register a new SmartAgent User 

To register a new user for a SmartAgent account, please complete an Access Control Form 
on Click. You must then email this completed form to a member of the approved authority list 
which is also available on Click. 

The user will be registered on the system and you will receive a confirmation email 
when the account is available to use. 

How to delete a SmartAgent user's account 

To delete a SmartAgent account, please click on the below link and complete the form. You 
must then email this completed form to a member of the approved authority list. 

The user's account will be deleted from the system and you will receive a 
confirmation email when the account has been closed. 

Amending SLA weighting 

SLAs (Service Level Agreements) define the target maximum elapsed time from a 
message being received to the message being closed off (SLAs in SmartAgent are 
therefore the same as KPIs - Key Performance Indicators). 

The SLA mechanism provided by SmartAgent allows target times to be specified on 
a per category group basis. The target SLAs are used when a user clicks 'Get 
Priority Action'. At that point SmartAgent calculates which message (from all open 
messages available to the current user) is the most urgent message at that point in 
time. Messages start off with a low importance when they arrive in the system but 
this rises over time. The lower the target time, the faster a message's importance 
increases. 

SLA times are defined by the business and are used for reporting purposes as well 
as the message selection described above, therefore they can't easily be adjusted to 
affect which messages get presented to users, and they should not be changed 
by Team Leaders. 

To allow more control over the relative importance of category groups, a weighting 
factor can be applied to the SLA time. 

 Weighting 0 - Set weighting to 0 to prevent messages belonging to that 
category being presented to any agents 

 Weighting 1 - This is the default weighting, leave this weighting set to 1 to let 
SmartAgent manage the allocation of messages to agents based on the 
message category groups SLA 



 

 

 Weighting 100 - Set weighting to 100 to force all messages belonging to that 
category to the top of the queue to be answered by all agents with the 
appropriate skill set. 

You can change the weighting figure as above to help with workflow. 

STEP 1 - Select Workflow / Category Groups 

STEP 2 - Find the appropriate Category Group and click on Target SLAs 

STEP 3 - Adjust the weighting column as required. Do not adjust any other figures 
on this screen. 

WhiteMail Guide 

If your team process work from the WhiteMail Company, you will need to set up your 
team members accordingly. The following categories were initially available for 
teams to be assigned to: 

WhiteMail DDi Address Structure 

WhiteMail DDi Rejects 

WhiteMail DDi Islands 

WhiteMail DDi Others 

WhiteMail Licence Number Problem 

WhiteMail DDi Annually 

WhiteMail DDi Monthly 

WhiteMail DDi Quarterly 

Remember to select the WhiteMail agent role for your staff as appropriate and the 
WhiteMail Team Leader role for yourself. 

If your team will be processing work from the WhiteMail company, you will also need 
to assign your staff to the appropriate role and one or more of the appropriate 
categories as shown above. If you are unsure about which category to assign your 
staff to, please speak to your Line Manager. 

Need help? 

To add or make changes to a standard paragraph or letter on SmartAgent please email 

[detail removed – internal use only] with full details. 

To add a new users complete an access control form available on Click 



 

 

SmartAgent retention guide 

If you are trying to locate a record in SmartAgent, you should check to see if the item has 
been archived or deleted using these two guides. 

You will need to: 

 Have the category that the item was in when it was closed, and 
 Find the category on one of the two document links below 

The figure will then tell you how long the record will be held on SmartAgent after it has been 
closed. 

Once the record has been deleted from SmartAgent, it cannot be retrieved. 

SmartAgent retention (categories that are deleted) 

SmartAgent retention (categories archived before deletion) 

Searching for an item of work using the 'Search' screen? 

Do not forget to tick the 'search archived messages' at the top of the search screen if you 
want to search for messages that have been archived. 



 

 

Sort Code help 

Sort code menu 

Here is a selection of common banks and the sorting codes that are assigned to them. 

Sort codes Name of institution 
Is there further help 
available on Ask? 

01-**-** National Westminster bank Yes 

05-**-** Yorkshire Bank Plc Yes 

07-00-** to 07-49-** 
Nationwide Building 
Society 

Yes 

08-**-** Co-operative Bank Plc Yes 

09-00-** to 09-19-** 

Santander Bank 

(formerly Abbey National 
Plc) 

Yes 

10-**-** Woolwich Yes 

11-**-** Halifax Plc Yes 

12-00-** to 12-69-** Bank of Scotland Yes 

13-**-** and 14-**-** Barclays Bank Plc No 

15-**-**, 16-**-** and 17-**-** 
The Royal Bank of 
Scotland 

Yes 

18-**-** Coutts and Co No 

19-**-** 
The Royal Bank of 
Scotland 

Yes 

20-**-** to 29-**-** Barclays Bank Plc No 

30-**-** to 39-**-** Lloyds TSB Yes 



 

 

40-**-** to 49-99-78 HSBC Yes 

49-99-79 to 49-99-99 Deutsche Bank AG No 

50-**-** to 66-**-** Nat West Bank Yes 

72-**-** 
Santander Bank (formerly 
Alliance and Leicester 

Yes 

77-00-** to 77-44-** Lloyds TSB Yes 

77-46-** to 77-99-** Lloyds TSB Yes 

80-**-** to 81-**-** Bank of Scotland Yes 

82-**-** Clydesdale Bank Yes 

83**-**, 84-**-** and 86-**-** 
The Royal Bank of 
Scotland 

Yes 

87-**-** Lloyds TSB Scotland No 

89-**-** to 89-29-99 

Alliance and Leicester 
Commercial 

(part of Santander Bank) 

No 

  



 

 

Adding a sort code to Lassy 

On the occasions that a sortcode needs to be built on to LASSY, send the following 

information to: [Redacted under section 40(2)(“personal information”) of the 
Freedom of Information Act]    

 Sortcode 
 Account number 
 Name of bank 
 Bank address 
 Bank telephone number (where possible) 

You will be emailed and advised whether the sort code has been added or not; and if not 
what to advise the customer, so please remember to include the customer's telephone 
number in case you need to contact them. 



 

 

Bank of Scotland 

If sortcode has 4 digits, add ‘80’ or ‘12’ in front.  The customer should confirm which it is by 
checking the cheque book. 

If account number has seven digits, add a ‘0’ in front. 



 

 

Bradford & Bingley 

13-41-21 

If account number has NINE digits, remove first two letters and last letter should be 
converted as follows: 

A = 10             G = 04 

B = 09             H = 03 

C = 08             J = 02 

D = 07             K = 01 

E = 06             N = 00 

F = 05 



 

 

Card One banking 

The sort code the customer is likely to quote is 62-30-88.  This bank does not accept Direct 
Debits. 

Below is an extract from the Card One Banking website's FAQs. 

Do you offer Direct Debits, cheque books and overdrafts? 

No. cardonebanking is a managed banking facility and we believe that all of these things 
would make management of your finances more difficult. Our aim is to help you take control 
of your finances through the use of separate facilities for wages and bills (Billing Account) 
and spends (Prepaid Card account), using standing orders only to pay bills. However, 
variable payments such as mobile phone bills and satellite TV bills can be made direct from 
the card account. 



 

 

Citibank 

Sortcode must be 30 00 45.  Any other must be returned to the customer. 

Key the 1st 8 digits if a nine digit Account number is given. 



 

 

Clydsdale Bank 

If the account number starts with 00 and rejects, try 10 or 20 etc until it accepts account 
number 



 

 

Co-operative Bank / Smile Internet Bank 

Ranges from 08 - 00 - 51 to 08 - 99 - 00 

The majority of personal accounts are from the sort code 08 - 93 - 00. 



 

 

Coventry Building Society 

40-48-64 

If account number has NINE digits, remove first digit. 



 

 

First Direct 

Valid Sort Codes are 404781 to 404787. 

If account number given is 9 digits it is a card number and must be returned to the customer. 
   

  



 

 

Halifax 

EIGHT digit account numbers must start with ‘0’.  Any other number quoted is 

a roll number which needs to be converted.  This often starts with a ‘D’.  If roll number is 
quoted, return to customer or phone bank for conversion. 

  



 

 

HSBC 

If a NINE digit account number is quoted, this is probably the card number. 

Cannot accept  this.  Advise customer to check with the bank. 

  



 

 

Lloyds TSB 

If account number has SEVEN digits, add 0 in front. 

If account number has NINE digits remove the ‘0’ at the end of the account number. 

If it rejects refer the customer to their bank 

Lloyds do not accept direct debits on sort codes starting 39****. 

Valid sort codes are 30**** to 38**** and 77**** to 87**** 

  



 

 

National Westminster Bank 

If NINE digit account number is quoted, the last digit is usually a check digit and can be 
removed. 

Natwest also run a bill paying account called Card One - this type of account does not allow 
Direct Debits 



 

 

Nationwide Building Society 

07-01-16 

Reject Sort codes 07-00-30. 07-00-10, 07-00-29, 07-00-55, 07-00-93,07-00-94, 07-00-66. 
 These are savings accounts.  All other sort codes should be converted to 07-01-16. 

If account number has 13 digits, remove the first 5 digits (ignoring the '/' after the 4th digit) 

E.G: 0103/626966195 becomes 26966195. 



 

 

 

Norwich and Peterborough Building Society 

08.60.81 (Using Co-operative Bank for Processing) 

If Account Number has nine figures beginning with a “0”, remove the “0”. 

  



 

 

Post Office 

Post Office Card Account   

An account offered by the Post Office that can only be used to receive benefit, state 
pensions and new tax credit payments and withdrawing cash at a Post Office branch. 

These types of account DO NOT accept Direct Debits. 

Sort codes that are NOT accepted are: 

60-94-67 

60-94-68 



 

 

Royal Bank of Scotland 

If a SIX digit account number is quoted add ‘00’ at the beginning. 

  



 

 

Santander Bank (formerly Abbey National) 

Account numbers that begin with 'X' do not accept direct debit. 

Advise customer accordingly. 

Does not accept direct debit on sort codes 09-00-00 

Convert sort codes 09**** (except 090000) to 09-01-26 

13-39-95 

If account number has 9 digits, beginning with '5', remove the '5'. 



 

 

Santander Bank (formerly Alliance & Leicester) 

9 Digit account number 

72-66-1* 

72-56-1* 

89-26-1* 

89-16-1* 

72-50-0* 

The above may be quoted / given by customer - convert as below 

 * For last digit, use first digit of NINE digit account number and remove that digit from     

  account number. 

  If account number only has EIGHT digits, a letter is to be sent, unless sort code has   

  already been converted by customer i.e.; 725612 quoted 

16-55-10 or 72-00-00 

not accepted 

72-58-26 

Account number must begin with '1' 

Account numbers beginning with “20” anything apart from 201 are savings accounts ie; 216, 
217, 218 etc. 

If account number begins with 201 it is invalid - return to customer. (will accept DD, just 
wrong no. quoted) 

  



 

 

Woolwich Building Society 

10-80-02 

Any other sort code, do not accept ie; 10-80-00, 10-80-01, 10-08-04 etc. 

If account number has NINE digits, remove first digit. 



 

 

Yorkshire Bank 

Account numbers are always in the last NINE digits of the long number across their payment 
cards. Remove the last digit for the account number. 



 

 

Yorkshire Building Society 

60-92-04 

If account number has TEN digits, remove last two digits. 

Account number should always start with '9'. 

Does not accept direct debit on sort codes 622179 or 622348 

  



 

 

Students 

.Student Menu 

Click on a relevant topic from the selection below. 

Don't worry if you select the wrong one, there is a link at the bottom of each page which you 
can click to return to this menu. 

Student Applications - how to find a student address using Caves 

Student Applications - how to find a student postcode using ENQADD 

Student Applications - 'unspecified' displayed within the address 

Student Applications - student address cannot be found 

Student Applications - licence required now 

Students - Licensing requirements for Communal Rooms 

Students - I thought my parents' licence covered me? 

Student - Freewire enquiries 

Hints for common student objections 

Unlicensed student mailing 

  

  



 

 

Hints for common student objections 

“I won’t need a full years licence.” 

 entitled to a full refund on every unused ¼ of the licence. 
  ¼ Direct Debit refund will be paid into your bank account. 
 need to purchase licence immediately. 
 can spread the cost. 
 covered immediately. 
 ask for payment details. 

“Its not my TV.” 

 a statement will be taken from you if you are there. 
 this is with a view to prosecution. 
 need to purchase licence immediately. 
 can spread the cost. 
 covered immediately. 
 ask for payment details. 

“I’m sharing a house so we’ll just split the cost with my house mates.” 

 premises unlicensed 
 must be resolved now 
 risk visit and £1000 fine 
 spread the cost 
 ask for payment details 

“The landlord takes care of it." 

 doesn’t matter who owns TV 
 V.O. will interview whoever is there 
 equals a prosecution & £1000 fine 
 must be resolved now 
 can spread the cost 
 with DD will be covered now 
 ask for payment details 

“I thought that my parents licence covered me.” 

 licence issued for an address, not a person 
 if it runs from mains electricity it needs a licence 
 need to purchase licence immediately 
 can spread the cost 
 covered immediately 
 ask for payment details 

“They have gone to university and I think they are licensed.” 

 ask for address so that you can check 
 must be resolved now 
 risk visit and £1000 fine 



 

 

 need to contact student to confirm licensed 

  



 

 

Student - Freewire enquiries 

Freewire is a free internet based TV and entertainment service available to many students 
(not to be confused with Freeview) 

Freewire Television is available to around 100,000 student 
rooms and has became the largest internet based TV 
service. 

If you are contacted by a student asking about their licensing 
requirements regarding Freewire; they may also ask you 
about ‘On demand’ sites like BBC iPlayer and in some cases 
even YouTube. 

You need to ask them the all 3 questions below to advise 
them correctly. 

1. Are you watching live broadcasting? 
Freewire is a live broadcast website and so would require a licence. 

4OD and YouTube are pre-recorded streaming sites and so none of these would require 
one. 

BBC iPlayer broadcasts live content and pre-recorded content so you will need to ask the 
student if they use BBC iPlayer for live or pre-recorded programmes. 

2. Is your laptop or mobile device which you are watching the live broadcast running 
on it’s own internal battery? 
If the answer is yes and the student’s parents have a TV Licence at their home address, no 
licence will be needed as they will be covered by their parent's Licence. If the student plugs 
their device into the mains, they’ll need a licence of their own. 

3. Is your device receiving the live broadcast from an external aerial? 
If their laptop or mobile device is using an external aerial (an aerial permanently fixed to the 
building) to receive the live broadcast, they will need a licence. 
  

  



 

 

Student Applications 

What to do if you see the word 'Unspecified' within the Address 

If you access a students licence and see the word Unspecified within the address, please 
try to obtain more information about exactly where the licence should be recorded i.e. Block / 
Flat / Room number etc. 

Send this information on an Address Structure Amendment Form and Address Structure will 
add the details. 



 

 

Student Applications 

How to find a Student address postcode using CAVES 

In CAVES, click on the 'Uni & College' section under the 'Other Systems' heading on the left 
of the screen. 

Try to make your search as simple as possible. 

Don't use the following words: House, Hall, Block, University, and College. 

In this example just entering HOBBS and Birmingham found the Birmingham City University 
student accommodation. 



 

 

 

Student Applications 

How to find a Student address postcode using the ENQADD screen in Lassy 

If the customer gives the incorrect postcode it may be useful to read the notes for the 
postcode given. The notes from ENQADD screen may give you helpful information 
about alternative postcodes or easier ways to locate an address. 

To read the notes for the postcode 

 Enter the postcode given in ENQADD and press enter 
 Tab down to the Action field (without selecting any addresses)  
 Enter N for Notes in the Action field 
 Press enter. 
 This will display the notes for that postcode 

Hierarchy 

An address marked 'HIER' is a Hierarchy. This means the address is subdivided into 
smaller units of accommodation i.e. Flats, Rooms etc. 

To see inside a Hierarchy 

 Select the address by entering S next to it 
 Enter X for eXpand in the Action field 

 This will display the Hierarchy 

 To find out an easier way to locate an address through using a simpler prem 
code enter S next to the address to select it, enter V for View in the Action 
field. 

 This will display the following Screen … 

 The Y indicates that there is an alternative premc ode for this address. 
 By pressing F8, this will display other prem-codes e.g. 1265. There is no need in this 

case to use F for Flat or R for Room. Many Student addresses will have easy prem 
codes such as this. 

  



 

 

Student Applications 

Student requires licence now 

Issue a licence and check the Summary Class of the student address. 

 If Summary Class appears as 'SLA' or 'STU'- do not change it 
 If Summary Class appears as anything else change it to 'SLA'. 

  



 

 

Student Applications 

What to do if a student address cannot be found 

Don't panic! The customer may simply have not given you enough information. 

The Lassy and Qdos address database for Student accommodation is 99% accurate and, 
unless it is brand new, the address will be on the system somewhere! 

If you are selling a licence, please contact Address Structure on the relevant speed dial and 
an Address Structure Agent will help you. 



 

 

Students - I thought my parent's licence covered 
me? 

Your parents' TV Licence won't cover your use of any TV receiver in student 
accommodation, except in the following limited circumstances: 

 You only use TV receiving equipment that is powered by its internal batteries; and 
 You have not installed it (e.g. connected it to an aerial or plugged it into the mains) to 

receive TV; and 
 Your permanent address (non term-time) is your parents' home; and 
 Your parents have a valid TV Licence for their home. 

If you do not satisfy all of these requirements, you will need to buy your own TV Licence for 
your student accommodation. 



 

 

Students - Licensing requirements for Communal 
Rooms 

First we need to establish where the communal room is: 

Where the communal room is within the student accommodation block but outside of 
the actual shared flat/s (click here). 

Where the communal room is actually within the shared house or flat (click here). 



 

 

Unlicensed Student Mailing 

Students who have bought a licence may receive an unlicensed student mailing.,  This could 
be because a full address was not given on their initial application. These licences could be 
held under an 'Unspecified Address' on Lassy and Qdos.  When dealing with these 
customers ensure that you follow the “Licence held claim” script on Qdos, ensuring that all 
details are captured. 

When dealing with a customer calling in response to an unlicensed letter and states that they 
are not using a Television, follow the “NLN transfer NLCC” script on Qdos to set a No 
Licence Needed Claim. 

Qdos users 

  

If the caller states that they have purchased a licence via PayPoint ensure that your initial 
search on Qdos is via Surname and Postcode. If a licence cannot be found follow the 
“Licence held claim script” ensuring to include customer name, full address (Check Caves) 
contact number (preferably mobile), Licence expiry date shown on PayPoint receipt, and the 
address on the PayPoint receipt. 

  

Check the customers actual address on Lassy or Qdos and if the licence now shows, please 
tell the customer to ignore the letter 

  

Lassy users 

  

If the licence does not show: 

 Check the Unspecified Address licences under the customer's postcode by 
accessing LICADD and searching under UNSP, together with the customers 
postcode 

 Look for the customers name and expiry date which will be on the customers 
PayPoint receipt 

 If you can find the licence, move it to the customers correct address and end the call 
 If you cannot find the licence, send an Address Structure Amendment form via Call 

Log and include the customer name, full correct address (including room number and 
block name where applicable), contact number (mobile preferred) the expiry date 
shown on the PayPoint receipt, the address shown on the PayPoint receipt, and what 
university they attend, as well as the nature of the query. 

  



 

 

Telephone Numbers & Useful Addresses 

Speed Dials, Internal and External 

Useful Contact Numbers / Addresses 

BBC - Information Line (Audience 

Services).  

For complaints about BBC 
programme content or other BBC 
related non-TV Licensing queries. 

Correspondence Manager, 
BBC Information 
PO Box 1922 
Darlington 

DL3 0UR 

  

Tel: 0370 010 0222 

Website www.bbc.co.uk 

  

  

  

    

For Improving Reception / 
Interference 

RTIS 
PO Box 1922 
Darlington 

DL3 0UR 

Tel: 0370 901 6789 

  
  
  

Tel: 0370 901 6789 

  
www.radioandtvhelp.co.uk 
  

    

Press Office Calls from media / 
journalists and freelancers 

Tel: 208 752 6606 

    

For complaints about TV Licensing: 

Customer Relations 

TV Licensing 

Darlington 

DL98 1TL 

  

    

TV Licensing 
TV Licensing, Darlington. DL98 
1TL 

  



 

 

    

TVL Refunds Address  
TV Licensing, Darlington. DL98 1TL 

  

    

TVL Stamp Encashment  
TV Licensing, Darlington. DL98 1TL 

(Special delivery recommend) 

Tel: 0300 790  6023 

    

TVL Freedom of Information 
Requests (all requests go to the 
BBC at the below address): 
TV Licensing FOI, PO BOX 48339, 
London, W12 7XH 

Email: foi@tvlicensing.info  
General Enquiries: www.bbc.co.uk/foi/ 

    

BBC Freedom of Information 
Requests:  
BBC Freedom of Information, PO 
BOX 48339, London, W12 7XH 

Email: foi@bbc.co.uk  
General Enquiries: www.bbc.co.uk/foi/ 

    

TVL General Enquiries (incl new 

DD and Card payment line)  

Remember to try to direct 
customer to tvlicensing.co.uk in the 
first instance 

Tel: 0300 790 6071 

    

TVL Change of Address  (This 

number can be given to customers 

who wish to change their address - 

remember to try to direct customer to 

tvlicensing.co.uk in the first instance) 

Tel: 0300 790 6065 

    

Concessionary Licence Centre Tel: 0300 790 6011  (9.00 -16:00 Mon - 

Fri) 

    

Dealer Enquiries (from Dealers 
Only) 

Tel:0300 790 6015 

Fax: 0300 790 6018 

Email: enquiries@tvlicensing.co.uk 

    

Fax Number for customers 
(machine based in Customer 
Administration, Bristol) 

Fax: 0300 790 6012 



 

 

    

Guernsey Social Services, Edward T 
Wheadon House, Le Truchot, St Peter 
Port, Guernsey,GY1 3WH   

01481 732500 

    

Hotel Licensing 0300 790 6016 

    

Isle of Man Social Security Pensions 
Group, Markwell House, Market 
Street, Douglas, Isle of Man, IM1 2RZ. 

01624 685 095 or 01624 685 176 

    

Jersey Social Security - Over 75 
means tested free licence 

01534 445505 

(lines open 08:30 - 17:00, Monday to 

Friday) 

    

Job vacancy enquiries  www.capita.co.uk   - select Careers 

    

Language Line 0845 600 2948 

    

Minicom 0300 790 6050 

    

Minicom for MCP Customers 0300 555 0296 

    

TV Licensing Payment Card 

TV Licensing , PO Box 181, Preston, 

PR1 3GE. 

0300 555 0300  

 - Opening times 

www.cashplans.tvlicensing.co.uk 

    

TV Licensing Savings Card Scheme 

TV Licensing, PO Box 1101, Preston, 

PR2 0BX. 

0300 555 0300  - Opening times 

    

TVL Email Address enquiries@tvlicensing.co.uk 

TVL Email Address (Welsh 
Customers) 

trwyddedu.teledu@tvlicensing.co.uk   

    

TVL Web Site Address www.tvlicensing.co.uk 

    



 

 

Visiting Officer ID Check line 0300 790 6046 

    

Welsh Customer Direct Number 0300 790 6042 

    

Non BBC / TVL Numbers   

    

Department of Work and Pensions 

(DWP) helpline to find national 

insurance numbers 

   

0845 302 1479  

(Please advise your customer that the 
DWP may not be able to give out NI 
numbers over the telephone) 

    

Channel 5 0207 550 5555 

    

Digital UK   08456 50 50 50 

Website: www.digitaluk.co.uk 

    

Digital Switchover Help Scheme 
(DSHS) 

0800 408 5900 
Website:  www.helpscheme.co.uk 

  
  

Performing Rights  
29/33 Berners Street, London, W1P 

4AA 

   

0207 580 5544 

Website: www.prs.co.uk 

    

Postcodes 0906 302 1222          08.00 -18.00 

Weekdays (calls charges at least 50p/min)  

08457 111 222             18.00 - 20.00 
Mon – Fri                      09.00 - 17.30 
Sat 

    

Royal National Institute for the 
Blind 
224-228 Great Portland Street, 
London, W1N 6AA 

   

0207 388 1266 

    

Motion Picture Licensing 
Company 

01323 649 647 

    

Video Performance Licence 0207 534 1400 

   



 

 

Call Centre - Team Leader extensions 

[Redacted under section 40(2) (“personal information”) of the Freedom of 
information Act”] 

   



 

 

TV Licensing Field Offices 

Address of TVL Centre (Field) 

Customer Admin Manager 
TVL Customer Service Centre 
PO Box 88 
DARWEN 
BB3 1YX 

  

0300 790 6034     
01254 700 465 (Fax) 
Internal Email:  
 
tvl-focomplaints@capita.co.uk 

  



 

 

Field Centre Telephone Numbers 

If a customer is asking for a telephone number for a Regional Centre you can advise: 

England / Wales / Channel Isle – 0300 790 6034 

Northern Ireland / Isle of Man  / Channel Isles  – 0300 790 6036 

Scotland – 0300 790 6032 

Please only use the appropriate number based on the customer address provided. 

If the team aren't available, you should: 

Request a call back using the TVL - Darwen Field Information form, which can be found in 
your emails (Outlook) by clicking the arrow next to ‘New’, selecting ‘Choose form’ from the 
drop down menu and scrolling along to ‘TVL – Darwen Field Information'. 

  

 State the customer has requested a call back. 
  

The Field office will call the customer back within one working day. You must attempt to 
transfer the customer before you request a callback. 

 



 

 

Text Messaging (SMS) 

DD Text Messaging 

Text Messaging (DD Customers) 

Details about the message sent 

The message is a payment reminder designed to alert the customer to a forthcoming DD 
payment being debited from their bank account 

Currently, the message will be sent to the customer a few days prior to the first DD payment 
being taken from their bank account. Here is the text message: 

"A reminder that the 1st Direct Debit payment of £xx.xx will be taken from your account on 
[date and month] for TV Licence number 1234567890. TV Licensing Tel:08000287035" 



 

 

Text Messaging (DD Customers) 

How do I opt customers out? 

Lassy / Call Log users - If dealing with a letter or email from a customer who wishes to opt 
out, the mobile phone number must first be obtained if it has not been supplied within the 
correspondence. 

All staff (including call centre) once you have obtained the phone number - If the customer 
has previously registered to receive an SMS but no longer wishes to receive SMS 
messages, the customer’s details (including their mobile phone number) should be entered 
into Call Log once again, and ‘SMS Opt Out’ should be selected. 

Qdos users  - [detail removed – for internal use only] 

 State within the email the mobile phone number that the text was sent to, the date 
that it was sent and the licence number that is displayed within the text message 

 State also that this telephone number needs to be removed from text messaging. 

Please Note - If the wrong customer has received the SMS message, you should follow the 
instructions under the section:  “WHAT IF THE CUSTOMER HAS RECEIVED A MESSAGE 
IN ERROR? 



 

 

Text Messaging (DD Customers) 

How do I set up the facility? (Licence holder only) 

When a new customer or a Visiting Officer (VO) calls to apply for a TV Licence and is paying 
by GM1, PG1 or DDA, Call Log should be completed as normal. 

If, whilst completing the telephone number field, the customer or VO quotes a mobile 
telephone number beginning ’07’(a mobile number is the preferred number to capture) you 
can then select one of the following: 

 SMS Opt In 
 SMS Opt Out 

When the boxes appear, ask the customer the following question: "We may from time to time 
send you a text message about your TV Licence, would this be OK?" (Do not use any other 
variation of this wording). If the customer says “yes”, select the ‘SMS Opt In’ option. 

Please note 

This service should not be offered to the payer of a licence if they differ from the licence 
holder. This is because there is currently only the facility to record one number in Call Log or 
Qdos which if a mobile, must be the mobile number of the licence holder. 



 

 

Text Messaging (DD Customers) 

How will I know if a DD Text message has been sent? 

To see if a DD text message has been sent to a customer, look in the ‘Letter Contact History’ 
screen. 

The description will show as 'SMS Payment Reminder'. 



 

 

Text Messaging (DD Customers) 

What of the customer has received a text message in error? 

If a customer has received a text message that was intended for someone else, and the 
messages need to be stopped: 

 Send an email to ‘tvl.smswrongnumber@capita.co.uk’ (this will show in the Outlook 
address book as ‘TVL - smswrongnumber’) 

 State within the email: 
 
- The mobile phone number that the text was sent to 
- The date that it was sent  
- The licence number that is displayed within the text message 

 State also that this telephone number needs to be removed from text messaging. 

Please note : If an email simply states that text messages should be stopped and gives  the 
mobile number only and does not include the licence number, we will not be able to stop to 
text messages, and you will be sent a reply email advising that we’re unable to stop the text 
messages without a licence number. 



 

 

Text Messaging (DD Customers) 

What is the Direct Debit text messaging service? 

All TV Licensing customers who sign up to pay by monthly (GM1), quarterly (PG1) or annual 
(DDA) Direct Debit (DD) must again be given the option of receiving a text message from TV 
Licensing on their mobile telephone. 

If a customer opts in to the service, TV Licensing may send a text message to a customer's 
mobile telephone. 

Further information is available on the below  pages. 



 

 

Text Messaging (DD Customers) 

Will all opt-ins receive a text message? 

No. You must not promise this service to customers if they opt in and you should use the 
following phrase only:  
 
"We may from time to time send you a text message about your TV Licence, would this be 
OK?". 

If a customer has opted in to receive a text message, 'SMS Opt In' will appear in Care or 
Customer Contacts. 



 

 

TVL Cash Text Messaging 

Text Messaging Information (TVL Cash) 

Text messages are sent to some TVL Cash customers, who pay by TV Licensing 
Payment Card. 

Some messages from TVL Cash will be identifiable by the Preston postcode quoted at the 
end of the message. Some messages have no postcode, but these include a phone number 
for TVL Cash that customers can call to discuss the message. 

Below are examples of some of the Short Message System (SMS) text messages sent to 
customers who have opted to receive text messages about their TV Licence with TVL Cash. 
Other messages may be sent. 

Your payment(s) is now overdue. Please pay £11.00 to bring the 

account back up to date or call 0300 555 0293 for help. TVL 

POBOX181 PR13GE 

1st payment is due tomorrow. If you do not keep up payments 

one of our officers may need to call again. Call 0300 555 0293 

for help. TVLPOBOX181PR13GE 

As you have not paid for your TV Licence you may receive a 

visit from an enforcement officer. To prevent this call 0300 

555 0293 now 

MRS ****** pay £40.00 now to complete payment for your TV 

Licence or you may be visited by enforcement officers. Call 

0300 555 0293 

If dealing with a customer who queries why they have received a text message, which has 
come from TVL Cash, transfer them to either TVL Cash by your usual method. Alternatively, 
the phone number in the text message, as well as the usual TVL Cash number can be used 
by the customer to contact TVL Cash if a transfer is not possible. 



 

 

Text messaging payments (TVL Cash Customers) 

What is the text message service offered to TV Licensing Payment Card 
customers? 

Customers can pay by text message providing they have registered an acceptable debit or 
credit card with TVL Cash. 

Customers can also find out how much they have paid and their outstanding balance using 
this service. 

What do I do with enquiries from customers about this service? 

The enquiry should be passed to TVL Cash. Do not attempt to answer the enquiry yourself. 



 

 

Text Messaging Reminders - TVL Cash Customers 

If you receive an enquiry from a customer who is on or used to be on an TVL Cash scheme 
and they are receiving text messages from TV Licensing about that licence, forward the 
query to TVL Cash. 

If a customer is receiving Text Messages about an TVL Cash licence in error, forward the 
query to TVL Cash. 

 



 

 

TV Licence by Email Information 

TV Licence by email Menu 

Choose a topic from the selection below and click on the relevant link. 

Don't worry if you select the wrong one, there is a link at the bottom of each page which you 
can click to return to this menu. Scroll down to see all the options available. 
  

 

   

TV Licence by email - General and background information. 

  

 

   

TV Licence by email - How safe are TV Licence details? 

  

 

   

TV Licence by email - How to change the way the licence is sent? 

  

 

  

TV Licence by email - Registered for service but no licence received? 

  

 

  

TV Licence by email - What customers cannot register? 

  

 

  

TV Licence by email - What if the customer changes their email address? 

  



 

 

 

  

TV Licence by email - Will the customer be able to view their TV Licence 
at any time? 

  

 

TV Licence by email - Will the customer also receive a copy in the post? 

 

TV Licence by email - Will the customer need to print their TV Licence? 

 

TV Licence by email - What characters are allowed in an email address? 

 

  

TV Licence by email - Will my TV Licence be treated as Spam? 

  



 

 

TV Licence by email 

How safe are TV Licence details if sent via email? 

The email we send is secure. It will contain a unique link to the customer's TV Licence that 
can only be accessed from the email. It isn't publicly available on the internet so no one else 
will be able to locate or tamper with it. Even if a computer is shared, the licence can only be 
accessed from the confirmation email in your inbox. 

If a customer chooses to save their TV Licence to their computer, we recommend that the 
customer takes reasonable measures to keep the details secure. 



 

 

How to view / change to the way the licence is sent 

If a customer wants to change the format in which they receive their TV Licence / reminder 
(e.g. receive their licence by email or by post), this can be done on the website: 
www.tvlicensing.co.uk. 

If a customer wants to change the format in which they receive their TV Licence, (e.g. 
receive it by email or post), they can do this online at www.tvlicensing.co.uk at any time. 
They can also change it by calling or writing to us. 

Online 

If a customer wants to change the format in which they receive their TV Licence renewal and 
other related correspondence they can also do this online at www.tvlicensing.co.uk at any 
time or by calling, or sending correspondence to, the TVL Contact Centre. 

Call Centre (Qdos) 

To view - Qdos displays whether the Licence Holder has signed up for TV Licence by Email 
in the Customer Information tab. It will also display this in the 'Licence and Comms by email 
management' script. 

To change - Use the 'Licence and Comms by email management' script. Follow this script to 
update the way a person's licence is delivered to them. 

Customer Administration (Lassy) 

To view - Lassy displays whether the Licence Holder’s has signed up for TV Licence by 
Email on G/Enq and T/Enq and also in the Customer Preference screen. 

To change - Change this on the Customer Preference screen, fastpath 'ELIC'. Update the 
field that says 'e Lic Required?' with a Y or N as appropriate. 
  

In all cases, only the Licence Holder, or Power of Attorney or Appointed Deputy can make 
these changes. We would need to have received the official POA or Deputy with Financial 
Responsibility document showing the person is authorised as such to make this change. 



 

 

TV Licence by email - What customers cannot 
register? 

 Customers that do not have a TV Licence 

 Customers who have a current TV Licence paid by TV Licensing Payment 
Card or Savings Card (TSC). 

 Customers who have a Free Over 75 TV Licence 

 Customers who do not have an email address 
 Customers who's email address contains non-English characters. 

  



 

 

TV Licence by email 

What if the customer changes their email address? 

The customer can change their email address online at www.tvlicensing.co.uk at any time. 
They can also change it by writing, emailing or calling TV Licensing. 
  



 

 

 

 TV Licence by email 

What is a TV Licence by email? 

Instead of waiting for the TV Licence to be printed and posted to the customer they can 
choose to view their TV Licence electronically via a notification email that is sent to them 
from TV Licensing. 

The customer needs to provide their email address when they are managing their licence 
online and select ‘Online TV Licence by email’ where is states ‘How would you like to receive 
your TV Licence?’. Alternatively they can sign up for this service via the Call Centre or by 
writing to/emailing TVL. 

We'll then send the customer a secure email with an encrypted link. This will take the 
customer to their TV Licence, which includes when the licence is valid from and to, when 
payments have been made and are due (if applicable) and information on what the licence 
permits the customer to do etc. 

Customers can print the licence out for their records or save it on their computer for future 
reference. 



 

 

TV Licence by email 

Will a customer be able to view their TV Licence at any time? 

Yes. Once they have received their TV Licence via email, they will be able to view it at 
anytime during the year. 

To view the TV Licence, the customer can either follow the link contained within the email 
they have been sent  or go to www.tvlicensing.co.uk/yourlicence, enter their surname, 
licence number and postcode and then view the licence, download and save it or print it. 

Will I be able to view my TV Licence in Welsh? 

Yes. Customers will can view their TV Licence and Payment Plan in Welsh, online via the 
web.   

The customer will now be directed to the website to log-in. In order to view the licence in 
Welsh, they can select the View in Welsh option. 



 

 

TV Licence by email 

If you email my TV Licence to me, will it be treated as spam? 

We have done our best to ensure that the emails we send to you are not treated as spam. 

However, some email accounts will automatically treat emails with attachments as spam. If 
you can't see our email in your inbox, it is worth checking your junk mailbox in case it has 
been captured by your spam filter. 

  



 

 

TV Licence by email 

If a customer chooses to receive their TV Licence by email, will they also 
receive a copy in the post? 

No. If the customer chooses to receive their TV Licence by email, we will only send it by 
email and we will not send copy in the post. We will also only send the instalment plan (if 
applicable). 

However, if we have any problems delivering the TV Licence to the email address provided 
by the customer, we will post them a paper TV Licence. 



 

 

TV Licence by email 

Will the customer need to print out their TV Licence?   

Our database will confirm that the customer has paid for their TV Licence but they should 
keep your secure email as proof that they are licensed. 

The electronic TV Licence confirmation contains information such as the TV Licence 
number, when the TV Licence is valid until and when the payments have been / will be 
made.   



 

 

TVL Briefs 

TVL Communications 

Simply click here to go to the latest TVL Communications on Click. Use the search function 
on the right hand side to find specific communications.  



 

 

VPN and Field Information 

Customer calls about visits 

Customer Visit Enquiries Menu 

Choose a topic from the selection below and click on the relevant image. 

Don't worry if you select the wrong one, there is a link at the bottom of each page which you 
can click to return to this menu. Scroll down to see all the options available. 

  

 

Customer calls to verify a Visiting Officer's identity 

 

Visit Password Requests and Visit Requests from Customers 

  

 

Visited - Advised to buy a CFL Licence 

 

Visited - Customer now deceased 

 

Visited - Customer carrying out a change of details 

 

Visited - Fine received or Bailiff visit received 



 

 

 

Visited - What happens next? 

 

Visited - Customer has received a summons 

  

 

FF Letters - What are they and what do they mean? 



 

 

Customer calls to verify a Visiting Officer's (VO) 
identity 

All Visiting Officers have a unique 'Card Number' displayed on their identity card. Customers 
can use this number to confirm that a VO is who they say they are and that the identity card 
that has been produced is the one currently in use for that VO.  The VO may have already 
given the customer their VPN number and their manager's name, however if a customer is 
calling they should be asked for the six digit Card Number from the VO's identity card. 

The first two numbers of this six digit number relate to how many identity cards have been 
issued to the officer; the next digits will be zeros until the VPN number begins within the 
whole number. 

Examples 

Original VPN number             Six digit Card Number 

31                                             100031 

312                                           200312 

3123                                         203123 

[detail removed – internal use only] 

Note: When VO's telephone the call centre they will continue to offer their normal VPN 
number without the additional digits and should be asked for their manager's first name to 
confirm their identity. 



 

 

Visit Password Requests and Visit Requests from 
Customers 

Visit Password Requests 
Customers who are expecting a visit from a Visiting Officer (VO) can request a password for 
the visit.  

This service can be requested by a customer. Capita staff can also offer this service to 
customers where appropriate. An example of typical scenarios when this may be appropriate 
include customers who are: 

 elderly 
 a female living alone or only with children 
 a person with either a learning or physical disability. 

  

Visit Requests 

In exceptional circumstances a customer can request a visit from a Visiting Officer (VO), e.g. 
if the customer is disabled e.g. house bound and unable to communicate by phone. 

  

This service can be requested by a customer or their carer. Capita staff can also offer this 
service to customers where appropriate. 

  

The process for dealing with both circumstances: 

Complete a Reasonable Adjustment form available on Outlook: 

Tools > Forms > Choose Form > TVL – Reasonable Adjustment Request 

 Send an email to 'TVL - Anti-Evasion' [detail removed – internal use only]  
containing the full 

 State that the customer would like a password / visit (there is no need for you to take 
the password, this will be done later) 

 Advise the customer that a member of VO team will contact them within the next two 
business days to arrange their password / visit. 

The password facility will ensure that the occupant knows that the Visiting Officer is from TV 
Licensing and provides an additional security feature to reassure the customer. 



 

 

Customer Enquiries Regarding Field Force Activity 

How to handle calls from customers who have been advised by the field office 
agent to buy a full CFL licence 

There is always a reason as to why a customer has been advised to get a CFL licence, so its 
vital that this is the licence that they are issued. 

Set up on a CFL licence via a credit /debit card payment.(A DDA is not acceptable at this 
point and the payments may not clear before the court hearing date.) 

Once the CFL has been issued, advise the customer they need to contact the field office 
again, so that they are aware there is a licence on file and update their records. 

If a debit / credit card is not possible, advise the customer of different payment methods 
available to purchase a full licence. The best option for them is to purchase one from their 
local PayPoint outlet. They will need to fax a copy of the licence to the field office, on the fax 
number 0300 791 6018, so that the field office are aware the licence has been purchased 



 

 

Customer Enquiries Regarding Field Force Activity 

How to handle a query from a customer that is under active prosecution (UAP) 
and wants to change their details (including changing address)   

It is important that the Field Business centre is informed of any changes made to a licence 
that is Under Active Prosecution. 

If we are contacted by someone wanting to change the details on a licence that is Under 
Active Prosecution from that address : 

• change of name 

• change of address 

• no licence needed claim 

• refund request 

• payment cancellation 

Action these changes as normal then complete a TVL - Darwen Field Information form, 
which can be found in your emails (Outlook) by clicking the arrow next to ‘New’, selecting 
‘Choose form’ from the drop down menu and scrolling along to ‘TVL – Darwen Field 
Information'.   

This needs to be done so that the field office can update all the relevant paper work. 



 

 

Visited - Customer now deceased 

How to handle a query from a customer that is under active prosecution (UAP) 
and you are now being advised is deceased 

If we are contacted on behalf of a customer with a UAP on Lassy and we are informed that 
this person is deceased, ensure you use the Cancellation route on Qdos then: 

 telephone the field office using speed dial [detail removed – internal use only] (call 
centre staff) or,   

 send an email to TVL - Ops Support (all admin staff and call centre staff out of 
hours/no answer on speed dial number) and state that you have been advised that 
this person is deceased, giving the decease's name and address. 

This needs to be done so that the field office can update all the relevant paper work. 



 

 

 

Customer Enquiries Regarding Field Force Activity 

How to handle calls from customers that have received a fine or a visit from a 
bailiff 

Give the customer the number for the Field Office. DO NOT try and give them any advice on 
this matter. 



 

 

Customer Enquiries Regarding Field Force Activity 

How to handle calls from customer that have been recently visited by a 
Visiting Officer and wants to know what will happen next. 

 Advise the customer of the licence schemes that are available to them 
 Set them up on the licence scheme of their choice 
 Advise them to maintain payments and they will receive some correspondence 

through the post within the next few weeks 
 Do not short date any licence application unless the sale is completed 'Without 

statement' 
 Do not advise that the customer will or will not be prosecuted. 

  



 

 

Customer Enquiries Regarding Field Force Activity 

How to handle calls from customers querying a summons 

A summons to court means that the customer is currently booked in to appear at a 
magistrate's court. These calls need to be passed on to the Field Business centre using the 
telephone numbers below. 

 For customers who live in England, Wales or the Isle of Man call 0300 790 6034. 

 For customers who live in Scotland and the Channel Islands call 0300 790 6032. 

 For customers who live in Northern Ireland call 0300 790 6036. 

If the Field Business Team are unavailable to take your call you must email them using the 
TVL - Darwen Field Information form to request a call back.   

TVL - Darwen Field Information form can be found in your emails (Outlook) by clicking the 
arrow next to ‘New’, selecting ‘Choose form’ from the drop down menu and scrolling along to 
‘TVL – Darwen Field Information'. 

  

When dealing with these calls remember: 

  

 Never tell the customer to ignore a summons even if they buy a licence 
 If pressed, the only advice that you should give to the customer is that they 

should respond to the court that issued the summons, as it is the court who are 
now dealing with the matter. Please do not advise the customer to ring the court 
as they will not respond to calls 

 If the customer wishes to speak to someone independently they should be 
advised to contact a solicitor or an organisation such as the Citizens’ Advice 
Bureau 

The Field agent will call the customer back within one working day. You must 
attempt to transfer the customer before you email the department requesting a 
call back. 



 

 

[Redacted under section 31 (“law enforcement”) of the Freedom of Information 
Act] 
   



 

 

Visiting Officer Enquiries 

.Visiting officer enquiries menu 

Choose a topic from the selection below and click on the relevant image. 

Don't worry if you select the wrong one, there is a link at the bottom of each page which you 
can click to return to this menu. Scroll down to see all the options available. 

  

 

Data Protection and Visiting Officers 

 

Enquiries from Visiting Officers 

 

Island visit and prosecution process 

 

Short-dating after or during a visit 

 

Visiting Officer calls and Direct Debits 

 

VPN Numbers - The current list of Visiting Officers (click on the 
picture) 

 

Blind Concession - VO Proof 



 

 

 

Customer calls to verify a Visiting Officer's identity 



 

 

Data Protection and Visiting Officers 

 You can take bank account and card details from a VO because the VO will 
carry out the relevant checks 

 A VO may have a person claiming to have a licence at the address. The 
officer should give you the customers name and licence number (if they have 
it). You can confirm whether there is a licence. 

 If the VO asks you what name you have at a property, you should provide the 
VO with the information. 

   



 

 

Enquiries From Visiting Officers 

Visiting Officers/Enquiry Officers (referred to as VOs below) are TV Licensing's 
representatives in the Field. They make the face-to-face contact with our customers. 

VOs all have their own individual identity number called a VPN (Visiting Party 
Number). 

To clarify that you are speaking to a VO you must ask the caller for their VPN 
number and their manager’s first name only. You should never ask a VO to give 
their managers full name. This is a Data Protection issue and must be completed on 
every occasion. You must use this information to check they are a genuine VO. 

To find a VPN number use the link below. This lists all the VO's VPN numbers and 
their respective manager's name. 

Check that both the pieces of information that you have been provided with match 
the information on the VPN list. If the details do not match, you must not continue 
with the call. The VO should be told to contact their own line manager to arrange for 
his or her details to be added to the list. 

You must always perform this security check, because we do sometimes receive 
calls from people who claim to be VOs but actually are not. 

When you receive a call from a VO and access a record on Lassy or Qdos, you will 
need to record of the VO's VPN in Care or Customer Contacts. 

Important note about shortdating 

When you are setting up a licence for a VO, you should ask the VO if the sale is 
'With Statement'. If it is 'With Statement' then you must give a current expiry. 

If the VO says that the licence sale is 'With statement' - you must only issue a 
current licence  (e.g. a licence arranged in December 2008 must be given a 
November 2009 expiry.) 

If the sale is made 'Without statement' then the licence may be shortdated if 
considered appropriate. 

When dealing with a VO you are able to deal with any of the following queries 

 Confirm a licence is held/not held at either a previous or present address 
 Move a licence to new address 
 Update or delete address information 
 Process a Direct Debit or debit or credit card sale in this circumstance after 

completing the TSU you are allowed to give the licence number and expiry 
date to the VO, so he can record the sale 

 If you have created a potential licence number, you can also give this number 
to the VO, if the VO requests it 

 Confirm receipt of previous contact (e.g. via Care screen) 
 Request to add a factual Care or Customer Contact record of the visit 



 

 

 Accept that a Blind Certificate has been produced where advised by the VO 
 Accept that proof of age for an Over 75 Licence has been produced where 

advised by the VO  (Send a multi form to the Over 75s team advising that 
proof has been produced to a VO and give full customer details including 
 date of birth and, if known, the national insurance number - do not put the 
DOB and/or Nino in Care or Customer Contacts) 

  



 

 

How to check a VO's identity. 

[Redacted under section 31 (“law enforcement”) of the Freedom of Information 
Act] 



 

 

Island Visit and Prosecution process 

ISLE OF MAN 

The visit and prosecution process for the Isle of Man is basically the same as that for the 
mainland.  A visit is carried out by a TV Licensing Enquiry Officer, and if the customer is 
found to be using TV without a licence they are cautioned.  The decision to prosecute is 
decided by TV Licensing and if the customer is prosecuted it is by TV Licensing. 

Queries relating to visit/prosecution by an Isle of Man resident are dealt with by TV 
Licensing's Regional Centre. 

JERSEY AND GUERNSEY 

[Redacted under section 31 (“law enforcement”) of the Freedom of Information 
Act] 

MAXIMUM FINES FOR BEING CAUGHT WITHOUT A TV LICENCE 

The maximum fine in Jersey is £500. The maximum fine in Guernsey is £2000. (UK and Isle 
of Man fine is £1000 maximum). 

Queries relating to visit/prosecution by a resident of Jersey or Guernsey are dealt with by TV 
Licensing's Regional Centre. 



 

 

Shortdating after or during a visit 

When you are setting up a licence for a VO, you should ask the VO if the sale is 'With 
Statement'. If it is 'With Statement' then you must give a current expiry." 

If the VO says that the licence sale is 'With statement' 

You must only issue a current licence  (e.g. a licence arranged in March 2015 must be given 
a February 2016 expiry). You must not shortdate the licence to match a previous renewal 
date or earlier use. 

If the VO says that the sale is made 'Without statement' 

Then the licence may be shortdated to match a previous expiry or to cover earlier use if 
considered appropriate. 



 

 

Visiting Officer calls and licence sales 

Visiting Officers may contact TV Licensing wishing to set up a quantity of licences. Should 
this occur please adhere to the following: 

 there is no limit to the amount of Direct Debit or Credit Card sign ups that can 
be accepted from a Visiting Officer and carried out by the agent during a 
single telephone call 

 under no circumstances should Visiting Officers be told that it is only 
acceptable to take a certain amount of sign ups during one call. 

If you have any queries regarding this please seek advice from a Team Leader or acting 
Senior Advisor. 



 

 

Welsh Language Enquiries 

Welsh language correspondence and calls 

Introduction 

The Welsh Language scheme essentially forms our policy on how we’ll deliver a service in 
the Welsh language.  This is overseen by TV Licensing’s Welsh Scheme Controller who is 
the Senior Policy Advisor at the BBC.   

• Welsh Language Act - TV Licensing is committed to fulfilling its obligations under the 
Welsh Language Act 1993 and to developing its Welsh language provision 

• Quality service -  TV Licensing endeavours to provide a quality service for its customers 
who wish to deal with TV Licensing wholly or partly in the Welsh language. 

• Correspondence -  All correspondence received in Welsh will receive a reply in Welsh 
when a reply is required.  This will include Email responses. Corresponding in Welsh will not 
result in a slower response than English. 

• Postal Address - TV Licensing will use the customers Welsh form of address on request. 

• Website - Copies of the scheme can be viewed at: tvlicensing.co.uk/welshconsultation. 

There is also a Welsh web page on the TV Licensing website, the web address is 
tvlicensing.co.uk/welsh   

For Welsh Correspondence - Click here 

All correspondence that includes comments in Welsh or a request for a response (or future 
responses) in Welsh must be passed to: 

The Welsh Language Department, TV Licensing, Darlington. DL98 1TL. 

Email correspondence for Welsh Customers should be forwarded to the following address: 
 trwyddedu.teledu@tvlicensing.co.uk.  This also applies for internal transfers. 

Do not send standard system letters in these cases. Please refer to the Welsh 
Language Group. 

For Welsh Calls - Inbound (including TVL Cash) - Click here 

If the customer has not come through on the welsh line, transfer the customer to the Welsh 
team by using the relevant speed dial number *01203 

If a Welsh speaking advisor is not available, inform the customer that they can: 

• call back later giving them the Welsh language line number (0300 790 6042),or 

• be transferred to the voicemail service where they can leave a message. Using speed dial 
*01202 transfer them. The voicemail will advise what details they need to give so we can call 
them back. The Welsh Language department will aim to call them back within the next 
working day. 

• The customer can also be given the option of continuing the call in English. 

For Welsh Calls – Outbound - Click here 



 

 

If the customer has been contacted by TVL Licensing (Outbound team) and the customer 
wishes to be spoken to in Welsh. 

The outbound advisor should advise the customer they will be transferred to a Welsh 
speaker. The outbound advisor should then use the speed dial *01203 and transfer to a 
Welsh agent. However, if the Welsh team are not available or the call is out of hours then 
please arrange a customer call back. 

For Welsh TVL Cash Calls (customer not using the Welsh line number) - Click here 

Any calls received on the English line where the customer wishes to speak in Welsh should 
be transferred to the Welsh team if available on *01203. 


