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Dear Mr Thomas 
 
Request for Information – RFI20180795 
 
Thank you for your request of 9th April 2018 under the Freedom of Information Act 2000 (‘the Act’) seeking 
the following information: 
 

“My Freedom of Information Request is for the number of License Fee Direct Debit requests that 
have been refused in the years 2016 and 2017”.  

 
On 18th April you clarified your request as follows: 
 

“I confirm that I am requesting information on the number of customers who have had their Direct 
Debit refund request refused.” 
 

Please note that “TV Licensing” is a trade mark used by companies contracted by the BBC to administer 
the collection of television licence fees and enforcement of the television licensing system. The majority of 
the administration of TV Licensing is contracted to Capita Business Services Ltd (‘Capita’). Over-the-counter 
services are provided by PayPoint plc (‘PayPoint’) in the UK, and by the Post Office in the Isle of Man and 
Channel Islands. Target Group (‘Target’) is the supplier for the Simple Payment Plan trial. Marketing and 
printing services are contracted to Proximity London Ltd. Media services are contracted to Media Planning 
Limited trading as Havas Media UK. The BBC is a public authority in respect of its television licensing 
functions and retains overall responsibility. 
 
By way of background, there are currently over 25 million TV Licences in force in the UK and Direct Debit is 
our most popular payment option. For millions of customers, it’s the most convenient way to pay, as your 
licence is automatically renewed each year. 
 
As explained on the TV Licensing website at http://www.tvlicensing.co.uk/check-if-you-need-one/refunds-
and-cancellations/apply-for-a-refund you can request a refund for your TV Licence if you won’t need your 
licence again before it expires, and you have at least one complete month left on it; or your licence has 
already expired and less than two years have passed since the expiry date1.  
  

                                                 
1 If you’re eligible for an over 75 or blind concession, you can apply at any time and for any length of time left on your 

licence. 
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With regard to your request, firstly I should explain that our management reporting systems record data on 
the number of refund requests that have been refused. However, these figures may not necessarily reflect 
the final outcome of a refund request because it is possible that evidence may have subsequently been 
provided by the customer which results in the refund being granted. As we do not routinely track this 
information, we have run a specific report to ascertain this level of detail.  
 
Please see below the number of refund requests made by customers (at both residential and business 
addresses) paying for their licence by Direct Debit, that were refused in the 2016 and 2017 calendar years; 
together with the number of these refused requests that have been subsequently granted to date2 .   
 

Calendar 
year 

Number of Direct debit 
refunds refused 

Number of refund requests 
subsequently granted 

2016 603 354 
2017 1,385 779 

 
The rise in refund requests in 2017 is attributable to two factors. In April 2017 TV Licensing changed its 
policy from granting refunds on an unused quarterly basis to a monthly basis. In addition,  in January 2017 
TV Licensing wrote to Direct Debit customers for the first time in five years to let them know the cost of the 
licence fee would increase in April. Previously, TV Licensing had not needed to send new payments plans 
each year as the cost of the licence fee had been frozen by the Government since 20011.  
 
If any media outlet wishes to run a story on this response, please include the following statement from a TV 
Licensing spokesperson: 
 
“We are pleased to have been able to offer monthly refunds since April 2017which cater for a variety of 
circumstances such as when people move to an address which is already licensed.” 
 
Appeal Rights 
 
If you are not satisfied that the BBC has complied with the Act in responding to your request you have the 
right to an internal review by a BBC senior manager or legal adviser. Please contact us at the address above, 
explaining what you would like us to review under the Act and including your reference number. If you are 
not satisfied with the internal review, you can appeal to the Information Commissioner. The contact details 
are: Information Commissioner's Office, Wycliffe House, Water Lane, Wilmslow SK9 5AF.  Tel: 0303 123 
1113 or see https://ico.org.uk/  
 
Kind regards 
 
Rupinder Panesar 
Freedom of Information Advisor, TV Licensing Management Team 

                                                 
2 As at 2nd May 2018 (the date our report was generated). 
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