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
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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:

o Make the following CARE note: "If payment fails, please send by cheque to (required

address)"
o 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 -
o Advise the customer they will receive a cheque in approximately two weeks
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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
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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 0300 790 6012 (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
akinika.
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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.
Scenario *Customer Escalate to Other Actions
needs to apply Refunds
for a refund.
Refund of more than the last Yes No MIC. Send refund form noting the address where the form was
quarter due, not in Antic sent to in Care
Refund of the last quarter due, Mo No Process refund and update Care.
nat in Antic.
Unsure if a refund is due, MNo No Consult with team leader or senior adviser
regardiess of Antic
If future payments only, not in Mo No MIC, refund future payments as trained. Advise no further
Antic (Licence not in month of refund due
expiry).
If future payments only in Antic Mo No MIC, keying in address details as appropriate. Advise no further
(Licence not in month of refund due. Advise customer may need to cancel DD with bank
expiry). to stop payment (if applicable)
Future payments and refund of Yes Mo MIC, keying in address details as appropriate. Send refund form
maore than the last guarter due, noting the address where the form was sent to in Care. Advise
in Anfic. customer may need fo cancel DD with bank to siop payment
Future payments and refund of Mo Mo Process future refund and last quarter refund as trained. Advise
the last quarter due, in Antic. customer may need to cancel DD with bank to stop payment {if
applicable). Update Care.
Future payments and refund of Yes No M/C to refund the future payments as trained. Send refund form
the mare than last quarter dua, noting address in Care.
not in Anilic
Future payments and refund of Mo No Process future refund and last quarter refund as trained. Update
the last quarter due. not in Care
Antic.
Future payments only, in No Yes Multi form to refunds asking for future payments to be refunded.

month of expiry but new
licence is / will already be
issued when Direct Debit is
cancelled.

Ask customer to cancel Direct Debit with bank and ensura how
the customer wants the refund i.e. Bank details if fo an account
or chegue form is included,

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.
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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.
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Refunds Assistance

Click on the topics to see information

o Effective date

o Proof

e Processing the refund claim
e Dummy Refund

e CLCrefunds

« Hotel refunds

e« Stamp encashments

e TV Licensing Payment Card
« Bank charges

e Stop and reissue

e Currency

« Open cheques

e Returned cheques

e Refund refusals

e 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 Malil
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.
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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 up to 10 working days
(Monday to Friday, excluding Bank Holidays) to be processed. This also allows for the time
taken if the refund claim is re-directed to another department (still have 10 working days to
process the claim).

If a customer states that they sent in their refund application form more than three 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
guery 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 akinika, not by our Refund team.
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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 two weeks for the customer to receive their refund cheque. If the customer
has still not received their refund after two 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:
e 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

e No unused quarters left from date of refund claim
e No licence at new address

e Licence needed again

e 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
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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.
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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".

Application Corporate ¥Websites Help | 5.5.2.2 (Prdapg

Customer Licences at Licence Standard Expiry Date i
Info Address . Processes Letters Calculator |

297042013 11:42 € wwd Ganeral Enguiry , FEM EMGY
24/0472013 12:45 bl Outcome Summary LETTERAGONE Aa Y MONEREFUND
24042013 12:44 ¢ ' Refund lssued-Sutomatic refund Information redacted under section 40(2)

of the Freedom of Information Act

13 19:05 WEBLASS DebitiCredi Card DiCH - WEB Ret Moc
22042013 19:05 WEBLA = CONSENT GIVEN EC EEER Ry

22042013 1905 WEBLASS Preferences Changer PREF ERLAIL; S i 1

22/042013 19:05 WEBLASS Prefersnces Changec ELIC OPT IN
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.
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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

Customer does not have the original cheque which was issued by Capita

All circumstances where the Cheque was issued by akinika

Instruction for line managers
When authorising the reissue of a cheque please refer to work instruction W1 3377.
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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.

LSsC LSsCMOL Licence Administration and Support System o9/
Customer Contact Enquiry/Input Page

Licence Mo

Date E‘PET-E['L—U‘T" Event D ECF-"EE]t'i on Amount
Free Text Telephone No

Contact Mame
09/04/2008 cLSPE3Z [E90  Gen Eng screen accessed

09/04/2008 CLSPELE RIa Refund Issued-automatic refund
CFL 09085 HNUMERO Information redacted under section 40(2) of the Freedom € W

: of Information Act Time : 13:02
09,/04/2008 CLSPEL&® G900 Gen Eng screen accessed

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:
e The date the refund was processed
e The amount of the refund
e The payee details

: Licence Administration and Support System 09,/04,/08 13:06
CURRENT Cancellation/Refund Enquiry

Licence Numhep "7haszesss Matchcode
cancellation Reason RFD PEND Scheme GM1 cancellation Date 090408

Letters Sent ML. 92 071107 refunded Payment Scheme @Ml

Refund Sent Q00%00
Refund Created 390408 Y Refund Payes or Bank Details
amount of Refund BY. 75

refund Reason G/la

Information redacted under section 40(2) of
refund Payee MOT LICEMSEE the Freedom of Information Act

@@l=Help [EFE=eEnd [F@E=Fastpath [FFd=Fastpath mMenu [FH=ewd [@Ed=Fwd
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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.
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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 | 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.

"l 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.

LSsC LSsCMOL Licence Administration and Support System 09,/04,/08 13:02
Customer Contact Enquiry/Input Page : 1+

Licence Mo

Date operator Event Description AMOLINT
Fres Text Telephone Mo

Contact Name

09/04/2008 cLSPE3Z [E90  Gen Eng screen accessed

09,/04,/2008 CLSPELE RIA Refund Issued-Automatic rafund

CEL 0908 vMLIi-ﬂER::: _Infurma on redacted under section 40(2) of the
Freedom of Information Aet  Time : 13:02

09/04 /2008 CLSPELE GY90 Gepn Eng screen accessad

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 doesnot actually mean the refund has been issued. To find out more,
you should click here for more information on Manual refunds.

Time :
087047 LSPASS . Refund Issued=Manual and freetext
NUMERD 5.7 SRSWATTS STRI BES434NT

Time @ 13:04
08/04/2008 CLSPATS R19 MANUAL REFUND REQUEST CREATED OR UPDATED
Manual Refund Created 02/04,/08 135.50

Information redacted under section 40(2) of the Freedom of Information Act
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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'.

Time : 12:55
Da;uquﬂna ﬁiiphaz R1E Refund Issued-Manual and freetext

NUMERD - £65.75 TO 3R/WATTS STRI BS484NT _
Information redacted under section 40(2) of the Freedom of Information TA#

b. Below is a different image of the 'Care’ screen showing a refund at Stage 1 - 'Refund is
created but not issued to customer'.

Timea : 13:04
08,/04/2008 CLSPATS R19 MANUAL REFUND REQUEST CREATED OR UPDATED
Manual Refund Created 03/04/08 135.50

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'.

SPE36  RFND Refund

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.

09,/04/2008 CLSPD91 R11 Manual Refund Transaction

Marual Refumd Auth: cLSPROL , 135,50, 09/04/2008

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.

23/0L/2008 CLSPIOO RI1I1 Manual Refund Transaction

Manual Refund Canc: CLSPIOO | 326,26, 2370172008

Time : 15:21
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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.

Aapplication Corporate Websites Reparts  Help Ver- 2.5.0.1 End Seript _ Lag

LEtters

B0A08 12:02 CLSPEIS Rafund lsuscedutomatic refund. CFL 0308 MBS

134208 07:30 CLSPZ54 Redeecied MEG [ Myt
1033008 1827 hutgonm Cutcome Sumimary < L0 Leence. LETTERIRES, INFOMICHERERLMD

of Information Act

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:

e The date the refund was processed
e The amount of the refund
e The payee details

Refund Chegue Queries
Canceladion Deto nsia
Cancedalion e ason: FRFT P IsD
Refunded Payments Scheme M1
Sthesmar G
Sl Coili o LB T
Hont Crostod Amound Boeson  Payes BACS - Payen Mamn it SRR
s MWOT
[ wdbopd as08E @708 == TR LICEREEE ¥ - [ ] [F2 s ]
Hlas the cheque already been received] Information redacted under
Cves aaction 40(2) of the Freedom of
" No Information Act
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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':

e Call Group — Payments
e 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.
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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 | 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.

"l 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.

application Corporate Websites Reparts  Help Ver 2.5.0.1 End Script _ Lag

0908 12:02 CLSPENS: Rafund izusc-Automatic refund. CFL 0908 MUMES

3042908 07430 CL5PI5Y Redeecied L ]
EN3A08 1427 hutsonm Cutcome Semmary < L0 Lcence. LETTERRSG, INFOMCNEREFLND

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.

DEA008 15:49 CLSPABT Refund sued-Manusl andd  NUMERC e - 525 75 T0 57| memii |
fresdeod

08/04/2008 10:12 CLSPATS MANJAL REFUND REGUEST CREATED OR  Manunl Retund Created 03048 12550 [N
LRDATED Information redacted under section 40(2) of the Freedom of Information Act
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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'.

MBD472005 15:49 CLSPAS] Refund avsd-Manusl and  NLWMERD el - 525 75 T0) 257 mi |
fresded

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'.

08/04/2008 10:12 CLSPATS MANJAL REFUND REGUEST CREATED OR  Manunl Retund Created 03048 12550 [N
LEDATED Information redacted under section 40(2) of the Freedom of Information Act

2. Refund undergoes checking

Below is an image of the 'Customer Contacts' screen showing a refund at Stage 2 - 'Refund
is checked'.

. e Mo By o
D208 12:55 CLSPBIE Retund ADh CHECK 1

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.

09042008 13:07 CLSPDS Manusl Refund Transschion Wianial Refund Auth CLSPDE) | 13550,
030472008

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.

23124008 15221 CLSPHB Manusl Refund Transsction Manual Refund Canc: CLEA00 | 32828,
23172008
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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)

Mono [[Jan Feb Mar Apr May Jun Jul Aug Sept Oct Nov Dec
Colour licence:
licence Month
EXPIRESa||of
ttheend [{ISSUE
of
Mono |[Dec Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov
licence:
Month
of
EXPIR
Y
-April- £48.50 ([£36.38 ||£24.25 ||£12.13 [|£145.5 ||£133.3 [[£121.2 ||£109.1 ||E97 £84.88 |[E72.75 ||£60.63
0 8 5 3
-May- £60.63 [[£48.50 ||£36.38 ||£24.25 [|£12.13 ||£145.5 ([£133.3 [|£121.2 ||£109.1 [[£97 £84.88 [[£72.75
0 8 5 3
-June- £72.75 |[£60.63 ||£48.50 ||£36.38 [[£24.25 ||£12.13 [[£145.5 ||£133.3 ||£121.2 [[£109.1 ||£97 £84.88
0 8 5 3
-July- £84.88 [[£72.75 ||£60.63 ||£48.50 [|£36.38 ||£24.25 ([£12.13 ||£145.5 ||£133.3 [[£121.2 ||£109.1 ||£97
0 8 5 3
-August- £97 £84.88 [[£72.75 ||£60.63 ||[£48.50 ((£36.38 ||£24.25 [|£12.13 ||£145.5 ||£133.3 [|£121.2 |[£109.1
0 8 5 3
- £109.1 ([E97 £84.88 [[E72.75 ||£60.63 ||£48.50 |(£36.38 ||£24.25 [[£12.13 ||£145.5 ||£133.3 (|£121.2
September 3 0 8 5
-October- £121.2 [[£109.1 ||E£97 £84.88 [|£72.75 ||£60.63 [|£48.50 |(£36.38 ||£24.25 [[£12.13 ||E145.5 ||£133.3
5 3 0 8
- £133.3 ([£121.2 ||£109.1 |[£97 £84.88 ([£72.75 ||£60.63 |[£48.50 [|£36.38 |[£24.25 [|£12.13 ||£145.5
November 8 5 3 0
- £145.5 [[£133.3 ||E121.2 ||£109.1 ((E97 £84.88 ||E72.75 ||£60.63 [[£48.50 [|£36.38 ||£24.25 [|£12.13
December 0 8 5 3
-January- £12.13 [[E145.5 ||£133.3 ||£121.2 [(£109.1 ||E£97 £84.88 ||E72.75 ||£60.63 [[£48.50 ||£36.38 ||£24.25
0 8 5 3
-February- £24.25 ([£12.13 ||£145.5 ||£133.3 [|£121.2 ||£109.1 |[£97 £84.88 (|£72.75 ||£60.63 |[£48.50 ||£36.38
0 8 5 3
-March- £36.38 [[£24.25 ||£12.13 ||£145.5 [|£133.3 ||E121.2 [[£109.1 ||£97 £84.88 |[£72.75 ||£60.63 ||£48.50
0 8 5 3

Refunds due on colour licences issued at £142.50 from 1 April 2009 - 31 March
2010 (scroll down for previous years)

Mono Jan Feb Mar Apr May Jun Jul Aug Sept Oct Nov Dec
Colour licence:
licence Month of
EXPIRESat ||ISSUE
the end of
Mono Dec Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov
licence:
Month of
EXPIRY
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-April- I

|[£47.50 |[£35.63 |[£23.75 |[£11.88 |[£142.50|[£130.63||£118.75|[£106.88|[£95  |[£83.13 [[£71.25 |[£59.38

-May- i |[£59.38 ||£47.50 |[£35.63 |[£23.75 ||£11.88 ||£142.50|[£130.63||£118.75|[£106.88(£95  ||£83.13 |[£71.25
-June- I |[£71.25 |[£59.38 |[£47.50 |[£35.63 |[£23.75 |[£11.88 |[£142.50|[£130.63|[£118.75|(£106.88][£95  |[£83.13
-July- I |[£83.13 |[£71.25 |[£59.38 |[£47.50 ||£35.63 |[£23.75 |[£11.88 |[£142.50][£130.63|[£118.75](£106.88][£95

-August- || |[eos  ||£83.13 |[£71.25 |[£59.38 |[£47.50 |[£35.63 |[£23.75 |[£11.88 |[£142.50|[£130.63|[£118.75|[£106.88
-September- | |[e106.88|[£95  |[£83.13 |[£71.25 |[£59.38 |[£47.50 |[£35.63 |[£23.75 |[£11.88 ||£142.50][£130.63|[£118.75
-October- || |[e118.75|[£106.88][£95  |[£83.13 |[£71.25 |[£59.38 |[£47.50 |[£35.63 |[£23.75 ||£11.88 |[£142.50][£130.63
-November- || |[£130.63|[£118.75|[£106.88|[£95  |[£83.13 |[£71.25 |[£59.38 |[£47.50 |[£35.63 |[£23.75 |[£11.88 |[£142.50
-December- || ||£142.50[£130.63|[£118.75|[£106.88|[£95  |[£83.13 ||£71.25 ||£59.38 ||E47.50 ||£35.63 |[£23.75 |[£11.88
-January- || |[£11.88 |[£142.50[£130.63|[£118.75|[£106.88|[£95  ||£83.13 ||£71.25 ||£59.38 ||£47.50 |[£35.63 |[£23.75
-February- || |[£23.75 |[£11.88 |[£142.50|[£130.63|[£118.75|[£106.88||£95  ||£83.13 ||£71.25 [|£59.38 |[£47.50 |[£35.63
-March- || |[£35.63 ||£23.75 |[£11.88 |[£142.50||£130.63|[£118.75|[£106.88||£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

Mono Jan Feb Mar Apr May Jun Jul Aug Sept Oct Nov Dec
Colour licence:
licence Month of
EXPIRESat ||ISSUE
the end of

Mono Dec Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov

licence:

Month of

EXPIRY
-April- I |[£46.50 |[£34.88 |[£23.25 |[£11.63 |[£139.50][£127.88][€116.25|[£104.63][£93  |[£81.38 |[£69.75 |[£58.13
-May- I |[£58.13 |[£46.50 |[£34.88 |[£23.25 |[£11.63 |[£139.50|[£127.88|[£116.25|[£104.63|[£93  |[£81.38 |[£69.75
-June- I |[£69.75 ||£58.13 |[£46.50 |[£34.88 |[£23.25 |[£11.63 |[£139.50|[£127.88|[£116.25|(£104.63][£93  |[£81.38
-July- [l |[e81.38 ||£69.75 |[£58.13 |[£46.50 ||£34.88 |[£23.25 |[£11.63 |[£139.50][£127.88|[£116.25][£104.63|[£93
-August- || |[e93  |[e81.38 |[£69.75 |[£58.13 |[£46.50 |[£34.88 ||£23.25 ||£11.63 ||£139.50||£127.88][£116.25|[£104.63
-September- || ||[E104.63|[£93  |[£81.38 |[£69.75 |[£58.13 |[£46.50 ||£34.88 ||£23.25 ||E11.63 ||£139.50|(£127.88|[£116.25
-October- || ||£116.25|[£104.63|[£93  |[£81.38 |[£69.75 |[£58.13 ||£46.50 ||£34.88 ||£23.25 [|£11.63 [[£139.50][£127.88
-November- || |[£127.88][£116.25|[£104.63|[£93  |[£81.38 |[£69.75 ||£58.13 ||£46.50 ||£34.88 ||£23.25 |[£11.63 [[£139.50
-December- || ||£139.50|[£127.88|[£116.25|[£104.63|[£93  |[£81.38 ||£69.75 ||£58.13 ||£46.50 [|£34.88 [[£23.25 |[£11.63
-January- || |[£11.63 ||£139.50|[£127.88][£116.25||£104.63|[£93  |[£81.38 ||£69.75 |[£58.13 |[£46.50 ||£34.88 |[£23.25
-February- || |[£23.25 |[£11.63 |[£139.50|[£127.88|[£116.25|[£104.63|[£93  |[£81.38 |[£69.75 |[£58.13 |[£46.50 |[£34.88
-March- || |[£34.88 |[£23.25 |[£11.63 |[£139.50||£127.88|[£116.25|[£104.63][£93  |[£81.38 |[£69.75 |[£58.13 ||£46.50

Refunds due on colour licences issued at £135.50 from 1 April 2007

Jan Feb Mar Apr May Jun Jul Aug Sept Oct Nov Dec
Mono
licence:
Month of
ISSUE
Dec Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov
Colour Mono
licence licence:
EXPIRES at|[Month of
theend of ||[EXPIRY
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£45.17 ||£33.88 ||£22.58 ||£11.29 ||£135.50||£124.21(|£112.92([£101.63([£90.33 [[£79.04 ||£67.75 ||£56.46
April

£56.46 ||£45.17 ||£33.88 ||£22.58 ||£11.29 ||£135.50(|£124.21([£112.92([£101.63({£90.33 ||£79.04 ||£67.75
May

£67.75 ||£56.46 ||E45.17 ||£33.88 ||£22.58 [|£11.29 (|£135.50((£124.21([£112.92([£101.63||£90.33 ||£79.04
June
July £79.04 ||£67.75 ||E56.46 ||£45.17 ||£33.88 [|£22.58 [|£11.29 ([£135.50((£124.21((£112.92||£101.63||£90.33

£90.33 ||£79.04 ||£67.75 ||£56.46 ||£45.17 ||£33.88 ([(£22.58 [[£11.29 [[£135.50(|£124.21||£112.92||£101.63
August

£101.63||£90.33 ||£79.04 ||£67.75 ||£56.46 ||£45.17 ((£33.88 [[£22.58 [[£11.29 [|£135.50||£124.21||£112.92
September

£112.92||£101.63||1£90.33 ||£79.04 ||£67.75 ||£56.46 |([£45.17 [[£33.88 [[£22.58 [|£11.29 ||£135.50||£124.21
October

£124.21||£112.92||1£101.63||1£90.33 ||£79.04 ||£67.75 ([£56.46 [|£45.17 |[£33.88 [|£22.58 ||£11.29 ||£135.50
November

£135.50(|£124.21||1£112.92||1£101.63||£90.33 ||£79.04 ||£67.75 (|£56.46 [[£45.17 |[£33.88 ||£22.58 ||£11.29
December

£11.29 ||£135.50||1£124.21||1£112.92||£101.63||£90.33 (|£79.04 ([£67.75 [|£56.46 |[£45.17 ||£33.88 ||£22.58
January

£22.58 ||£11.29 ||£135.50||1£124.21||£112.92||£101.63(|£90.33 [[£79.04 [|£67.75 ||£56.46 ||£45.17 ||£33.88
February

£33.88 ||£22.58 ||£11.29 ||£135.50||1£124.21||£112.92(|£101.63([£90.33 [[£79.04 ||£67.75 ||£56.46 ||£45.17
March

Refunds due on colour licences issued at £131.50 from 1 April 2006 - 31 March

2007

Mono Jan Feb Mar Apr May Jun Jul Aug Sept Oct Nov Dec
Colour licence:
licence Month of
EXPIRESat ||ISSUE
the end of

Mono Dec Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov

licence:

Month of

EXPIRY
-April- I |[£43.83 |[£32.88 |[£21.92 |[£10.96 |[£131.50][£120.54|[£109.58|[£98.63 |[£87.67 ||£76.71 |[£65.75 |[£54.79
-May- I |[£54.79 ||£43.83 |[£32.88 |[£21.92 |[£10.96 |[£131.50|[£120.54|[£109.58|[£98.63 ||£87.67 |[£76.71 |[£65.75
-June- I |[£65.75 ||£54.79 |[£43.83 |[£32.88 |[£21.92 |[£10.96 |[£131.50|[£120.54][£109.58](£98.63 |[£87.67 |[£76.71
-July- [l |[£76.71 ||£65.75 |[£54.79 |[£43.83 |[£32.88 |[£21.92 |[£10.96 |[£131.50][£120.54|[£109.58|[£98.63 |[£87.67
-August- || ||£87.67 |[£76.71 |[£65.75 |[£54.79 |[£43.83 |[£32.88 ||£21.92 ||£10.96 ||£131.50||£120.54](£109.58][£98.63
-September- || ||£98.63 ||£87.67 |[£76.71 |[£65.75 |[£54.79 ||£43.83 ||£32.88 ||£21.92 ||£10.96 ||£131.50|(£120.54|[£109.58
-October- || |[£109.58](£98.63 |[£87.67 |[£76.71 |[£65.75 |[£54.79 ||£43.83 ||£32.88 ||£21.92 ||£10.96 |[£131.50((£120.54
-November- || |[£120.54[£109.58|[£98.63 |[£87.67 |[£76.71 |[£65.75 ||£54.79 ||£43.83 ||£32.88 ||£21.92 ||£10.96 [[£131.50
-December- || |{£131.50[[£120.54|[£109.58|[£98.63 |[£87.67 |[£76.71 ||£65.75 ||£54.79 ||£43.83 |[|£32.88 [[£21.92 |[£10.96
-January- || |[£10.96 ||£131.50|[£120.54|[£109.58||£98.63 ||£87.67 |[£76.71 ||£65.75 |[£54.79 ||£43.83 ||£32.88 |[£21.92
-February- || |[£21.92 |[£10.96 |[£131.50|[£120.54|[£109.58|[£98.63 |[£87.67 |[£76.71 |[£65.75 |[£54.79 |[£43.83 |[£32.88
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[-March- ||

|[£32.88 ||£21.92 |[£10.96 |[£131.50||£120.54||£109.58](£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

Mono Jan Feb Mar Apr May Jun Jul Aug Sept Oct Nov Dec

licence:

Month of

ISSUE
Colour
licence Mono Dec Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov
EXPIRESat ||licence:
theend of  [|Month of

EXPIRY
-April- I |[e42.17 ||£31.63 |[£21.08 |[£10.54 |[£126.50][£115.96[£105.42|[£94.88 |[£84.33 |[£73.79 |[£63.25 |[£52.71
-May- I |[e52.71 |[£42.17 |[£31.63 |[£21.08 |[£10.54 |[£126.50|[£115.96|[£105.42][£94.88 ||£84.33 |[£73.79 |[£63.25
-June- [l |[e63.25 |[£52.71 |[£42.17 |[£31.63 |[£21.08 |[£10.54 |[£126.50|[£115.96][£105.42][£94.88 |[£84.33 |[£73.79
-July- I |[£73.79 |[£63.25 |[£52.71 |[£42.17 |[£31.63 |[£21.08 ||£10.54 ||£126.50||E115.96|(£105.42|(£94.88 |[£84.33
-August- || ||£84.33 |[£73.79 |[£63.25 |[£52.71 |[£42.17 |[£31.63 ||£21.08 ||£10.54 ||£126.50||£115.96](£105.42][£94.88
-September- || ||£94.88 |[£84.33 |[£73.79 |[£63.25 |[£52.71 |[£42.17 ||£31.63 ||£21.08 ||£10.54 ||£126.50|(£115.96|[£105.42
-October- || ||£105.42][£94.88 |[£84.33 |[£73.79 |[£63.25 |[£52.71 ||£42.17 ||£31.63 ||£21.08 [|£10.54 |[£126.50][£115.96
-November- || ||£115.96(£105.42|[£94.88 |[£84.33 |[£73.79 |[£63.25 ||£52.71 ||£42.17 ||£31.63 ||£21.08 |[£10.54 [{£126.50
-December- || |[£126.50||£115.96|[£105.42|[£94.88 ||£84.33 |[£73.79 |[£63.25 ||£52.71 |[£42.17 |[£31.63 ||£21.08 ||£10.54
-January- || |[£10.54 |[£126.50][£115.96[£105.42|[£94.88 |[£84.33 |[£73.79 |[£63.25 |[£52.71 |[£42.17 |[£31.63 |[£21.08
-February- || |[£21.08 |[£10.54 |[£126.50|[£115.96|[£105.42][£94.88 |[£84.33 |[£73.79 |[£63.25 |[£52.71 |[£42.17 |[£31.63
-March- || |[£31.63 |[£21.08 |[£10.54 |[£126.50|[£115.96][£105.42|[£94.88 |[£84.33 |[£73.79 |[£63.25 |[E52.71 |[£42.17

Refunds due on colour licences issued at £126.50 from 1 April 2004 - 31 March

2005

Mono Jan Feb Mar Apr May Jun Jul Aug Sept Oct Nov Dec

licence:

Month of

ISSUE
Colour Mono Dec Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov
licence licence:
EXPIRES at ||Month of
the end of EXPIRY
-April- £40.33 ||£30.25 ||£20.17 ||£10.08 ||£121.00{|£110.92((£100.83((£90.75 [|£80.67 [|E70.58 ||£60.50 ||£50.42
-May- £50.42 ||£40.33 ||£30.25 ||£20.17 [|£10.08 [|£121.00((£110.92((£100.83([£90.75 [(£80.67 ||£70.58 ||£60.50
-June- £60.50 ||£50.42 ||£40.33 ||£30.25 ||£20.17 [|£10.08 [[£121.00([£110.92((£100.83((£90.75 ||£80.67 ||£70.58
-July- ” ||£70.58 ||£60.50 ”550.42 ||£4o.33 ||£3o.25 ||£20.17 ||£10.08 ||£121.00||£110.92||£100.83||£90.75 ||£80.67
-August- £80.67 ||£70.58 ||£60.50 ||£50.42 ||£40.33 [|£30.25 ((£20.17 [[£10.08 [|£121.00{|£110.92||£100.83||£90.75
-September- £90.75 ||£80.67 ||£70.58 ||£60.50 [|£50.42 [|£40.33 [[(£30.25 [[£20.17 ([£10.08 (|£121.00||£110.92||£100.83
-October- £100.83||£90.75 ||£80.67 ||E70.58 ||£60.50 [[£50.42 |[(£40.33 [[£30.25 [|£20.17 [|£10.08 ||£121.00||£110.92
-November- £110.92||£100.83||£90.75 ||£80.67 ||£70.58 [|£60.50 [[£50.42 [[£40.33 [[£30.25 [|£20.17 ||£10.08 ||£121.00
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-December-

£121.00||1£110.92||1£100.83((£90.75 |[£80.67 ||£70.58 ||£60.50 [|£50.42 [[£40.33 ([£30.25 ||£20.17 ||£10.08

-January- ” ||£10.08 ||£121.00||£110.92||£100.83||£90.75 ||£80.67 ||£70.58 ||£60.50 ||£50.42 ||£40.33 ||£30.25 ||£20.17
-February- £20.17 |[£10.08 |[£121.00][£110.92|[£100.83|[£90.75 |[£80.67 |[£70.58 |[£60.50 |[£50.42 |[£40.33 |[£30.25

-March- ”

||£3o.25 ||£20.17 ||£10.08 ||£121.00||£110.92||£100.83||£90.75 ||£80.67 ||£70.58 ||£60.50 ||£5o.42 ||£4o.33

Refunds due on colour licences issued at £116.00 from 1 April 2003 - 31 March

2004
Jan Feb Mar Apr May Jun Jul Aug Sept Oct Nov Dec

Mono

licence:

Month of

ISSUE

Dec Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov

Mono
Colour licence:
licence Month of
EXPIRESat |[EXPIRY
the end of
-April- I ||£38.67 [[£29.00 |[£19.33 |[£9.67 |[£116.00|[£106.33||£96.67 ||£87.00 ||£77.33 ||£67.67 |[£58.00 |[£48.33
-May- i |[£48.33 ||£38.67 |[£29.00 |[£19.33 ||£9.67 ||£116.00|[£106.33||£96.67 |[£87.00 |[£77.33 ||£67.67 ||£58.00
-June- I |[£58.00 |[£48.33 |[£38.67 |[£29.00 |[£19.33 |[£9.67 |[£116.00|[£106.33|[£96.67 ||£87.00 |[£77.33 |[£67.67
-July- I |[£67.67 ||£58.00 |[£48.33 |[£38.67 |[£29.00 |[£19.33 |[£9.67 |[£116.00][£106.33|[£96.67 |[£87.00 |[£77.33
-August- || |[£77.33 ||£67.67 |[£58.00 |[£48.33 ||£38.67 |[£29.00 |[£19.33 |[£9.67 |[£116.00][£106.33|(£96.67 ||£87.00
-September- | |[£87.00 |[£77.33 |[£67.67 |[£58.00 |[£48.33 |[£38.67 |[£29.00 |[£19.33 |[£9.67 ||£116.00|[£106.33|[£96.67
-October- || |[£96.67 ||£87.00 |[£77.33 |[£67.67 |[£58.00 |[£48.33 |[£38.67 |[£29.00 |[£19.33 |[£9.67 |[£116.00][£106.33
-November- || |[£106.33|[£96.67 |[£87.00 |[£77.33 ||£67.67 |[£58.00 |[£48.33 |[£38.67 |[£29.00 |[£19.33 |[£9.67 |[£116.00
-December- || ||£116.00}[£106.33|[£96.67 |[£87.00 |[£77.33 |[£67.67 ||£58.00 ||£48.33 ||£38.67 [|£29.00 |[£19.33 [[£9.67
-January- || |[£9.67 |[£116.00|[£106.33|[£96.67 |[£87.00 |[£77.33 ||£67.67 ||£58.00 ||£48.33 ||£38.67 [[£29.00 |[£19.33
-February- || |[£19.33 |[£9.67 |[£116.00|[£106.33|[£96.67 |[£87.00 ||£77.33 ||£67.67 ||£58.00 ||£48.33 ||£38.67 [{£29.00
-March- || |[£29.00 ||£19.33 |[£9.67 |[£116.00||£106.33||£96.67 |[£87.00 ||£77.33 |[£67.67 ||£58.00 ||£48.33 ||£38.67
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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)

Colour Jan Feb Mar Apr May [{Jun Jul Aug Sept |[(Oct Nov Dec
licence: Month
of ISSUE
Black and |
white
licence Colour Dec Jan Feb Mar Apr May [|Jun Jul Aug Sep Oct Nov
EXPIRES licence: Month
at the end of |[of EXPIRY

[-April- I ||[£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- I ||£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 I ||£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- I ||£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

[Colour licence: Month of ISSUE_|[3an_][Feb][Mar][Apr |[May ][sun ][our_][Aug ][sept ][Oct ][Nov ][Dec |
Black and white | |
licence EXPIRES
attheend of __|[Colour licence: Month of EXPIRY|[Dec |[Jan |[Feb][Mar ][Apr |[May |[un ][l ][Aug][sep ][oct ][Nov ]
[-April- [[ |[£16 J[e12][e8 |[£4 ][£48 ][£44 |[£40 |[£36 |32 ][£28 |[£24 |[E20 |
[-May- [[ |[£20 J[e16][e12][£8 ][4 ][E48 |[£44 [£40 |[e36 |[£32 |[£28 [[£24 |
[-June- [[ |[£24 J[20][e16][£22 J[e8 ][e4 |[e48 [£44 |[e40 ][£36 |[£32 |[£28 ]
[-3uly- [[ |[£28 J[24][e20][£16 J[E12 ][e8 |[e4 ][£48 |[e44 ][e40 |[£36 |[£32 ]
[-August- [[ |[£32 |[£28][£24][£20 J[e16 |[e12 |[e8 ][4 ][e48 ][£44 |[£40 [£36 |
[-september- || |[£36 |[£32][£28][£24 |[£20 |[£26 |[£12 |[£8 |[£4 |[£48 |[£44 |[£40 |
[-October- Il |[£40 |[£36][£32][£28 |[£24 |[£20 |[£16 |[£12 |[£8 |[E4 |[E48 |[£44 |
[-November- || |[£44 |[£40][£36][£32 |[£28 |[£24 |[£20 |[£16 |[£12 |[E8 |[£4 [£48 ]
|-December- || |[£48 |[£44][£40][£36 |[£32 |[£28 |[£24 |[£20 |[£16 |[E12 [E8 |[E4 ]
|-January- Il |[4 ][e48][£44][£40 |[£36 |[£32 |[£28 |[£24 |[£20 |[E16 |[EL12 |[E8 ]
|-February- Il |[e8 ][e4 |[£48][£44 |[£40 |[£36 |[£32 |[£28 |[£24 |[£20 |[E16 |[E12 |
|March- || ||£12||£48||£44||£40||£36||£32||£28||£24||£20||£16|

Refunds due on monochrome licences issued at £47 from 1 April 2008 - 31
March 2009

||Blackand ||Co|0ur ||Jan ||Feb ||Mar ||Apr ||May ||Jun ||Ju| ||Aug ||Sept ||Oct ||N0v ||Dec ||

Page 26 of 84



white

licence: Month

licence of ISSUE
EXPIRES
at the end of

Colour Dec Jan Feb Mar Apr May ([Jun Jul Aug Sep Oct Nov

licence: Month

of EXPIRY
[-April- [| |[e15.67][£11.75][£7.83 |[£3.92 ||[£47  |[£43.08][£39.17||£35.25|[£31.33]|£27.42]|£23.50][£19.58]
[-May- [| |[e19.58|[£15.67|[£11.75][£7.83 |[£3.92 |[e47 ||£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]
[-3uly- [| |[£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 |[e47 ||£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- || |[e47  ||£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 |[e47 |[£43.08|[£39.17 |[£35.25][£31.33|[£27.42|[£23.50||£19.58]|£15.67][£11.75]
[-March- || |[e11.75][£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
Colour licence: |{Jan Feb Mar Apr May ({Jun Jul Aug Sept Oct Nov Dec
Month of
ISSUE
Black and
white
licence Colour licence: |[Dec Jan Feb Mar Apr May ([Jun Jul Aug Sep Oct Nov
EXPIRES Month of
atthe end of |[EXPIRY

[-April- I ||[£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- i |[£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- I |[£22.75|[£18.96|[£15.17][£11.38][£7.58 ||£3.79 ||£45.50](£41.71|£37.92|[£34.13][£30.33][£26.54]
[-3uly- I |[£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
Colour licence: |[Jan Feb Mar Apr May [[Jun Jul Aug Sept  ||Oct Nov Dec
Month of
ISSUE
Black and |
white
licence Colour licence: |[Dec Jan Feb Mar Apr May [{Jun Jul Aug Sep Oct Nov
EXPIRES Month of
atthe end of |[EXPIRY

-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
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-May- I

||£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- I |[£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- I |[£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
Jan Feb Mar Apr May [[Jun Jul Aug Sept  ||Oct Nov Dec

Colour

licence:

Month of

ISSUE
Black and
white
licence
EXPIRES Colour licence: |[Dec Jan Feb Mar Apr May  [{Jun Jul Aug Sep Oct Nov
at the end of ||Month of

EXPIRY
-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(|1£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 [[E42.00||£38.50||£35.00||£31.50||£28.00|(£24.50
-July- £24.50(|1£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||1£21.00||£17.50(|£14.00((£10.50((E£7.00 ||£3.50 ||E£42.00||£38.50||£35.00|(£31.50
-September-||FEE £31.50(|1£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 ||E£3.50 ||E42.00|(£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 ||E£42.00||£38.50(|£35.00((£31.50((£28.00||£24.50||£21.00||£17.50||£14.00|(£10.50

-March- ”

||£1o.50||£7.oo ||£3.5o ||£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 whit
licence

Month of ISSUE
of colour licence

Feb

Mar

Jun

Jul

Oct

Nov

Dec
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EXPIRES Month of Dec |[|Jan Feb Mar (|Apr ((May [[Jun Jul Aug [|Sep [|Oct Nov
attheend of |[EXPIRY of
colour licence

-April- I ||£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- I ||£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- I ||£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- I ||£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- i |[£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- [l |[£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

Colour licence:  [|Jan Feb [[Mar [[Apr |[May |[|Jun Jul Aug ||Sept ||Oct [|Nov [|Dec
Month of ISSUE
Black and
white Colour licence: ||Dec [[Jan Feb Mar [||Apr (|May [{Jun Jul Aug ||Sep ||Oct Nov
licence Month of
EXPIRES EXPIRY
at the end of
-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||1£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||1£16.04||1£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||1£19.25||1£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

Page 29 of 84



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.
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Refund Quick Guide - Corres dept (CFL)

CFL Corres Send DIL 3.11 Escalate to Refunds Other Actions
Refund due & all Mo Yes Input Care Code
documents received
Refund due, insufficient Yes Yes Input Care Code
evidence, or not sura
Mo refund due Mo Yes Input Care Code
If application form Yes s] Input Care Code

requested and no
documents attached nor
additional information
supplied

If application form Mo Yes Input Care Code
requested and
documents attached

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.
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Refund Quick Guide - Corres dept (DD)

DD Corres Send D/L 3.11 Escalate to Send D/L 51.53 Held in Antic | Other Actions
Refunds

Refund due & all documents Mo Yes Mo Mo Input Care Code

received

Passible refund due, not in Yes Yes Mo Mo Input Care Code

Antic period, insufficient

evidence

D/L3.11 already sent, Mo Yes Mo Mo Input Care Code

documents received

Unsure if a Refund is due, Mo Yes Mo Mo Input Care Code

not in antic

Refund due, in Antic period, Mo Yes Yes Mo Input Care Code

insufficient evidence

Only Future payments in Mo Mo Yes Mo MIC

Antic periad

Only future payments due, Mo Yes Yes Yes WI/C G/A. After Antic check if

in Antic period, in the month advance payments have been

of expiry. released or if a new licence
issued and the expiry date
amended. If the expiry date has
been amended process as a
refund

Only Future payments not in Mo Mo Mo Mo W/C

Antic periad

Puossible refund, in Antic Mo Yes Mo Mo Input Care Code

period {depending on

payment)

Future & actual refund due Yes (if NOT in Yes (if in antic) Mo Mo M/Cif sending D/L 3.11

{antic period or not)

anfic)

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.
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Refund Calculator 2005/2006

Colour £126.50 Monochrome £42.00

Expiry of licence 3/4 refund end [|1/2 refund end |[1/4 refund end of: ||No refund
of: of:

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
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Refund Calculator 2006/2007

Colour£131.50 Monochrome £44.00

Expiry of licence 344 refund end 1/2 refund end of:||1/4 refund end of:||No refund
of:

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
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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
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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
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Refund calculator 2009/2010

Colour £142.50 Monochrome £48.00

Expiry of licence 3/4 refund end  1/2 refund end 1/4 refund end No refund

of: of: of:
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

Page 37 of 84



Refund Calculator 2010/2016

Colour £145.50 Monochrome £49.00

Expiry of licence

January

February

March

April

May

June

July

August

September

October

November

December

Refund due: mono

Refund due: colour

3/4 refund end

of:

April

May

June

July

August

September

October

November

December

January

February

March

36.76

109.13

1/2 refund end

of:

July

August

September

October

November

December

January

February

March

April

May

June

24.51

72.75
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1/4 refund end

of:

October

November

December

January

February

March

April

May

June

July

August

September

12.26

36.38

No refund

January

February

March

April

May

June

July

August

September

October

November

December

No refund

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:

e Our Direct Debit has caused the customer to incur bank charges.
e The charges are due to an error on our part

Customer says that they have not received the payment plan:

e 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:

e 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.

o 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:

e 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 (FO08), 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
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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.
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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.
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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).
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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
i) “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.
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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 | moved so | have paid 6 years more then | 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:
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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.
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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.
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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 3.11 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 dI3.8 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 dI3.22 and the licence should then be
transferred to the forwarding address.
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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.
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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:

e 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).
o The “effective” date will normally be the date of receipt of the refund application at the

Mail and Licence Processing centre.
e 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.
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RPG - Miscellaneous

Itis 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.
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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 signhal 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.

i) Where the customer was over 75, and had obtained full fee licences, a full refund cannot
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.

ii) The refund may be paid to the estate of the licence holder.
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RPG - Over 75s

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, no refund 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.
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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 i) above, refunds can be claimed for 6 years. This includes instances where:

e acustomer has an unnecessary duplicate Direct Debit going back more than two
years, AND

o 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

o the direct debit was not stopped; AND

o the customer is either an annual or quarterly Direct Debit payer (but not monthly);
AND

e 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
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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.
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Applying for a Refund - Guidelines for "What is the Correct & Most Appropriate Evidence required?"

Statement E xiract from the Refunds Policy:-

Evidence iz reguired te zupport the date from which they zsaythey ne longer needed the Licence from.
NQ Evidencs iz reguired if the Licence Helder iz Decsased, OR, ifthe Refund iz within the last 2 months (Quarter)

Category of Evidence

Reasoen for Refund

Accepable

Not Acceptable

A Final W gter Bill

Lizsnes No Longsr Nesdad

MUS T =how the Final Date billed up to and quote "~our Final Bill'.
I gter = the onby qualiying examples of this.

A Telephonef as/Electric Hill
A bill that DOES MOT confirm that it is their Final Bil

A Council Ta: Bil

Lizancs No Longsr Nesdsd

MWUS T = how the d ate the address was unocoupied betwesn

Where dates are not s hawn

An Bviction Motice

Lizence Ho Longsr Hesded

WIS T show the D ate the Bviction & dus £ was due from & must be from an Official s ouree

Confirmation of College Terms

Lizancs No Longsr Nesdsd

MWUS T = how the Finish Dates at College

Evide nize with out either of the oritical zalcolation dates

A Property Bill of 5ale or Confirmation

Lizence Ho Longsr Hesded

MWUS T = how the [rate the Property was Sold i.e. the Completion Crate

0O WAT use the [rate of the Transaction or 0 ate of Exchange of
Cortracts

A Salicitor's Letter

Lizancs No Longsr Nesdsd

MUST be on Solicitors headed paper and signed and showu DATE croumstance effective from

A hinistry of Defence (WOC letter

Lizence Ho Longsr Hesded

The letter MUST be on MOD headed paper, signed by the Senior Officer dearby showing the Cate of
Uk Creparture or Termination

A Letter Confirming Admission into ether
a Hospital or Care Home

Lizence Ho Longsr Hesded

MUSTbe on Hospital or Care Home headed paper and signed and show DATE of Admission OF on
3319 signed letter that came from Capita TWL

An unsigned 3019 | ether

A Haoliday Home's opening and closing
dates

Lizence Ho Longsr Hesded

MUS T zhow apen and dos ed dates of holiday home & be on official headed paper

An Bdecutor's letter (Acting on behalf of
the Deceased)

Lizsnes No Longsr Nesdad

Refund Application form - signed declaration; Probate formg Signed letter to confirm they are the
Executor acting or dealing with the finandal affairs £ administration of the estate of the deceased
Licence Holder

A letter from ned of kin S relative or friend who has no auth ority in
terme of the financial affairs § executor of the estate

A Power of Atorney or 3 Coort of
Protection letter

Lizancs No Longsr Nesdsd

MUST be on headed paper and from an official source confirming that they are acting or exe cuting
the financial affairs £ ad ministr ation of the estate of the Licence Holder

A FRedirection Confirmation Letter from
the Post Office

Lizencs Mo Longsr Nesdad | Cove rad
by Anothar Lissnss ! Lissncs
Purchassd In Errgr

MUST = how the [ate that the Re direction of Mail i Effective From AMD showthe Name of the
Licence Halder on the re-direction do coment.

A Tenancy Agreement

Lizencs No Longsr Nesdad { Coverad
by Another Licencs !/ Licsnce
Purchassd in Errgr

MUST be the Tenancy Agreement s howing the Hame & Address of the Landlord or the Letting Agent
Z showw the start, end or finish date of the Tenancy

Froof of Duplicated P ayment History if not
on LASEY

Covarad by Anctnar Lizencs { Lisancs
Furchased In Error

MUSTbe able to demoretr atethat P ayments have been made § duplicated i.e. Bank Staterment or
Credit Card Statement or Adual Licence(s) - see Wok Instrudion TS5

Froofthat an Ower 75 person s now [iving
atthe addres=

Cowarad by Another Licencs ¢ Lisance
Purchassd In Error

Medical Card # Persion Letter f Local Government or Councl Letter / MHS J Doctor or anything on
official he aded paper that clearhy stipulates or proves the D ate onowhich the Cwer 75 person mowed
irto the Address

Bank State ment of Account, Proof that the Over 75 Person & nom
G0 the address.

A photocopy of an B hail from a Business
E-hiail Address attached to a Signed copy
of the Application for Refund form

Lizanes Mo Longsr Neaded | Covered
by Anothar Licencs ! Licsnce
Purchased In Error

The photo copy of the B hiail must show a Business B- Wail Address thatwithout question locks
relevants suppork the Application for Refund form

A photocopy of an E-hdail from a Person al E-Mail Address that
bears no relation to the Application for Refund form data
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A ophotocopy or an exdract of aiiebsite
Fage attached to 3 Signed copy of the
Application for Refund form

Lizencs No Longsr Hesdsd ! Covarsd
by Anothar Lizencs | Lisancs
Purzhzssd In Error

The photocopy or the exract of the WEB Page mustshamw that vwthout question that it looks relevant
fsupports the Application for Refund form

Aophotocopy or an e act of a'WEB page that bears no relation to
the Applicat on for Refund form data

for any E-MAIL communications: -

farty E-hitail

Lizencs Ho Longsr Heedad ! Covarad
by Anothar Licencs | Lisancs
Purchassd In Error

MUIST have an attachment that covers the aceeptable evidence detailed abowe and include a signed
fscanned image of the 311 Application for Refund form.

ARefund cannotbe actioned by Capita TWL wsing the & mai
communication alone

Note &r R

Y LCEmes (A

t Rulzs spoly.

For CustomerAdministration Personnel-

|IFthe & pplication for Refund ferm has evidence that could regulary occur andthus should fall within the above list - let your Team Leader know sothat these Guidanee Notes can be amended and reissued
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IRV provare & conmoenTiaL

* TVL311/06/08/E* (_‘)/TVLICENSING

TV Licence - Application for refund e

IMPORTANT - Before completing the information below, read the notes overleaf on ‘How to complete this form'.
Please use BLACK INK and write in CAPITAL letters within the boxes provided.
Section 1 - Details of TV Licence to be refunded

Complete this section in full
Title Initials Surname

Licence holder: I__J_l_J UJ__J | | !
IREEREREEREERERRERRERRENEEEEN
LI ] | | |

[ [T []]

| [ [T []]

Licensed address:

Postcode:

‘ ‘ ‘ Expiry date:

Licence number: ‘ [ ‘ ‘ ‘ ‘ ‘ ‘ l

Section 2 - Reason for refund request

Tick the appropriate box below and complete the required details in that Section

[ L]

and by signing this form in the box provided below confirm that the licence will no longer be needed before it expires.

Other licence number

[ [T ]]

(See note 2.1 overleaf and where required attach the
requested evidence 1o this form)

24
I did not require my TV Licence -> I:I!iclc Date from -=

22
| am covered by another TV IJcenceD tick Date from ->

at the same address -»

(See note 2.2 overleal and where required attach the
raquested evidence to this form)

| [ L[ [[]

(See note 2.3 overleaf and where required attach the
requested evidence to this form)

23
| purchased a TV Licence in error ->D tick Date of error ->|

Reason/comments

—‘tick if evidence is attached

‘ ‘ ‘ ‘ ‘ ‘ ‘ ‘ (See note 2.4 overleaf)

2.4
The licence holder is deceased -> |:| tick Date of death -

Section 3 — Refund payment details

Tick the appropriate box and complete the required details in full

Process any refund due, directly into the bank account shown -» D tick Sort code: Li

1]
| 1]
EEREEEREEN

Account number:'

Name of account holder;l

Forwarding address for future correspondence and the cheque refund (COMPLETE IN FULL - IN ALL CASES)
sosess [ | [ [ [T [T TITITITITITITITITITTITT]
|
JEEEEENEEENEEEEEENENENERENEEEEE
|
Postcode: j I
DECLARATION:-

| declare that the information in this form and any supporting evidence | have provided is valid and correct and that | am authorised
as the licence holder or the executor of a deceased licence holder's estate to make this application for a refund. If TV Licensing
(the BBC and its agents) issue a refund to me when one is not due, | agree to repay the refund to TV Licensing and indemnify
TV Licensing against any subsequent claims for a refund in respect of this licence.

Signed ‘ Print name

Date | ‘ Daytime telephone no.
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How to complete this form

To enable us to process your application promptly, please fill in all
the relevant sections fully and accurately and attach any required
supporting evidence.

If you are claiming a refund for more than 1 licence, then please
complete a separate form for each licence requiring a refund.
Your application must be submitted within 2 years of the expiry
date of the licence that you wish to be refunded (or, if your claim
relates to more than 1 licence, within 2 years of the expiry date
of the most recently issued licence).

MNote, however, that we will normally only issue a refund for a
maximum of 2 years from the date on which your application is
received, so the longer you delay submitting your application, the
less refund you are likely to receive.

Unless we have power of attorney or written authorisation from
the licence holder, the refund will be payable to the licence holder.
IF YOU DO NOT ATTACH REQUESTED EVIDENCE TO
SUPPORT YOUR APPLICATION, WE MAY NOT BE ABLE
TO PROCESS IT OR YOU MAY RECEIVE A LESSER AMOUNT.

(SECTION 1 - Details of TV Licence to be refunded )

Complete in full, in the boxes provided, the licence holder's name,
address, postcode, licence number and expiry date - as shown on
the licence requiring the refund.

(SECTION 2 - Reason for refund request )
2.1 - Licence no longer needed
If you no longer need your licence, please tick the box to confirm
that this is the reason why you are applying for the refund. Insert
the date on which you no longer required your licence from in the
boxes provided. Please note you will not qualify for a refund if you
need this licence again before it expires.
Please provide a brief explanation in the ‘Reason/Comments’ box
AND attach the ORIGINAL LICENCE and A PHOTOCOPY OF ONE
PIECE OF EVIDENCE* to support the date from which you say you
no longer needed the licence from. Examples of acceptable evidence

include: a final utility bill, a tenancy agreement, confirmation of
college terms, a bill of sale or receipt or a solicitor’s letter,

Please DO NOT send originals of evidence, as we are unable to
return thermn.

If your claim is in respect of a second or a holiday home, state in
the 'Reasons/Comments’ box the expected date on which a licence
will be needed again at the premises,

A refund may only be issued for complete unused quarters,
2.2 - Covered by another TV Licence

If you are covered by another valid licence at the same premises,
please tick the box to confirm this is why you are applying for the
refund. Insert the date this was effective from and the licence
number of the other licence in the boxes provided.

Please provide a brief explanation in the 'Reason/Comments’ box
AND attach the ORIGINAL LICENCE and A PHOTOCOPY OF ONE
PIECE OF EVIDENCE* to support the date from which you say you
were covered by the other licence. See 2.1 above for examples of
acceptable evidence, Please DO NOT send originals of evidence as
we are unable to return them.

A refund may only be issued for complete unused quarters,

2.3 - Licence purchased in error

If you purchased a licence in error, please tick the box to confirm

that this is the reason why you are applying for the refund and

insert the date on which the error was made.

As a guide, we will consider refunding licences purchased in error

for the following reasons (note - this list is not exhaustive):

a) Purchased a colour licence, when only required a black and
white licence.

b) Purchased a duplicate licence for the same address in error.
¢} Purchased a licence when one was not required.

If you have a full fee licence but believe that you are eligible for
a concessionary licence, please see the help and information on
this page. Any refund that may be due will be calculated through
our concessionary application process, NOT through applying for
a refund using this form.

Please provide a brief explanation in the ‘Reason/Comments’ box
AND attach the ORIGINAL LICENCE and A PHOTOCOPY OF ONE
FIECE OF EVIDENCE®* to support the date from which you say the
error was made. Examples of acceptance evidence may be: proof
of payment history where duplicated, or, proof to support the
statement you have made in the ‘Reason/Comments’ box why a
licence was purchased when it was not required, Please DO NOT
send originals of evidence as we are unable to return them.

A refund may only be issued for complete unused months from
when the licence was not required.

2.4 - Licence holder deceased

If the licence holder is deceased, please tick the box to confirm
that this is the reason why the refund is being applied for and
insert the date of death in the boxes provided. Please attach the
ORIGINAL licence to this form.

PLEASE NOTE - only the executor of the deceased
licence holder’'s estate is permitted to submit an
application for refund.

If members of the licence holder’s household are still using
a television receiver to receive television programmes at the
premises stated on the licence, the name of the licence halder
should be changed to one of the members and a refund should
not be applied for. A refund will not be given if the licence is
still needed.

If a television receiver was not installed or used at the licensed
premises for a period of time before the death of the licence
holder and you wish to claim for a refund for that period, you must
provide A PHOTOCOPY OF ONE PIECE OF EVIDENCE* to support
this claim. For example, a letter confirming admission into either
a hospital or care home.

A refund may only be issued for complete unused quarters.
*PLEASE NOTE, YOU DO NOT NEED TO PROVIDE EVIDENCE
IF YOUR REFUND IS FOR ONE UNEXPIRED QUARTER
(OR IF A REFUND MAY BE PAID IN RESPECT OF UNUSED
MONTHS, THREE MONTHS OR LESS) OF A CURRENT LICENCE
ONLY. HOWEVER, TV LICENSING RESERVES THE RIGHT TO
REQUEST EVIDENCE IN ALL CIRCUMSTANCES.

Please tick the box in the ‘Reason/Comments’ section if you are
attaching evidence to this form.

(sn-:cnou 3 - Refund payment details

We will automatically credit any refund into the bank account you
specify. It is the quickest way of receiving any amount that may
be due to you. If you agree to this, we will send you a letter
advising you of the value and the date it has been processed.
Place a tick in the box to confirm that this is the way you would
like to receive the refund, recording in the boxes provided the sort
code, account number and name of the account holder of the bank
account to be credited.

Alternatively we can refund by cheque,

Place a tick in the box to confirm that this is the way you would
like to receive the refund, ensuring that you record in the boxes
provided, to whom the cheque is to be made payable to,

In ALL cases you MUST complete the address and postcode for
where the cheque and/or future correspondence is to be sent tao.
NOTE - we DO NOT process refunds to either debit or
credit cards.

@eclaration )

Please ensure that you read the declaration prior to signing and
printing your name in the boxes provided. You should also
complete the date and daytime telephone number (in the event of
a query on the application for refund).

IF THIS FORM IS NOT SIGNED IT CANNOT BE PROCESSED
= IN SUCH CIRCUMSTANCES WE WILL ISSUE A NEW FORM
TO YOU.

| Help and information

If you require assistance with the completion of this form, or,
believe you are entitled to a refund for any other reason, please
call our Helpline on 0300 790 6071.

If you need a concessionary licence for a blind person, if you are
over 75 years of age, if you have moved into residential care
accommodation or if you are a hotel, please call our Helpline on
0300 790 6071 for further details on how to apply.

If you have sight problems, you can get this
information by email or in Braille, large print
or audio by calling 0300 790 6076. Also, a
Minicom facility for the deaf or hard of
hearing is available on 0300 790 6050.

(Data protection statement

Your information will only be used by TV Licensing (the BBC
and its agents) to administer the TV Licence system. We will not
supply it to anyone outside of TV Licensing without first obtaining
your consent, unless we are obliged or permitted by law to do so.
For more infermation, go to www.tvlicensing.co.uk/privacypolicy.
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BLIND PRO-RATA REFUNDLIST

1558/2000 200042001 2001/2002 200272003 2003/2004 200472005 Z005/2008 2008/2007 2007/2008 2008/2008 20082010 2010/2018 PG1
IMONTH 33,50 |101.00] 34.50 | ##555] 35.50( 109.00] 37.50 | 112,00 | 38.50 |116.00] 40.50| 121.00] 42,00 | 126.50 | 44.00|131.50] 45.50 | 135.50]47.00] 139.50| 43.00 | 142.50] 49.00 | 145.50] 5.00

[ C Il C [ C [ C Il C ] C [ C [ C ] C Il C ] C [ C
APR 1 1.39 | 420 | 1.43 | 433 | 152 454 | 1.66 | 466 | 1.60 | 483 | 1.69 | 504 | 1.76 | 528 | 1.584 543 1.91 5.66] 1.97 582 2.00] 595 2.05] 607 0.21
MAY 2 | 279 | 841 | 2,87 | .66 | 3.04 [ 9.08 | 342 | 932 | 3.20 | 9.66 | 3.37 | 10.08 | 3.50 | 10.55 | 3.67 | 10.96| 3.80 11,300 3.82] 11.63] 4.00 11.88] 4.08] 1243] 042
JUNE 3 | 418 | 12.62] 4.31 | 13.00) 456 [ 13.62 | 4.658 | 14.00 | 451 | 14.50] 5.06 | 1512 | 525 | 1582 | 551 | 16.44| 570 16.95] 5.88] 17.45] 6.00 17.82] 6.14] 18200 0.63
JULY 4 | 558 1683 575 |17.33| 6.068 | 1816 | 6.24 | 18.66 | 6.41 [19.33]| 6.75 | 2047 | 7.00 | 21.09 | 7.34 | 21.92| 7.59 22.58) T.84] 25.26| &.00] 23.76] &3] 24.26] 0.83
AUG 5 | 697 | 21.04| 718 | 2166 7.60 [ 22,70 | 7.80 | 23.34 | 8.02 | 24.16] §.44 | 25,21 | 8.75 | 26.36 | 917 | 27.40| 9.49 28.24] 9.80] 29.07] 10.00f 29.70) 10.22] 30.32| 1.04
SEPT 6 | 837 |2525| 6.62 | 26,00 912 | 27.25 | 9.36 | 28.00 | 9.62 | 29.00 | 10.12| 30.25 | 10.60 | 31.63 | 11.01| 32.88| 11.38 33.88] 11.76] 34.88] 12.00] 35.63| 12.26] 36.38| 1.25
QCcT T 1977 | 29.45 | 10,06 | 30.33 | 10,64 31.79 | 10.92| 32.66 | 11.22| 33.83 | 11.81| 35.29 | 12.25| 36.90 | 12.84| 38.36| 13.28 39.53] 13.71] 40.69] 14.00] 41.57] 14.30] 42.44| 1.46)
NOV & |11.16| 33.66 | 11.50 | 34.66 |12.16( 36.33 | 12.48| 37.34 | 12,83 | 38.66 | 13.50| 40.33 | 14.00 | 42147 | 14.67| 43.84| 1547 | 4517) 15.67] 46.51] 16.00] 47.51] 16.34| 48.51| 1.67
DEC 9 |12.56| 37.87 | 12,93 | 39.00 | 13.68| 40.87 | 14.04| 42.00 | 14,43 | 43.50 | 15.19| 45,537 | 1575 | 47.44 | 16.51| 48.32| 17.07 50.82] 17.63] 52.32| 18.00] 53.44] 18.33| 54.57] 1.8
JAM 10 |13.95| 42,08 | 14.37 | 43.33 | 15.20| 45.41 | 15,62 | 46.66 | 16.04 | 43.33 |16.67| 50.42 | 17.50 | 52,71 | 16.34| 54.50| 15.96 | 56.46] 19.69] 58.13| 20.00] 59.38| 2042 60.63| 2.08
FEB 11 |15.35| 46.29 | 15.81 | 47.66 | 16.72| 49.95 | 17.20| 51.34 | 17.64| 53.16 | 18.66| 55.46 | 19.256| 57.98 | 2017 | 60.28] 20.86 | 62.11] 21.65] 63.94| 22.00] 65.32| 22.46| 66.69| 2.29
AR 12 |16.75| 50.50 | 17.25 | 52,00 | 18.25( 54.50 | 18.75| 56.00 | 19.25 | 58.00 | 20.25| 60.50 | 21.00 | 63.25 | 22.00| 65.75] 22,75 | 67.75] 23.50] 69.75] 24.00] 71.25] 24.50| 72.75] 2.50
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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
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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 40.83 20.41
60.62
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
24.25 12.12 8.16 4.08
2
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
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10

118.75

106.87

95.00

83.12

71.25

59.37

47.50

35.62

23.75

11.87

59.37

53.43

47.50

41.56

35.62

29.68

23.75

17.81

11.87

5.93

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

11

10

130.63

118.75

106.88

95.00

83.13

71.25

65.32

59.38

53.44

47.51

41.57

35.63

Page 62 of 84

40.00
36.00
32.00
28.00
24.00
20.00
16.00
12.00
8.00

4.00

Short term licence - Mono no blind concession

44.00
40.00
36.00
32.00
28.00

24.00

20.00

18.00

16.00

14.00

12.00

10.00

8.00

6.00

4.00

2.00

Mono with blind concession

22.00

20.00

18.00

16.00

14.00

12.00



5 59.38

4 47.50

3 35.63
23.75

2

1 11.88

2008/2009 - Short Term Licence Costs

£139.50, £47 full fee licence

Months Required On Licence Short term licence - Colour no blind concession
11 127.87
116.25
104.62
93.00
81.37
69.75
58.12
46.50
34.87
23.25
11.62

=
o

P N W s OO N 00O

29.70

23.76

17.82

11.88

5.95

Colour with blind concession

63.93
58.12
52.31
46.50
40.68
34.87
29.06
23.25
17.43
11.62
5.81

2008/2009 - Refunds to convert to a short term licence

£139.50, £47.00 full fee licence
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20.00

16.00

12.00

8.00

4.00

Short term licence - Mono no blind concession
43.07
39.16
35.24
31.32
27.41
23.49
19.58
15.66
11.74
7.83
3.91

10.00

8.00

6.00

4.00

2.00

Mono with blind concession
21.53
19.58
17.61
15.65
13.70
11.74
9.79
7.83
5.86
3.91
1.95



Months Required On Licence Short term licence - Colour no blind concession Colour with blind concession

11

10

2007/2008 - Short Term Licence Costs

£135.50, £45.50 full fee licence

Months Required On Licence Short term licence - Colour no blind concession

127.88

116.25

104.63

93.00

81.38

69.75

58.13

46.50

34.88

23.25

11.63

124.20
112.91
101.61
90.32
79.03
67.74

63.94

58.13

52.32

46.51

40.69

34.88

29.07

23.26

17.45

11.63

5.82

Colour with blind concession

62.10
56.45
50.80
45.15
39.51
33.86
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Short term licence - Mono no blind concession

43.09

39.17

35.26

31.34

27.42

23.51

19.59

15.68

11.76

7.84

3.93

Short term licence - Mono no blind concession
41.70
37.91
34.11
30.22
26.53
22.74

Mono with blind concession

21.55

19.59

17.63

15.67

13.71

11.76

9.80

7.84

5.88

3.92

1.97

Mono with blind concession
20.85
18.95
17.05
15.15
13.26
11.36



P N W S~ O

56.45
45.16
33.87
22.58
11.29

28.22
22.58
16.93
11.29
5.64

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

11

=
o

P N W s OO N 00O

124.21
112.92
101.63
90.34
79.05
67.76
56.47
45.18
33.89
22.59
11.30

62.11
56.46
50.82
45.17
39.53
33.88
28.24
22.59
16.95
11.30
5.66
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18.95
15.16
11.37
7.58
3.79

Short term licence - Mono no blind concession
41.71
37.92
34.13
30.34
26.55
22.76
18.97
15.18
11.39
7.59
3.80

9.47
7.58
5.68
3.79
1.89

Mono with blind concession
20.86
18.96
17.07
15.17
13.28
11.38
9.49
7.59
5.70
3.80
191



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.
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Qutcomes

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).

Refund

A full / part refund has been given.

Page 67 of 84



Reasons
Refund

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

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

Refund Policy

A customer has complained about the TVL Refund policy.
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Call Log and Qdos Multi Form - Department menu

DUPLICATE WEB/ CUSTOMER
CORRES 'g'[ﬁ'iD LICENCE CLC EMAIL/ POLICY ACCCLOHEJT\ITI'S OVER75  RELATIONS

REQUESTS DCC (QDOS ONLY)
REFUNDS DCC MULTI DIPLOMATS

Care abbreviations -Pto R

REF - REFUND
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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:

FIN2 Bank Refund Request / Used by the Finance Department
Indemnity Claim Received
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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:

RFND Refund To note refund query, used primarily by
Refund team

R1A Refund issued - automatic Will be used by refund trained people only.
refund Entry automatically created when refund
issued.
R1B Refund issued - manual and | Will be used by refund trained people only.
freetext
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Payments Licence Insertions (or Re-Insertions)

. = Licence Number Not Found
. = Licence Cancelled - Refund Required
. = Deleted in Error

. = Re-Inserted - Payment Received

. = Re-Inserted - Correct Bank Details Identified

1

2

3

4

5. = Re-Inserted - New Expiry Date

6

7. = Re-Inserted - New Account No. Received After Revocation
8

. = Re-Inserted - Refund On OIld A/C No. New A/C No. Received
NB. Reason Codes 7 & 8 relate to Credit Card Records.
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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 Used primarily by Web team when processing work
Payment Taken; or DD Details from the web.
Taken
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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.
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Goodwill Guidelines

GOODWILL PAYMENT GUIDELINES

Commercial in Confidence

CODE AMOUNT SCENARIO
1 £5.00 Asking for refund of postage costs
£5.00 Asking for refund of telephone calls
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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.
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Why refund in quarters? Where does the extra 2 months go?

The licence fee is a charge for a legal permission and is payable regardless of the amount of
time it might be needed. For that reason, there is no legal requirement for refunds to be
made.

However, we do pay refunds under certain circumstances. Since becoming the Licensing
Authority the BBC have extended this policy to give quarterly refunds where a person has
stopped using TV. 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 to make
television programmes.
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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.
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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?
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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.
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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).
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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).
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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.
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How to claim a refund
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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.
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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 akinika 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.
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