IMPORTANT! 
PLEASE READ, THEN DELETE THIS BOX

This is a template letter for guidance. You need to add your details and where appropriate change the letter to suit your circumstances. Feel free to add more info.

Once you’ve made changes, always print it out and read through it to check it’ll make sense to the recipient.

Enclose all relevant evidence for your complaint, eg, email confirmation.


ACTION POINTS

[BLUE BRACKETS]: Put your specific info here, then delete the instructions (and change the text colour)

[insert your name, address, email address and phone number]

[insert date]

[insert name and 

address of site]

Dear Sir or Madam,

Re: Refund claim 
Reference no: [insert reference number if applicable]
I am writing regarding my payment for [insert service, eg, an EHIC card] on [insert date]. 
I wish to cancel my contract and get a refund for the full amount of £[insert amount]. I am claiming a refund as I feel I was misled into buying your service.

I paid you for a service under the impression you were the official site for processing applications. However, you did not provide this service. Instead you simply acted as an administrator, leaving me to cover your fee on top. 

I have since found out that the service is available from official sites for [select from less / free] and this strengthens my view that I was misled.

I would not have ordered from you had I realised this was the case, and feel you misrepresented your ability to provide the service I wanted. 

I look forward to a full response to this letter within 14 days. If I do not receive a satisfactory response I intend to pursue my complaint further, which could mean taking it court action. 

Yours faithfully,

[insert your signature]

[insert your name (printed)]

