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 particular circumstances. 

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

ACTION POINTS

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

 [Insert your name 
and address]

[insert date]

Experian
Customer Relations

Experian

PO Box 9000

Nottingham

NG80 7WP
Dear Sir or Madam,

Experian CreditExpert reference number: [insert subscription reference]
I have been subscribing to Experian CreditExpert since [insert date] and have been paying for ID fraud expenses insurance since [insert date].
I have recently come to realise the ID fraud expenses insurance is an optional product for the following three reasons. First, it appears that your customers are given the option to have the insurance removed from the overall CreditExpert product, and £5 per month removed from the subscription fee, if they call to cancel or complain. Secondly, I also note you have, at times, separately valued the product on your website as being worth £6.40 per month. Thirdly, in the Identity Fraud Expenses Insurance Policy Summary the cancellation rights allow for the insurance to be cancelled within 14 days and a full refund provided. This shows the insurance is handled as a separate part of the policy and is therefore an optional extra.
I would not have chosen to buy this insurance, which was bundled with my subscription without my explicit consent, either when signing up to CreditExpert or at any time since, if I had known it could be cancelled. Having not been made aware of, or given the option, to cancel the insurance by Experian I believe the product was unfairly sold. 
I also believe no effort was made to ensure the product was relevant to my needs and the way it was sold was against the rules laid out in section 5.1.1. of the Insurance Conduct of Business Sourcebook. This states “A firm should take reasonable steps to ensure that a customer only buys a policy under which he/she is eligible to claim benefits.” At no time when buying this product was I asked about my fraud insurance needs, such as whether I already had cover, if I could meet the cost myself or whether any exclusions and limitations were relevant. 
I therefore believe I was treated unfairly when I subscribed to this product and I am writing to request a full refund of the cost I have paid for the ID fraud expenses insurance, plus any interest owed to me.
I look forward to your response within eight weeks, otherwise I won’t hesitate to take my complaint to the Financial Ombudsman Service. 
Yours faithfully,

[insert your signature]
[Insert your name (printed)]
