David Scott-Morgan
91-93 Bodenham Road, 
BIRMINGHAM B31 5DR
0121 476 5570

Peter Hay
Adults and Communities
Blue Badge Team

PO Box16475

BIRMINGHAM B2 2EH

04 FEB 2014

Dear Mr Hay,
I was recently asked to help a lady obtain the Blue Badge pass that had been approved for her. The letter from Birmingham Council Blue Badge department asked her to go online to the web address (www.birmingham.gov.uk/blue-badge-scheme) quoting her ‘Service Ticket Number’. It ended with the dark message: ‘Your application will be closed if not paid within 14 days and you will have to reapply’. Hence she was anxious to get this processed! 
Unfortunately the website would not let her pay her fee, and as she did not have a credit card to pay by phone, she asked me for help. So, on January 13, I checked the website and quickly discovered the only appropriate field was labelled: ‘Blue Badge Application Number’ and that this did not accept the 10 digit number quoted at the top of the letter, returning the Invalid report (see screenshot):-
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(The Blue Badge Application Number is Invalid. The Number is not found.

“The information that you provide will enable us to allocate the paymentto the correct Blue Badge application. We will check in our records thatthe Blue Badge application
numperis valid.

You can find your Blue Badge application number in correspandence you have received from the council
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working day.

* Blue Badge Application  [FIRTI

Number

Payment Amount £10.00

<Back | | Continue >























(Note the difference of nomenclature between the ‘Service Ticket Reference Number’ mentioned on the council letter and ‘Blue Badge Application Number’ on the website.) 

cont/
I then called the telephone number quoted (303 1234) and listened to the recorded message for twenty minutes without it being answered. So I tried the other number listed (464 9671) - it was the Cashiers Department. At this number I was able to pay for the lady’s Blue Badge using a credit card, and also report the website problem to a Mr John Vickers. He seemed to know about it. He said the other line was probably busy because so many people were calling about the faulty website (!!). I asked if he knew the address of the Blue Badge Department and he said he did not, although I had the strong suspicion they could have been in the next office along the corridor from him but he wasn’t about to let on!
Anyway he suggested I write to the Post Office Box number quoted on their letter. 
I bring this to your attention because I am disappointed that your rather good looking website has been allowed into service with labelling inconsistent with your department’s own correspondence and with logic that is faulty. Frankly, it is disappointing to discover a government funded agency tasked with helping the disadvantaged display such poor attention to details pertinent to their needs. Regretfully I must also add my experience of an apathetic telephone service and finally, a post office box to nicely insulate from all reasonable probity. 
I hope the foregoing might help action the alleviation of these matters in future.

Yours sincerely, 

David Scott-Morgan
cc / Councillor Reg Corns

shortcomings I have encountered had completely defeated the lady who asked for my help).

All in all, it appears to me to be a classic example of systemic sloppiness: A government department which is deliberately subterranean, purporting assistance to the disadvantaged via a faulty website, a telephone that nobody answers and a post office box for an address (so there is no place where one can actually visit and SPEAK to a human being), all of which nicely insulates it from all reasonable probity.  

hiding behind every device of technology to avoid at all costs the job they are tasked to do, namely to be of service to those in need of their services. 

subterranean department purporting helps to the disadvantaged via a faulty website, a 

Completely subterranean, communicating with the disadvantaged via a faulty website, having no fixed abode for an address, no place where one could actually visit and SPEAK to a human being, 

Northfield Councillor
Reg Corns
Con
45 Hawthorne Road, B30 1EQ
Councillor Reg Corns

45 Hawthorne Road

Bournville 

Birmingham

B30 1EQ

Email:  reginald.corns@birmingham.gov.uk 

Telephone 0121 458 1798 

Elected: Northfield Ward

Joined Council: 9 May 1968

Office Expires: 2015

Council Service: May 1968 to May 1971; May 2000 to date

Political Party: Conservative

I moved into number 4 Shirland Road on 16th April 2012. It is a semi-detached house, connected to No 2. Within a few days of living there I began to become aware of a strong drainage smell and I noticed that it was worse some days than others. I went next door to number 2 and asked them if they could smell it. He said he couldn’t smell anything but that there did use to be a smell that came and went, but ‘they hadn’t had it for ages’.... 
I was aware that an unused dishwasher had been left in my kitchen for 6 months by the previous tenants and thought maybe this might be the problem. On 28th April I removed this and replaced all the pipe work under the sink unit as it appeared to be in a messy condition, but this did not get rid of the smell.

I then went on an mission to try to find where this smell was coming from, it seemed stronger in the lounge, but was always evident outside the front door and the kitchen. The smell was really strong and was like a sulphurous gas type of odour, mixed with drainage. 
I spoke to my solicitor about the problem. She wrote to the tenants I bought the property off but they denied any knowledge of a smell.
On 10 May 2012, Seven Trent came out to inspect the drains outside the property. They reported to me that the pipe work was okay and suggested I should have an internal camera pipe survey.
Around this time I first contacted Environmental Health in Solihull and reported the smell to them.
I again approached No 2 and he then told me about a camera survey he had done about 8 years ago. This had reported a seal incorrectly fitted underneath his sink unit. However, to ‘get to it, he would have had to rip his kitchen out’ and to use his words, ‘He wouldn’t do that for anyone!’

On 18th May I had a company out called Heartlands Drainage who did a internal survey on the pipe work under my floor boards from the kitchen through the lounge and out into the garden. This came back okay with no cracks or leaks.
On 24th May 12 I was advised by Environmental Health to monitor and note the smell along with the weather conditions, which I began to do. 
From speaking further with the neighbours, most particularly with No2, No6 and No 8, it transpired that they, and the tenants at my house before me, all knew about the smell and had discussed it together and wondered where it could be coming from!
I noticed that the smell was really bad by the airbrick in my back garden. It was just horrible: a smell that clings to everything; I could smell it on my clothes and bags when I left my house. It was really upsetting. 
On 14th June an Environmental Health officer came out and identified it as a drainage/sewage smell like rotting food. At this point I was advised to concrete the whole of the downstairs floor to get rid of it!
Seven Trent came out again and did another survey on the pipes and found a storm pipe outside the front of the property that did not have a U bend fitted. They advised me to get this done as there should be one present, and accordingly I had this work done on 12th July which cost £110.

In August 2012 I still had the smell: 
DynoRod came out and said I needed a new seal under the sink unit as it the wrong one was fitted. After replacing that at a cost of £90 the smell was still there.
Then I had an investigation carried out on my kitchen floor: The floor was dug up down to the sub flooring, but nothing was found. The smell was really bad and made me feel sick.
Then in September, in desperation I had my kitchen units ripped out and everything replaced. The bill for this was £2000 but still it did not get rid of the smell. 
I sealed every crack around the skirting boards in the lounge, and this seemed to help a little bit, but the smell was still there.
In December 2012 I had the entire stairs and landing, and lounge decorated to see if that would help, but nothing changed.

In May 2013, DynoRod came out again and did a survey on the drainage. This cost me another £50 call out fee!
I contacted Environmental health at Solihull again and on 22nd May they came out and did two smoke tests. They also went and spoke to No 2 who disclosed to them about the incorrectly fitted seal. 
The upshot of this was that No 2 received a letter from the Environmental Health (which they copied to me).The letter gave them 28 days to sort the seal out. When the work was carried out at the end of June 2013, the contractor investigating the seal discovered that the pipe work had never been connected to the main sewer pipe! 
Consequently waste water from No.2’s dish washer and washing machine had gone into the ground and under the house for 14 years, as Wimpey had never connected the outlet to the sewer system. 

This has cost me a lot of time and money trying to find the source of this smell and now I learn it was because Wimpey made a major error in not fitting the correct drainage to the property. I am flabbergasted! For 15 months I have been chasing around in circles!


On the 5th of August 2013, I sent a letter to Taylor Wimpey (the contractors who built the property in 1999), enclosing all the above information. Mr John Symons, the managing Director, replied very promptly to say that: ‘all of the key building work stages would be inspected and signed off by the Building Control Officers.’  He went on to say that my complaint should be directed to the person who I bought the property from and also to the professional surveyors I engaged in the sale. (I can’t imagine why any of them would dig underneath the building to check that his pipes had been properly laid!!) 

From his reply it is clear he does not feel obliged to investigate the possibility of any culpability by Taylor Wimpey, and is content to pass the buck onto the previous owner, or my solicitor, surveyor or some other agency.  

The fact is that this incredible example of bad workmanship has caused me to endure 15 months of unpleasantness and to spend quite a considerable amount of money in my attempts to fix the problem. 


Mike Lockley

Hi. 

My name is Dave Scott-Morgan and I’m a musician friend of Phil Hatton, working with him on the Justice for the 21 campaign. A lady I know has a quite amazing, and I imagine quite newsworthy, story about a nasty smell about her house that made her life a misery for 15 months, until it was finally discovered that the source of the pong was an underground outlet pipe that had never been connected by the builders! The builders (Taylor Wimpey), as you might imagine, don’t want to know! Anyway, I don’t know if this sort of issue might be of interest to your readers, but if it is, I attach Debbie’s story here. 
I have documents / fotos / and am available for interview / police officer

Wimpey are really trying to deny any culpability in their building and are also hiding behind the lapse of time it has taken to discover this problem. At the end of the day the regulatory people are only regulating work that somebody else has done. Wimpey have done the work! 


I wonder however, if you would be good enough to check your records with a view to letting me know who specifically was accountable for the workmanship on the semi-detached construction building numbered 2 and 4 Shirland Road. Is it the NHBC or the Local Council?

No I will not raise the matter with professional surveyors. They had no reason to dig up the garden to check if the pipes had been laid properly by you! They assumed, as you would assuming, that such tasks would have been properly carried out and certified by responsible organisations. I believe that Taylor Wimpey’s is known as such an organisation?
Taylor Wimpey PLC
39 Dominion Court
Station Road
Solihull B91 3RT

FAO The Managing Director, John Symons

04 AUGUST 2013

Dear Mr.Symons,


I write to you in the first instance and without prejudice, to bring you into cognisance of a serious breach of building code which has only recently come to light after some considerable time, expense and inconvenience. The matter relates to a property constructed by Wimpey in 1999-2000 and from the documented evidence I have to hand, it would appear that the building work was approved / signed off by your company with incomplete and missing drainage pipe-works. I relate the unpleasant ramifications of this below:

I moved into number 4 Shirland Road on 16th April 2012. It is a semi-detached house, connected to No 2. Within a few days of living there I began to become aware of a strong drainage smell and I noticed that it was worse some days than others. I went next door to number 2 and asked them if they could smell it. He said he couldn’t smell anything but that there did use to be a smell that came and went, but they hadn’t had it for ages.... I then spoke to No 6 and No 8 about it. They both attested that No 2 had over the years complained of a smell, somewhat contradicting what No 2 had reported!

I was aware that an unused dishwasher had been left in my kitchen for 6 months by the previous tenants and thought maybe this might be the problem. On 28th April I removed this and replaced all the pipe work under the sink unit as it appeared to be in a messy condition, but this did not get rid of the smell.

I then went on an mission to try to find where this smell was coming from, it seemed stronger in the lounge, but was always evident outside the front door and the kitchen. The smell was really strong and was like a sulphurous gas type of odour, mixed with drainage.

I spoke to my solicitor about the problem. She wrote to the tenants I bought the property off, but they denied any knowledge of a smell.
On 10 May 2012, Seven Trent came out to inspect the drains outside the property. They reported to me that the pipe work was okay and suggested I should have an internal camera pipe survey.
Around this time I also contacted environmental health in Solihull and reported the smell to them.
I again approached No 2 and he then told me about a camera survey he had done about 8 years ago. This had reported a seal incorrectly fitted underneath his sink unit. However, to ‘get to it, he would have had to rip his kitchen out’ and to use his words, ‘He wouldn’t do that for anyone!’
On 18th May I had a company out called Heartlands Drainage who did a internal survey on the pipe work under my floor boards from the kitchen through the lounge and out into the garden. This came back okay with no cracks or leaks.
On 24th May 12 I was advised to monitor and note the smell along with the weather conditions, which I began to do. 
On 13th June 12, I spoke again to No 2 and also to No 6 about the smell. They both confirmed that the tenants before me knew about it and that they had all discussed it together and wondered where it could be coming from.
I noticed that the smell was really bad by the airbrick in my back garden. It was just horrible: a smell that clings to everything; I could smell it on my clothes and bags when I left my house. It was really upsetting. 
On 14th June an environmental officer came out and identified it as a drainage/sewage smell like rotting food. At this point I was advised to concrete the whole of the downstairs floor to get rid of it!
Seven Trent came out again and did another survey on the pipes and found a storm pipe outside the front of the property that did not have a U bend fitted. They advised me to get this done as there should be one present, and accordingly I had this work done on 12th July which cost £110.

In August 2012 I still had the smell: 
DynoRod came out and said I needed a new seal under the sink unit as it the wrong one was fitted. After replacing that at a cost of £90 the smell was still there.
Then I had an investigation carried out on my kitchen floor: The floor was dug up down to the sub flooring, but nothing was found. The smell was really bad and made me feel sick.
Then in September, in desperation I had my kitchen units ripped out and everything replaced. The bill for this was £2000 but still it did not get rid of the smell. 
I sealed every crack around the skirting boards in the lounge, and this seemed to help a little bit, but the smell was still there.
In December 2012 I had the entire stairs and landing, and lounge decorated to see if that would help, but nothing changed.

In May 2013, DynoRod came out again and did a survey on the drainage. This cost me another £50 call out fee!
I contacted Environmental health at Solihull again and on 22nd May they came out and did two smoke tests. They also went and spoke to No 2 who disclosed to them about the incorrectly fitted seal. 
The upshot of this was that No 2 received a letter from the Environmental Health (which they copied to me).The letter gave them 28 days to sort the seal out. When the work was carried out at the end of June 2013, the contractor investigating the seal discovered that the pipe work had never been connected to the main sewer pipe! 
Consequently waste water from No.2’s dish washer and washing machine had gone into the ground and under the house for 14 years, as Wimpey had never connected the outlet to the sewer system. 

This has cost me a lot of time and money trying to find the source of this smell and now I learn it was because Wimpey made a major error in not fitting the correct drainage to the property. I am flabbergasted! For 15 months I have been chasing around in circles!
I am writing now to open a line of communication with you and to give you opportunity to reply on this matter. I am sure you can understand my relief at finally discovering the nature of the problem but you will also appreciate my frustration to know that all this could have been avoided if officers and workmen under the supervision of your company had simply been diligent enough to follow the plans! (I do assume that the plans included adequate drainage to be incorporated). 

In the light of my experience, I intend to seek all due recompense for the considerable expense and moreover, unpleasantness, I have endured over 15 months, due to the shortcomings I publish heretofore.

Accordingly, I look forward most respectfully to hear from you,

Debbie Sale

Miss Sale is able to quantify virtually all of the considerable financial expense she has  

But there is no 

in // workmanship of the construction of this property. 
think it and to make you aware that Miss Sale intends to seek all due recompense for the considerable expense and unpleasantness she has endured due to the shortcomings in // workmanship of the construction of this property. 


I do not wish to take litigation against my neighbour or act in a way disharmonious to good relations at and around my home, which I intend to keep. 


I am a serving police officer in the West Midlands constabulary and I write to you in the first instance and without prejudice, to give you opportunity to reply and also to make you aware that I do intend to seek recompense for the considerable expense and unpleasantness I have endured due to these shortcomings I have related. 

May I also say that it has been suggested to me that a tenable solution would be for me to take litigation against my neighbour but I do not wish to act in a way disharmonious to good relations at and around my home, which I intend to keep. 


It has been suggested to me that a tenable solution would be for me to take litigation against my neighbour but I do not wish to act in a way disharmonious to good relations at and around my home, which I intend to keep. 
So please do not suggest this as  a tenable course if action.   
Please understand that failing a prompt and positive response from you, I shall be seeking 
before making this matter known to the relevant authorities. 


Taylor Wimpey West Midlands A Division of Taylor Wimpey UK Ltd
WEST MIDLANDS
http://www.taylorwimpey.co.uk/

Founded 1880

NHBC

National House Building Council
Reg No 76461
Telephone: 0800 035 6422

Fax: 01908 747255

NHBC House, 
Davy Avenue, 
Milton Keynes, 
Bucks, MK5 8FP

cssupport@nhbc.co.uk


mike.lockley@trinitymirror.com
B’ham Mail ref Phil Hatton (musician friend of )

I thank you for your prompt attention to my letter. Further to your response I do appreciate that you do not have information regarding my property ‘to hand’. 

I wonder however, if you would be good enough to check your records with a view to letting me know who specifically, was accountable for the workmanship on the semi-detached  construction building numbered 2 and 4 Shirland Road. Is it the NHBC or the Local Council?
There is a press interest in this matter, and naturally if, as you indicate, another agency is responsible, this information will be passed on to form part of the coverage.
United Kingdom
B91 3RT

Tel: 01217 033 300
Managing Director: John Symons

Hi Dave,
I will try and give you as much information as possible from start to present.

Yes Dave it seems like the smell has gone from inside my house, and yes they paid for it themselves, they have got legal advise and a solicitor, I think they are also claiming on their house insurance ? But they are not telling me too much as I think they want compensation !!! An probably don’t want to share it with me !!

Yes the house was built 1999-2000.

I've got most of the invoices and receipts , I've requested 2 of them through e.mail and the others I think I have. 
Not sure if me working in the Police will make any difference ? You can maybe mention it ? I don't know ???
EH sent no 2 and myself a copy of the letter, I have requested one on e.mail so I can send it you ! On 22nd may EH came out and did a smoke test on my property, then on 28th May Dyno rod came out again and did a survey on the drainage. This cost me another £50 call out !!.
The neighbour told me they were never connected, they have photographs of the area with no pipe that they have passed onto Wimpy.


I write to bring you into a proper cognisance of a serious breach of building code which has only recently come to light after some considerable time, expense and inconvenience. The matter relates to a property constructed by Wimpey in 1999-2000 and from the documented evidence I have to hand, it would appear that the building work was approved / signed off by your company (negligently or fraudulently) with incomplete and missing drainage pipe-works. 

The unpleasant ramifications of this are related below by the current owner:

Dr Upton

Dorndge Surgery
3 Avenue Road

Dorridge B93 8LH

Ref:  Dr J B Winer, MSc, MD, FRCP.   Letter dated 11 October 2013


30 October 2013

Dear Dr Upton, 
I thank you for letting me have a copy of Dr Winer’s letter regarding me. I see that my condition is described as ‘longstanding problem with neuropathy and what looks like … palsy following an infected knee replacement.’ 

On reading this, I feel strongly led to point out that this wording is inaccurate, implying as it can, a spontaneous or gradual decrepity following the infected knee replacement operation, whereas in fact, the palsy referred to is the direct product of that operation. At the very least the wording should say ‘as a result of…’ not ‘following…’.  

Regarding my problem with neuropathy, it is longstanding, but I must place on record that it did not stop me from walking until the operation of 12 August 2012. It is this operation which resulted in the severing of nerves and produced a ‘dropped foot’ which is the sole cause of my current total immobility.

I am sure you can appreciate just how severely this incapacity has impacted upon my quality of life. In the circumstances, my most urgent need and desire is that the medical fraternity would correctly acknowledge the causality of it, and thence explore aggressively every possibility for my condition to be redressed. 


Yours sincerely, 









Matthew Bryant

Hello John

Here’s a letter for you to send to Dr Upton.
I hope it fits the bill!

You will see I’ve dated it for the 30th, that’s Wednesday 

Hope that is okay
I enclose a copy for you. 

All the best from Mandy and me

1st knee op 2009
2nd knee op  12 Aug 2012  Mr Hussein
Dave



Kenneth Kilminster
435 Brook Lane

Kings Heath

BIRMINGHAM B13 0BS

16 FEB 2012

Ken,
I know that your beliefs about the afterlife are different to mine but I am sure we can agree that at our age we are sure to find out the truth for ourselves before too long!  
In this regard I can’t believe any sane person would want to go to the grave as a thief, and so I implore you to urgently reconsider the matter of my cruet in order that, before you or I pass on, the wrong has opportunity to be corrected. 




Yours



John Bryant


	Icon Collections International Ltd

Excel House

Homesdale Road

Bromley

Kent  BR2 9LE

(FAO  Debi Waller)
	

cc. Mr. J Sharp
Executive Director
The Priory Hospital

Priory Road
Birmingham B5 7UG


16 FEB 2009

Dear Sirs,


It is with some frustration that I commit to paper the details surrounding your recent demand for £139.50. 

Your communication arises from the fact that on 9 September 2008 I attended Mr. Watkinson’s clinic at the Priory Hospital for a routine nasal inspection. Mr. Watkinson duly invoiced me for his services and his bill included a charge for using the hospitals Naso-pharyngoscope. The bill was paid; End of story? - Not quite! 

Shortly after I settled Mr.Watkinson’s invoice, another bill arrived from the hospital - dated 12 September and citing use of their endoscope, another £128 please. My initial enquiry to the hospital regarding this brought the response that I must have inadvertently been charged twice, and that I should ignore it. This was logical and so I forgot about it. 


Two months later, a reminder arrived dated 23 November 2008. This time I queried it with the consultant, Mr. Watkinson, and re-confirmed that the £50 on his invoice did indeed relate to the nasal pharyngoscope. Mr.Watkinson was disturbed that I, as his patient, should be confronted with this duplicated demand and shortly afterwards, he himself brought the matter to the attention of Mr. Sharp, the Executive Director of Priory hospital (see enclosed copy document). It would seem that this practise extends to other patients and may therefore be contributory to an under belly of bad public relations between patients and the Priory hospital. 

Despite this intervention, another demand was issued 20 January 2009 and at that time I spoke with the hospital about this whole matter. I am writing now to tell you what I have told them – that this bill is unreasonable, inappropriate, extortionate and duplicitous, representing as it does, a double-charge ethic which is against the norms of fair trading. I am decided therefore to take this matter further and not to settle with this outside of a hearing before a court of law. 

I might add that in my case, this bill represents a laughable scale of disproportion, in that Mr Watkinson used the hospitals endoscope for less than one minute. It therefore transpires that the hospital has levied a pro rata rate which rounds up in this instance, to £7,680 per hour!! 

Yours sincerely, 

pp John Bryant

Financial Ombudsman Service

South Quay Plaza

183 Marsh Wall

LONDON E14 9SR

FAO:  Eithne Anne Herlihy
Your Ref: 7475190/EH/M201

8 DEC 2008

Dear Ms.Herlihy

I am in receipt of your letter dated 27 November 2008.

I want to thank you again for all your attentions to my case but at the same time I must draw a clear line of disagreement with your opening statement - that I am ‘accepting your findings’. This is not the case, any more than I am accepting the offer that Northern Rock has made. 


I must confess that I had hoped for an impartial ear in your office; one that would lend equal value to my word in this matter. Regretfully I believe it true to say that you have elected to exonerate the big guys’ testimony over that of the little guy. Therefore my allegation against them stands as tall as it ever did, and more so in the light of our correspondences.
In drawing our business to a close I take note of your kind offer to put this matter under ‘further review’. In answer to this, I say ‘yes’ on the proviso that the review does not cause an open ended delay to my intention of seeking satisfaction in law. 

Might I then respectfully propose a period of 28 days, plus a week for the intervening Christmas period – to say a date of January 15? If that is satisfactory with you, I can hold off court proceedings until that time. 

Yours sincerely, 

pp John Bryant

Financial Ombudsman Service

South Quay Plaza

183 Marsh Wall

LONDON E14 9SR

FAO:  Eithne Anne Herlihy
Your Ref: 7475190/EH/M201

24 NOV 2008

Dear Ms.Herlihy


I thank you for your letter of 14 November. 
From what you have intimated, it seems we have no need to communicate again, as you have broached the suggestion that this matter would be better suited to a court of law wherein the veracity of my version of events can be tested against that of the bank’s representatives. This then is my intention, and I write now to set certain things in the record if only so that subsequent reference might be made to it: 


First, I must clarify a point: I withdrew my investment from Northern Rock on 3 September 2007, before any media speculation had surfaced (as you say), in the full knowledge it would incur the penalty charges concomitant with our agreement. I was not shocked that they levied the penalty. Indeed I would have been shocked if they had not! It was a perfectly proper thing to do in adherence to the agreement we had made. My intention was to avoid my capital being put in jeopardy, and by this light, a £3,500 penalty charge does not compare with the £400,000 I had invested. 


So, a few days later the media erupts and my foresight is proven reliable. What on earth do you suppose possessed me, after all this, to put my money back into the very situation I had just rescued it from?


I’ll tell you what – They made me a legally binding promise. They made an agreement with me which involved me re-investing to the exact penny the amount I had withdrawn. As must now be tested in court, that agreement could not have been devised ‘by the Birmingham Branch’ as has been posed. If that were so, Head Office would have returned my cheque immediately with an apologetic letter. Instead they hung on to the substantial cheque I had submitted and made no move toward promptly returning it. I wonder why? Could it be they were deliberating whether to honour their commitment or go back on it and label it a ‘mistake’ by some local functionary? 

I must confess a certain disappointment that your office has seen fit to take their part in the interpretation of this matter. I had presumed your arbitration service had authority to administer the guarantee of HM Treasury in regard to Northern Rock, and that pursuant to that, you would not be so inclined to favour the corporation over the individual. 

Nevertheless, you have helped to move things along for me, and I thank you for that most sincerely. 


Yours,


This is all the stranger when the big guy is known within recent history to have been discredited by dubious banking practises.  a management that in recent history has been 

I had hoped for an impartial ear 

However the conclusion you allude to is wrong: 
Even if you have no regulatory powers I would expect you to be unbiased in your decision. 
To adjudicate in matters of financial agreement, what powers do you have? 


I want to thank you most sincerely for your effort to move this process along on my behalf but I must say, I am very disappointed to learn now that your service has no regulatory powers to bring ejudication in matters concerning the doings of financial institutions. I was under the impression that your department was empowered to arbitrate effectively but from what you say, this is not the case. Even though the bank has acknowledged some degree of malprudence you seem to indicate that you have no power to administer the guarantees put in place by HM Treasury. 

I am inclined to 

I have been wasting my time. 

I was also under the impression that your office would be even handed and even, dare I say, give some benefit of doubt to the individual against the corporation? 
Overlooking a point of law I mentioned, and one 
This is why the amount re-invested on 19 September was to the exact penny, what was taken out on 3 September, because again, this was part of the agreement that was made. 

Nevertheless, for some strange reason, they hung on to mine for eight days. I very much doubt they had another cheque worth the better part of a half a million that week.
Financial Ombudsman Service

South Quay Plaza

183 Marsh Wall

LONDON E14 9SR

FAO:  Eithne Anne Herlihy
Your Ref: 7475190/EH/M201

25 OCT 2008

Dear Ms.Herlihy


I thank you for your letter of 17 October. I appreciate the effort your department has made in looking into this matter on my behalf and setting forth its findings, and rendering the offer of settlement. Indeed, were it just an inconvenience I had sustained I might well be inclined to accept. 


However it is not a matter of inconvenience but rather that of a breach of trust and the breaking of a verbal assurance made by officers of the Northern Rock bank. I notice your letter confirms the date and substance of that assurance (‘Northern Rock has admitted that it did tell you on 19 September 2007, you could reinvest and receive a refund of the early withdrawal charge’), but then goes on to characterise this comittment as a ‘mistake.’ Now here you use English in a way which causes me to depart from the nitty gritty. The crew of the Titanic might call their actions a ‘mistake’ but those who had to pay the price would more correctly call it a disaster. 


I don’t believe this ‘mistake’ as you have called it, was anything other than the staff at the bank following a directive passed down to them from Head Office: That being the confluence of bank policy to re-capitalise their assets, and why not? I believe that then, after the event, Head Office had second thoughts about it. Where you might think they would snatch my hand off to get £400,000 back in to the depleted coffers, instead they spend 8 days deliberating about it…..??  


No, the use of the word ‘mistake’ conjures up a construction whereby the staff at Birmingham made up this offer themselves. I can’t believe anyone thinks that is so. 


My contention remains that the assurance made to me has the full force of law being given by a responsible officer of the bank pursuant to the intent of inviting me to reinvest. In view of that, the offer of the bank is not satisfactory at all and I will not accept it as settlement. 

Finally can I bring a point of clarification to the statement in your letter which reads: ‘Northern Rock told us the reason you incurred the 60-day loss of interest penalty was because you withdrew the funds without the required notice’  The term ‘required notice‘ is not applicable to a bond, and so neither is this as a ‘reason.’ 


Again I appreciate the good offices of your department in carrying this case forward. 

Yours sincerely,

to depart from the plot in a big way.
the ramifications of their offer
– deliberating no doubt as to how they could get out of the undertaking they had made. 
No the offer is not satisfactory at all and I will not accept it as settlement. At the same time I appreciate the good office of your department in carrying this case thus far and would now ask you to present the above top the 

operatives at this bank invited me to re-entger intio financial relationship on the basis of a promise which they had obviously been ditrected to . 
Sanguine 


It was good to know that your department has looked into this matter and I thank you for your …. response that you took the trouble to elucidate your findings and. 

The language of your letter 

Cheltenham & Gloucester

Customer Service Recovery

Brindley Place Service Centre

Two Brindley Place

Birmingham B1 2AB

Your Ref   : BHAM/GF/CC/1078146

9 DEC 2008

Dear Ms.Finn,


I am in receipt of your letter of 2 December but I regret to say it does not bring this dispute to the satisfactory conclusion you speak of. 


In your letter you point out the terms and conditions of your bank and the fact that they were not adhered to. In doing so, you make clear that it is your position that I broke the rules of your bank. However, the boot is on the other foot! - In this matter, the bottom line is this: It is your staff that circumvented the terms and conditions of your bank, not me. In forcing this penalty, you are effectively asking me to pay the piper for not correcting their misapplication of the bank’s rules! 


I therefore stand by my deposition of 17 October and consider that you still owe me the full amount stated, or rather I should say, the balance of the full amount in consideration of your cheque for £210 which I hereby acknowledge. 




Thank you for mentioning the Ombudsman but I do not intend to avail myself of that service. If you cannot see fit to uphold the commitment made in word and deed by your staff (as outlined in my letter of 17 October), then I shall be directing this matter for decision before a court of law. 

Yours, 

pp John Bryant

Cheltenham & Gloucester
Customer Service Recovery

Brindley Place Service Centre

Two Brindley Place

Birmingham B1 2AB

Your Ref   : BHAM/SJS/CC/1078146

17 OCT 2008

Dear Ms.Smith,

Thank you for your letter of 5 OCT 2008. However, the fineries of your response fail to observe one eminently salient fact: 

- That a verbal agreement was entered into by your bank’s representative on 30 AUG 2007 to the effect that I would have the instant access facility I had requested. That is why I opened the business with you and duly deposited on that day the considerable sum of £118,000+ into the new account, or should I say, two accounts, as this was how your representative elected to service my requirement for instant access. 



The nature and substance of this agreement was subsequently confirmed on 19 SEP 2007 when I made an instant withdrawal of £3,800 which did not attract any penalty and indeed, why should it, when that was the agreement we had. The device you employed to satisfy this arrangement is no concern of mine. 


You entered into a verbal agreement which you have broken, and I therefore maintain that the penalty of £500 made to me on 26 SEP 2008 is unsupportable and illegal and I ask for it back forthwith. Otherwise I shall be forced to take this matter to higher counsel. 
Yours sincerely, 
M J L Bryant

Councillor Len Gregory

The Council House

Victoria Square

BIRMINGHAM B1 1BB 

Page 1 of 2

19 MAR 2007

Page 1 of 2
Dear Councillor Gregory,



Although it is now some nine months distant, I am sure you will recall the meeting at my home in Moseley on 29 June 2007, where, with yourself, Miss Alison Harwood and myself in the company of our mutual friend Stanley Hems, we discussed the issue of Brandwood End Cemetery and the zoning of my wife’s grave. 



I hope you will not object to me contacting you about this again and indeed, hope you will be cognisant of its urgency to me in that, at 85 in a few weeks time, I am not offending prudence to seek a resolution before I get much older! 




I must say I would not be writing at all were it not for the confidence you inspired last June, to the effect that an agreeable outcome might be possible. I believe the words you used were: ‘Leave it with me. I think we can find a way around this.’  In the interim since then, Stanley Hems has reported to me that his periodic phone calls have occasioned the message from you that a resolution is ‘getting nearer’. More recently I have been trying to contact you, culminating in a tranche of calls on the 3rd, 4th and 5th of March when I spoke to your secretary. She assured me you would be getting back to me but having not heard anything to date, I feel I must now make these representations in order not to let the matter drag on further unresolved. 



To re-aquaint you with the details: 
I purchased the grave at Brandwood End when my wife died in 2004. It was always my intention to mark her resting place with traditional stonework but when I came to do that in 2005 I was informed by the cemetery that the grave was in a designated ‘lawn area’ where raised stone graves are not permitted. I protested that this had not been made known to me earlier and the cemetery subsequently sent me a letter outlining their zoning policy and apologising that I had not been informed of this at the time of purchase. I was unable then and am unable now, to accept that as closure in this matter. For one thing, quite apart from the way my rights were brushed aside by this shambolic web of retrospective negligence, there is the fact that my wifes’ grave is situate in a row which already has traditional raised stone graves at each end. The designation of a ‘lawned area’ in the middle of a row containing raised stonework at each end seems incongruous to say the least and its belated impact upon me has sadly diminished to a dot the value of the agreement I made with the cemetery in 2004. 
Councillor Len Gregory, cont//
Re 19 MAR 2007

Page 2 of 2

With great respect, and in relation to the foregoing, I am still desirous of obtaining permission to place a memorial in stone to mark my wifes’ grave and I would be grateful if you could come back to me and let me know the council’s ruling in this matter. I do understand from Stanley Hems that some of the foregoing delay may be due to your period of hospitalisation from which I trust you are now fully recovered. Accordingly I am looking forward to hearing from you 



Yours faithfully,

  
I would be most grateful if you would be kind enough to contact me and let me know the council’s ruling in this matter at the earliest date.

It would appear far from being a lawned area, it would be better designated as a bureaucratic swamp?

therefore takes on the nature of a dictat without  bureaucratic swamp without any de facto cause. (I can send you photographs) 
is obviously arbitrary and 

as I am 85 years old, time is at a premium for me to get a response on this matter. 

Regarding the issue in question, namely the zoning of my wife’s grave in a ;awn area at 


I hope you will not object to me contacting you about this again and indeed, I hope you will be appreciative that I do so because its urgency to me is not the same as to you, and as I will be 85 in a few weeks I do not think it offends prudence that I seek a resolution in this matter. 

Lexus Birmingham

4 Wing Foot Way

Fort Dunlop

Erdington

Birmingham B24 9HF

FAO: David Barnhurt, Service Manager

20 FEB 2008
Dear Mr Barnhurst,

With regard to the dispute between us I thank you for your kind attention to my concerns and your reduction of the bill to £500. This settlement figure is acceptable to me and upon its implementation I will regard this matter as being closed. 




Yours sincerely,

Pp. John Bryant 

Birmingham Trading Standards

155-157 Corporation Street

Birmingham 

B4 6PH

26 JAN 08

Re:   
Lexus Birmingham, 4 Wing Foot Way


Fort Dunlop, 
Erdington, Birmingham B24 9HF

Dear Sirs


With reference to my phone call on 24 JAN, regarding my issue with Lexus Birmingham (address above), I hereby authorise you to act on my behalf in this matter.



Please find enclosed copies of all correspondence relating to my complaint with Lexus, and also copies of correspondence with Barclay Card. (I believed I had stopped the payment from BarclayCard but it transpires that the payment had already gone through). 


I will be most grateful for any interventions you can make on my behalf.

Yours sincerely,

Financial Ombudsman Service

South Quay Plaza

183 Marsh Wall

LONDON E14 9SR

FAO:  Prima   (pp Helen Giles)
Re Your Ref: 7475190/HG/CCJC

(Dispute re: Penalty Charges of £3634 plus CHAPs transfer fee £35, Total: £3639)

11 JAN 2008

Dear Prima,


Thank you for speaking to me on the telephone on Wednesday the 9th. 



Further to the matter we briefly discussed, I am forwarding to you all the documents relating to my dispute with Northern Rock, including a copy of a letter I am sending today. 


I would be most grateful for any interventions your office can make on my behalf. 


Yours sincerely, 
Northern Rock plc

Prudhoe Building

Northern Rock House

Newcastle upon Tyne

NE3 4PL

ATTN: Janis Robinson

Your Ref:   
JSR/ 52204L-07494   28 Dec 2007
11 JAN 2008

Dear M.Robinson 


Thank you for responding in writing to me on the 28th of December.


With regard to the issue to hand I would be grateful to receive your company’s deliberations at your earliest convenience, taking into account the following points: 

As the record shows, the officer at Northern Rock’s Birmingham office (Mr. Yousef Mohahmed), received my cheque for £414,303.88 on the afternoon of 19th of September 2007, and he and I notarised the paperwork pursuant to the matter of reinstating my funds in your bank per the offer he (and the rest of the staff) had made known to me, namely that Northern Rock were promising full reimbursement for investment funds repatriated into the bank ON OR BEFORE 5 OCTOBER. 


You say that there ‘may have been some confusion regarding reinvesting before 5 October 2007’ but ‘this was clarified to you at the branch.’  This is totally incorrect. No subsequent clarification was forthcoming from the branch regarding that offer. In fact the staff at Birmingham were visibly shocked and bewildered when I called in on the 29th, to tell them the news that my cheque had been returned to me and that the offer had not been honoured. In point of fact it was I who was bringing clarification of the situation to them, not them to me. 

Finally I note that your letter quotes assurances made by your Chief Executive Officer including the guarantee for ‘All accounts existing at midnight on Wednesday 19 September 2007.’  Please be aware that my cheque and signed application was in your possession at that point in time (midnight on Wednesday 19 September 2007), and remained so until 28 September, as the record shows. 
Yours sincerely,

Financial Ombudsman Service

South Quay Plaza

183 Marsh Wall

LONDON E14 9SR

FAO:  Helen Giles
13 DEC 2007

Re Your Ref: 7475190/HG/CCJC

(Dispute re: Penalty Charges of £3634 plus CHAPs transfer fee £35, Total: £3639)

Dear Helen,


Thank you for you letter of 5 DEC 2007. However, I note that you say that the correspondence ‘does not include a final response from Northern Rock’? 

I don’t believe this is so. If you will be kind enough to read again Northern Rocks’ letter (enclosed herewith), I am sure you will see that it leaves no element of discussion about the matter ( ‘I am sorry we are unable to action your request…etc’). As far as I can see it is a declaration of their position which is final. 


I enclose again my letter to you which bears upon the pertinent facts of my case, and includes information of value to you in your interventions on my behalf, for which I am most grateful. 


I look forward to hearing from you, 

Yours sincerely, 

Northern Rock plc

Prudhoe Building

Northern Rock House

Newcastle upon Tyne

NE3 4PL

Your Refs:   
RH   52204L-07494   28 Sep 2007


JSR/ 52204L-07494   19 Nov 2007


(Re: Penalty Charges of £3634 plus CHAPs transfer fee £35, Total: £3639)
13 DEC 2007

Dear Sirs,


Pursuant and further to the above references I write to tell you that I am in touch with the Financial Ombudsman Service regarding the serious issue outlined below and I write now to inform you of what I have reported to them:


Specifically, that Northern Rock are reneging on a clear offer made to me, namely that I would be FULLY REIMBURSED if all the funds I withdrew from them were returned on or before 5 OCTOBER 2007. 

To assist you I render here the background facts: 
I closed my account with Northern Rock on 3 SEP 2007 but when I occasioned to visit the bank on 19 SEP 2007, I was warmly welcomed by three members of the counter staff who informed me most earnestly that Northern Rock were offering former customers like me a full reimbursement if their funds were repatriated to the penny into the bank ON OR BEFORE 5 OCTOBER. I therefore came back later that same day with a cheque for £413,303.88 to do just that. I was invited behind the counter into the office of the Personal Banker (Mr Yousef Mohahmed) who made out the application forms for Northern Rock Head Office pursuant to the bank’s offer.

The staff had obviously been instructed to publicise such an offer to encourage disaffected customers to return to the bank. I can only surmise that the management later reconsidered and withdrew it. However, it was during the currency of the bank’s invitation that I deposited substantial monies into the Northern Rock bank, a deposit made solely under the auspices of banking policy in force on 19 SEP 2007, not any subsequent revision to it. 



I look forward to hearing from you.


Yours,

Barclaycard

Barclaycard House

PO Box 5592

Northampton NN4 1ZY

FAO: Binish Khan, 
Customer Services


Account Number
: 4929 4249 6262 5002


Merchant

: SYTNER HOLDINGS T/A


Amount 

: £1,200.67   

13 DEC 2007

Dear Sir,


Thank you for your response of 27 NOV 2007. I regret the form you sent does not appear to adequately cater for my case, which is not in the category of ‘Goods not received’ nor ‘Services not received’, rather that services supplied were grossly unsatisfactory. 


I am in dispute with the company concerned regarding charges made pursuant to faulty advice and unprofessional recommendations. (I will be happy to pass you copies of the correspondence that has passed between us if this is appropriate). 


In the meantime I would be grateful if you could maintain a block on this payment until I can reach an amicable settlement with them in this matter, which I am hopeful of doing.  


Yours sincerely,
Lexus Birmingham

4 Wing Foot Way

Fort Dunlop

Erdington

Birmingham B24 9HF

FAO: David Barnhurt, Service Manager

12 DEC 2007

Dear Mr Barnhurst,

I thank you for attending to my letter of 28 NOV 2007. However your reply does not address the core issue of my complaint:


The battery check performed by your service department on 12 NOV was in gross error. I say this because the battery was already faulty at that stage, which is why I had come to you asking for a replacement. Subsequent events proved this to be the case. 

But then you made an alternative diagnosis and yes, your engineer lifted the bonnet and pointed out parts to me while making a plausible case for a course of action which would solve the problem. The crux of the matter is that had your alternative theory worked and cured the problem then, expensive as it was, I would not have quibbled about it. It did NOT cure the problem because as we both now know, the battery (which was still under guarantee) was the core fault. 

I am sure your service department normally has a high standard of expertise and that the my experience is a departure from the norm but the fact is, you have rendered a large bill on the basis of faulty advice and recommendations and I do not feel disposed to bear the full responsibility for this unprofessional standard of service. In my letter I mentioned the possibility of an ‘amicable arrangement’ which I see you ignored. I have to tell that in the circumstances, I feel as if I have been ‘talked into’ an expensive repair instead of a free battery, and I do not see how we can move forward on this if you maintain, as you appear to be, that this is business as usual, and I should pay up and shut up.

One further detail should be understood: The car was not used between visits to your workshop (apart from transit to and from). A review of your mileage data will confirm this. 

Yours sincerely,

Financial Ombudsman Service

South Quay Plaza

183 Marsh Wall

LONDON E14 9SR

30 NOV 2007

Re Your Ref: 7475190/HG/CCJC


Dear Sirs,


I enclose a copy of Northern Rock’s reply in response to your intervention. You can see that it reiterates their position regarding a window of account closure dates (13 to 19 SEP) which is not germinal to my complaint. My complaint devolves about assurances given to me that have since proven to be false and the fact that the circumstances in which the assurances were given can only described as some sort of corporate swindle, or at the very least, practices beyond the bounds of banking ethics.

To put it in a nutshell, Northern Rock are reneging on a clear offer made to me, namely that I would be FULLY REIMBURSED if all the funds I withdrew from them were returned on or before 5 OCTOBER 2007. Please be aware that it is this date, the 5 OCT, which pertains to my case, not the dates mentioned in the Northern Rock reply. 

To assist you I render here the background facts supporting my complaint: 
I closed my account with Northern Rock on 3 SEP 2007 but when I occasioned to visit the bank on 19 SEP 2007, I was warmly welcomed by three members of the counter staff who informed me most earnestly that Northern Rock were offering former customers like me a full reimbursement if their funds were repatriated to the penny into the bank ON OR BEFORE 5 OCTOBER. I therefore came back later that same day with a cheque for £413,303.88 to do just that. I was invited behind the counter into the office of the Personal Banker (Mr Yousef Mohahmed) who made out the application forms for Northern Rock Head Office pursuant to the bank’s offer.

The staff had obviously been instructed to publicise such an offer to encourage disaffected customers to return to the bank. I can only surmise that the management later reconsidered and withdrew it. However, it was during the currency of the bank’s invitation that I deposited substantial monies into the Northern Rock bank, a deposit made solely under the auspices of banking policy in force on 19 SEP 2007, not any subsequent revision to it. 

At the moment I feel I have been duped by the management of Northern Rock; To my detriment they have rescinded the promise made to me as outlined above. Probably many others feel the same way.


I thank you for your interventions and look forward to hearing from you.


Yours,
M J L Bryant

Lexus Birmingham

4 Wing Foot Way

Fort Dunlop
Erdington

Birmingham B24 9HF
FAO: Customer Services Manager
28 NOVEMBER 2007
Dear Sirs,


It is with regret that I write to you today to establish the circumstances which have led me to revoke a credit card payment to your company. To this end allow me to record the following facts which you will no doubt wish to independently verify:


I purchased a battery from you for my Lexus car in November 2005 and this performed eminently until about one month ago, whereupon my car would not start in the morning. I recharged the battery using an overnight trickle charge and this recovered the situation for about three weeks until once again, the car would not start. At this point I realised the battery was not holding the charge and decided that I would have to replace it. I called your company with the intention of purchasing a replacement but after checking the records, the clerk told me that the battery I purchased from you was still covered with a three year guarantee. If I would drive over to your workshop, an engineer would check it, and the car’s charging system, and replace the battery FOC if required. 

Accordingly I drove to your depot and waited while your engineers examined the vehicle. To my surprise it was reported back to me that the battery was ‘perfectly all right  and charging normally!’. The engineer had diagnosed that the battery was not the cause of the problem but that it was the alternator which was malfunctioning due to oil contamination from a leaking power steering pump located above it. The recommended fix to the problem was therefore not to replace the battery but to replace the alternator and the power steering pump. ‘How much will this cost ‘I asked. - £1,200 sir.
Yes, you did hear me correct, One thousand Two Hundred British Pounds.


After considering the options and with some reluctance, I eventually agreed to the repair, as according to what I had been told there appeared to be no other way to rectify the problem. Accordingly, it was duly arranged that you would collect the car from my home on Thursday 22 November to effect repairs and this is what happened. 












Cont/

Lexus Birmingham /Cont -



The next day, Friday 23 November, your company telephoned me to say that my car was repaired and would be delivered shortly. I waited awhile for the car to be repatriated into my stewardship but instead the phone rang again and your clerk explained: ’Sorry for the delay, but it won’t start – the battery is flat!’ Finally, some time later, another call from your company told me that you had found ‘a faulty cell in the battery’ and it would have to be replaced.(!!) 


Via this expensive comedy of errors we had come full circle, back to replacing the battery under guarantee. Only now I owed you £1,200. For what?


You have certainly done work on my car, but the work you carried out turned out to be grossly misdirected and of no value in solving the primary problem. In fact, it would seem that expensive parts were needlessly replaced in pursuit of a totally erroneous diagnosis by yourselves. The car did not need a new alternator and steering pump, it needed a new battery. The battery was under guarantee and therefore its replacement should have cost nothing. 

In the light of these facts I feel within my rights to withdraw payment as I have done, and payment will remain withheld until such time as we reach some amicable arrangement in this matter. If, on the other hand, you are of the opinion that your company has acted correctly, then you can ignore this letter and I will investigate further the full extent of my statutory rights in this regard. 

Yours faithfully,

John Bryant

It was peripheral, non-essential and only served to prove that your initial diagnosis was grossly ..
The car, a Lexus, has had very low usage (just 2000 miles a year), a fact which was the focus of some discussion as to whether there wa insufficient usage to keep the battery charged(?)  

Megan Adams

I remonstrated then that this was precisely what I had come to you about in the first place.

Financial Ombudsman Service

South Quay Plaza

183 Marsh Wall

LONDON E14 9SR

Lexus Birmingham

4 Wing Foot Way

Fort Dunlop

Erdington

Birmingham B24 9HF

FAO: Customer Services Manager

Barclaycard

Barclaycard House

PO Box 5592

Northampton NN4 1ZY

0800 9177277

Northern Rock plc

Prudhoe Building

Northern Rock House

Newcastle upon Tyne

NE3 4PL

Birmingham Trading Standards

155-157 Corporation Street

B4 6PH

Councillor Len Gregory

Cabinet Member for Transportation and Street Services

The Council House

Victoria Square

BIRMINGHAM B1 1BB 

Ms Alison Harwood

Head of Operations, Bereavement Services and Divisional Systems

Manor House

40 Moat Lane

Digbeth

BIRMINGHAM B5 5BD
British Gas

Central Recoveries

PO Box 52

Hattersley

Hyde,  Ches SK14 3PQ

13 NOV 2008

Dear Sirs, 


Further to the dialogues today between your operators (in particular Joanne Blackburn) and my pastor David Scott-Morgan, I enclose a copy of the document requested and set out the substance of this matter:



I confirm that I left 346 Tessall Lane in December 2006 and you may confirm that I telephoned you that same week with the meter readings and to arrange gas and electricity supply at my new address, 11 Brookside. Today, you made the statement by way of explanation, that the account was ‘not closed’ but I have to say this is a most disingenuous application of English in view of not only the telephone call with meter readings, but also the fact that I was in relationship with you right up until 29 February this year, when I moved my supply to another supplier! You obviously knew I was domiciled at 11 Brookside because you were in communication with me all that time. 



But what has caused me so much distress in this matter (to the point my health has suffered) has been the verbal intimidations from the collection agents, Buchanan Clark and Wells, who you have seen fit to set upon me. Their unsavoury conduct was not limited to myself only, but was also meted out to my former landlord who was kind enough to call on my behalf to try and explain. He was treated to a verbal drenching as well! All this was so upsetting to me that I was simply unable to speak with them again over the telephone. You have your own reasons for employing such people, but I want you to understand that you will not be able to claim in the future that you do not know about it.


I look forward to receiving your considerations and your assurance that the bills attributed to me (which aggregate £1469.82) are in the first instance, misdirected. Also, please be kind enough to render acknowledgement that you are in receipt of the documents enclosed. 
Yours sincerely,

Mrs. P Oosthuizen
Buchanan Clear Wells

BCW House

24 George Street

Glasgow G2 1EG

0141-221 3535

TO BE SIGNED FOR


15 OCT 2008

Dear Sirs,

I am disgusted and dismayed by the character of your telephone threats as well as by your varied demands for money I do not owe. 

I write now to assert most strenuously that my accounts are up to date; I do not owe British Gas one brown penny, let alone the £800+ you are claiming; I have not lived at the property in question since December 2006; and that the manner of your communications represent unlawful intimidations against me. In fact the charade with this fictitious bill has caused me physical pain and greatly aggravated my well being. 


I have particularly been upset by your stonewalling of all proofs sent to you; so much so that I have decided now to communicate the body of evidence in this matter directly to British Gas including the record of your telephone threats. 
Frankly I am amazed that a company which bears the name British has commissioned an agency like yours, which can brandish legalism while conducting the methodologies of organised crime against people like myself, and I dread to think what torments you are causing to other widowers or elderly folk who are receiving this kind of coercion. 

I am also informed that there may be a data protection issue at the root of your incorrect allegations and that I should authorise investigations into that matter also. 

I now formally request that you expeditiously let me have a clear confirmation that the matter of this fictitious debt against me is entirely closed. 

Yours, 

Mrs. P Oosthuizen
Schedule of related Docs and transcripts: 

01 DEC 06   
Shorthold Tenancy agreement ended (346 Tessall Lane)




Notice to Quit from Landlord dated 1/10/06

Payment Instrument:   (Payments made on British Gas fixed payment schedule)

SecureHomes PO Box 12896, Shirley, Solihull B90 9AL.  Tel 0121 693 9102

Now Money Way (MW) 1 Arleston Way, Solihill B90 4LH, Tel 0121 693 9102

Ref:  00 06327:  

Mthly Budget   British Gas Home    Payee Reference  850007380156   
Amount 15.50 

Mthly Budget   British Gas 

Payee Reference  850006768584
Amount 25.50

BCW 
29 SEP 08 
Ref:  B8273867 
‘Formal Demand’ £844.86


01 OCT 08   
Telephone 


02 OCT 08   
Tenancy agreement sent as requested (recorded).

BCW 
04 OCT 08 
Ref:  B8273867 
‘Final Notice’  £844.86

BCW 
07 OCT 08 
Ref:  B8323631
‘Formal Demand’ £624.96

BCW 
07 OCT 08 
Ref:  B8273867 
Letter from David Smith referring to client


09 OCT 08
Telephone Mr Lea.  


09 OCT 08
Telephone Russell.  Aggressive


09 OCT 08
Mr Miah calls (Landlord), similar response. 

MW
10 OCT 08
Letter - Schedule of DD + cheque payments to B Gas.

BCW 
10 OCT 08 
Ref:  B8273867 
‘Principal Sum’ £844.86 Contact request.


15 OCT 08 
Letter to BCW

BCW    24 OCT 08     2 Letters (1 for each account?) – Acknowledge? + ‘account on hold’

BCW    05 NOV 08     2 Letters (1 for each account?). Std letter as before.


12 NOV 08      Mr Scott-Morgan calls British Gas to establish their facts.


13 NOV 08      Letter to British Gas with copies of foregoing.

References:

BCW Ref:   

B8323631  £624.96

BCW Ref:  

B8273867  £844.86

Property 

346 Tessall Lane B31 5EN

Landlord

Mr Z Miah, 19 The Croft, Henley in Arden  B95 5DY

	Kwik-Fit (GB) Limited

Freepost EH763,  Broxburn

West Lothian EH52 5BR 
Attention: Customer Services Manager
	


26 NOV 2009


Dear Sirs,


It is with much dismay that I commit to paper a record of my current dealings with your repair depot at Groveley Lane, Longbridge, Birmingham. 

On November 13, I brought my car, a Volvo V70 estate, to your Longbridge depot, asking for the front brakes to be checked. Your engineer Tom inspected the vehicle and told me that along with pads and disks the left and right front calipers also needed replacing. In addition to this, he told me the rear disks and pads were also in need of replacement. I asked how much all this would cost in total and he told me ‘around £500’, but ‘we will get you a price and call you first.’ I told him: ‘Okay, do the fronts only because I can afford to pay for that’ (prior to this visit, Kwik Fit had quoted me a price of £170 for front disks and pads and I had a total of £300 put aside as a budget for the brakes).  That was the verbal agreement made about 10:30 that day. 

Tom called me that afternoon and told me the total cost would be £630. I told him in that case I could not afford to have all the work done straight away and reaffirmed my instruction to proceed with the fronts only. 

He replied ‘He’s done it already!’ (the ‘He’ presumably being a worker operating under his tutelage). I was flabbergasted – ‘You’re kidding?’ I said. 
‘No, I’m not. The car’s done. It’s here ready for you!’  ….(!!)  I told him that there was no way I could afford to pay for all that work and reminded him that was not what had been agreed between us.


The upshot of this disgraceful presumption on the part of your company is that my vehicle has been incarcerated in a compound awaiting my full payment since that date. I have made proposals to collect the vehicle against a phased payment schedule but these have been dismissed out of hand. I work in the music industry as a performer and teacher and you will no doubt understand that the lack of a vehicle has proved some considerably inconvenience to me. 

I feel I have been held up to ransom for work that I did not sanction or authorise and that no measure of misapplication of excuse can obscure the fact that KwikFit Longbridge have made business out of me against my expressed intention and wishes. 

I can tell you now that by the second week of December I will have assembled the sum required to recover my vehicle and I will then do just that but I am writing now to aquaint you with this unseemly matter and to discover if the circumstances and business practice characterised in the record above (which you can check for yourself) accords with, and is representative of, KwikFit company policy? 

I look forward to receiving your reply before seeking redress before other agencies. 

Yours frustratedly,  


TYRONE BISHOP 

rs oif the poyjher sof and will make all the 
motorists and friends aware of this underhand business practice that is 
has  

I am writing to you to ascertain if this business practise is a policy of your compnay and if not, to tell you 

This is business by presumption and stealth 
You will not be surprised to learn that he was not disposed to me picking up the car and payi g the balance obevr a period of weeks. 


I do this most respectfully for your adjudication and benefit so that other customers to draw attention to a policy of 
Maybe your agent Tom acted in accordance with Kwik Fit company policy in creating a proxy 
to force an iussue in this manner.
I wish to ascertain if is it your company policy to force an issue in this manner. 
the business model employed which practices of best practice 

force trade against a customers’ declared 

I trading standards


Suffice to say Tom hiumself had not done it but somebody had. 

there was just a hint of sedition on the remark as if Tom was not in complete control of his workers 

not be seeking the assistance of the Kwik Fit company in any future maintenance transactions and in the absence of some 


Joanne Barber

6 Church Road

Curdworth

Sutton Coldfield

B76 9EY
Sukky Choongh

9 Tewkesbury Close
LONDON N15 6SJ

4 JULY 2009
Re:  5 Poole Road, LONDON E9 7AE

Dear Sukky,


I thank you for your email of 25 June 2009 and would respectfully call your attention to the following material points which I believe, are reported incorrectly:



No doubt over the intervening period, the memory is not so reliable, but I am sure you can recall the circumstances not long after I moved in on 21 December 2007, which caused you to instruct me to dispose of both the free-standing TV aerial and the telephone hub unit. (This occurred around the time your friend with experience of BT protocols had successfully made the broadband connection). You will recall some effort was expended to make both of these items serviceable, but both were finally declared inoperative and beyond repair. It was at this juncture that you instructed me to junk them. I can assure you that were it not so, I would never have disposed of them without your specific instruction, as these things were clearly not my property. 



Without wishing to impart any issue of relevance to the above, I think we can both agree that throughout the 18 months of my residence at Poole Road there was never a TV service at all, a fact which the TV Licensing Authority confirmed by on site inspection in 2008. 


Regarding the condition of the other two items you mention, I must respectfully make mention of the fact that both the toilet brush holder and the kitchen bin lid are of corrodible metal finish (stainless or chrome) and their deterioration is not the result of inadequate maintenance but is rather due to the inadequate ventilation which characterises the premises at Poole Road. You will doubtless recall our discussions on this topic and I do want to assert again that in my opinion, the premises are under-ventilated. This condition obviously becomes more apparent when under occupancy, the condensation formed by human habitation (washing and bathing etc) is further exacerbated by poor air circulation. This is the result of an inadequate and, I dare say illegal, level of ventilation. I hasten to add I wish to take no advantage from that shortcoming but equally, I am not obliged to be penalised for it. 


I do believe the above facts invalidate the claim you are making for £164.34. I do remain open to independent audit of the above facts.

Yours sincerely,  

Miss Joanne Barber

The fear of ignoring these letters is an adverse credit rating.

Contact rating agencies such as Experian, Equifax and Callcredit and tell them about the error. You have the legal right to put a notice of correction against the entry.

If you receive threatening phone calls after you have informed the collectors of the mistaken identity, tell your local trading standards - harassment is an offence.

Write - never phone - to the company threatening you. And keep a copy. For however threatening the letters, and however much they ignore your protestations, bailiffs cannot seize property for debt without firstly a county court judgment and then further legal action.

The bailiff has to prove the debt is personally owed by you, as opposed to another person with your name. If it goes this far, you may be asked to complete and return a Defence and Counterclaim.

At this stage, you should highlight the evidence as to why the debt is not yours. In such proceedings it is not normally necessary to instruct a solicitor, and even if you do, you should win your costs against the other side.

The more things you ask them to do, the less time they have to chase you. So get writing. And remind them that you have noted that you believe that they are in breach of the Data Protecton Act section 3 [1] [5] [that is to do with you not have given your permision for them to process your info]
after your conversation with Scotcall.
Keep a record of the date you contacted Scotcall by phone so if needs be, you can send them an S.A.R - (Subject Access Request) to get the full details of who instructed them 
and when.

SUBJECT ACCESS REQUEST

If you want to know whether information is held about you and if so what, you will need to write to the person or organisation you believe holds the information. This is known as a “subject access request”. You should ask for a copy of all the information held about you to which the Act applies. If you are not sure who to write to within an organisation, address it to the Company Secretary



Dear Sir or Madam
[Your full name and address together with any other details to assist in identifying you and the information you require]
Please send me the information which I am entitled to under section 7(1) of the Data Protection Act 1998 [in relation to [give details if it is specific information you require]].
[Please would you also advise me of the logic involved in any automated decisions taken by you about me pursuant to section 7(1) (d) of the Data Protection Act 1998.]
If you need further information from me, or a fee, please let me know as soon as possible. If you do not normally handle these requests for your organisation, please pass this letter to your Data Protection Officer or another appropriate officer.
Yours faithfully
Signature
HOW CAN I OBTAIN A COPY OF MY CREDIT FILE?
Credit reference agencies provide lenders with a range of information about potential borrowers, which lenders use to make lending decisions. The information shared may include information about the individual’s previous credit history. If you are asking for information from a credit reference agency the agency will only send you details about your financial situation, unless you specifically say that you want any other information such as that referred to in the example letter. In order to obtain a copy of the information which relates to your financial standing (i.e. your credit file), you should write to the three main credit reference agencies. These are:

Equifax Plc
Credit File Advice Centre
P.O.Box 1140
Bradford
BD1 5US

Call Credit Plc
Consumer Services Team
One Park Lane
Leeds
LS3 1EP
Experian Ltd 
Consumer Help Service
P.O.Box 8000
Nottingham 
NG1 5GX
You should send:– 

A fee of £2, your full name & address including postcode, any other address you have lived at for the last 6 years and details of any other names you have used or been known by in that time.

Unless the agencies require any further information to locate your file, they have 7 working days from the receipt of your letter in which to provide you with a copy of your file.

RESPONDING TO YOUR ‘REQUEST’ – WHERE DATA CONTROLLERS ARE NOT CREDIT REFERENCE AGENCIES
The data controller is obliged to reply promptly and, in any event, within 40 days, provided that you have paid any necessary fee.  If a data controller reasonably requires additional information to deal with the subject access request, provided the data controller tells the data subject what he requires the data controller does not have to deal with the request until this additional information has been received.

The 40 day time limit is calculated from the day on which the data controller has both the required fee and the necessary information to confirm the identity of the data subject and to locate the data. 

There are different periods for requests for copies of credit files (7 days) and for school pupil records (15 school days). 

HOW MUCH DOES IT  COST TO OBTAIN THE INFORMATION? 

Data controllers may charge a fee of up to £10 (£2 if it is a request for limited information from a credit reference agency). 

There are special rules that apply to fees for access to manual health records (where the maximum fee is currently £50) and education records (where there is a sliding scale ranging from £1 to £50 depending upon the number of pages to be provided).

Further details may be obtained from the Commissioner’s website under the heading

Your Information Rights    www.informationcommissioner.gov.uk
or by calling the Commissioner’s Office on 01625 545 745. 

IF I REQUIRE AN EXPLANATION AS TO HOW ANY AUTOMATED DECISIONS HAVE BEEN MADE, WHAT MUST I DO?
Unless you specifically ask to be given an explanation as to how any automated decisions about you have been made, the data controller is not obliged to provide such information. 

If you do specifically include a request for such information in your request then the data controller must provide it within the single £10 fee. If you do not, then the data controller is entitled to charge a separate fee of no more than £10 for the separate provision of such information. 

WHAT WILL BE SENT TO ME?
You are entitled to be told IF any personal data are held about you AND, if so:

•to be given a description of the data;

•to be told for what purposes the data are processed; and 

•to be told the recipients or the classes of recipients to whom the data may have been disclosed.

This information should include what sort of data are held, the purposes for which the data are processed and the type of organisation or people to whom the data may be disclosed.


You are also entitled:

•to be given a copy of the information with any unintelligible terms explained;

•to be given any information available to the data controller about the source of the data;

•to be given an explanation as to how any automated decisions taken about you have been made; and

•if you have specifically requested it, the logic involved in any automated decisions. The data controller has an obligation to provide the information in permanent form. This means that the information may be sent as a computer print out, in a letter or on a form unless the supply of such a copy is not possible, would involve disproportionate effort, or you agree otherwise.  It will be a question of fact in each case as to whether the supply of information in permanent form amounts to “disproportionate effort”. 

IS THE DATA CONTROLLER ENTITLED TO WITHHOLD ANY INFORMATION?
There are circumstances where a data controller may find that, in complying with a subject access request, information will be disclosed relating to an individual other than a data subject. Unless that individual consents to the disclosure of the information or it is reasonable in all the circumstances to comply with the request without the consent of the other individual, the data controller is entitled to withhold the information from the data subject.  There are other circumstances in which a data controller may withhold information from a data subject which are set out in the Act, details of which may be found under the heading “your information rights” of the Commissioner’s website www.informationcommissioner.gov.uk or in the Legal Guidance which is also available on the website. These publications are also available from the Commissioner’s Office. 

WHAT CAN I DO IF THE DATA CONTROLLER DOES NOT COMPLY WITH MY SUBJECT ACCESS REQUEST?
If the data controller fails to respond to your request within 40 days, or fails to respond to your satisfaction, and you have sent all the information required to the data controller to enable him to deal with your request, including the fee, you should send the data controller a reminder by recorded delivery, keeping a copy of your letter. If you still do not receive a reply fairly quickly or if you think that the information you receive is wrong or incomplete you may:  
•ask the Commissioner to carry out an assessment as to whether it is likely or unlikely that the data controller is processing your personal data in compliance with the terms of the Act;

•pursue the matter yourself through the court. For information as to how to do  this please refer to the leaflet called “Taking a case to court”.
An assessment will inform you as to whether the matters that concern you are likely to involve a breach of the Act and may help you in making a decision as to whether to take legal action against a data controller under

the Act. However, an assessment from the Commissioner is not necessary to take a case to court. 

WHAT ORDERS CAN THE COURT MAKE?
If a court is satisfied that a data controller has failed to comply with a subject access request contrary to the provisions of the Act, the court may order him to comply with such a request. The court also has the power to award compensation.  Please refer to the leaflet called “Claiming compensation”.
For further information please refer to  the Commissioner’s website

www.informationcommissioner.gov.uk  or contact the Commissioner’s Office on 01625 545745.

Citizens Advice
Myddleton House

115-123 Pentonville Road

London

N1 9LZ

T: 020 7833 2181

W: www.citizensadvice.org.uk

W: www.adviceguide.org.uk


Court Service
T: 020 7210 2266

W: www.courtservice.gov.uk


The Department for Constitutional
Affairs
W: www.dca.gov.uk

Legal Services Commission
T: 020 7759 0000

W: www.legalservices.gov.uk

M.J.L.Bryant 

40 St.Agnes Road

Kings Heath 

BIRMINGHAM B13 9PN

cc. Miss Downey

Chairman Medical Staff Committee

The Priory Hospital

BNI Healthcare Collection

10 Eden Place

Cheadle 

Cheshire SK8 1AT

Mr. J Sharp
Executive Director
The Priory Hospital

Priory Road

Birmingham B5 7UG

M.J.L.Bryant 

Moundsley Hall Nursing Home

16 Buckingham House
Kings Norton 

BIRMINGHAM B38 0BL







