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Payment Protection Insurance 
reclaimed 

 
A Mansfield CAB client had been advised in a gateway interview that he may have been miss-sold 
Payment Protection Insurance at the time he opened a Debenhams store card.  He was referred 
to the bureau debt surgery. 

 
During his appointment, the adviser discovered that the client was incapacitated at the time 
he agreed to take out the insurance and therefore would not benefit from the 
protection insurance offered. Mansfield CAB advised the client 
to cancel the insurance and agreed to write a letter of 
complaint to the providers of the policy on the client’s behalf. 
 
This was passed onto Santander complaints 
department who requested proof of the client’s National 
Insurance contributions for the period of 2001/2002, 
to prove that he was not employed at the time 
of agreeing to the insurance.  After confirmation 
from the client to proceed, Mansfield CAB forwarded the 
requested information.    
 
Santander advised that as this was a ‘bread winner’s’ policy, the benefits would pass to 
the client’s partner.  The letter also advised that the investigation was complete. Mansfield 
CAB contacted Santander to advise that the client was single and that there was no partner 
to whom the benefit could be passed onto. 
 
As a result of this, Santander have now agreed that the Personal Protection Insurance was 

miss-sold and that they will refund all premiums plus interest together with a loss of cash payment, 
totalling £8,096.47.  This will clear the client’s 
outstanding balance on his Debenhams account and 
leave enough to clear the client’s non priority credit. 
The bureau and the client were very happy with the 
outcome. 




