Challengeyour.com - Terms and Conditions
1.
Definitions
1.1 “Administration Charge” means such costs incurred in processing, preparation and submission of the Client’s claim
(including without limitation any charges payable to the Third Party whether under the Data Protection Act 1998 or otherwise in
order to obtain details relating to the Client’s claim for Compensation) incurred by the Company until the time that the Client’s
written notice of termination is received by the Company.
1.2 “Benefit” means all non-monetary benefits in whatever form including without limitation all benefits that will arise from
any waiver, cancellation, reduction, saving, deduction or rescheduling of any outstanding or future loan or interest payments,
credit repayments, premiums, charges or other interest or administrative payments (or any offsetting or relief against the
same) or any other saving, inducement, discount or rebate offered in relation to any other products or services offered by a
Third Party or persons connected to the Third Party.
1.3 “Client” means the client of the Company and where the same are two or more persons the obligations on the part of
the Client are joint and several.
1.4 “Compensation” means the total monies and the full value of Benefits (as defined above) offered by the Third Party
whether as compensation, as a gesture of goodwill or otherwise arising from any claim made by the Company on behalf of the
Client for (a) mis-sold payment protection insurance and/or (b) penalty charges on credit card accounts and/or (c) unenforceability of a regulated agreement under the Consumer Credit Act and/or (d) other complaints. Where such an offer is revised on
appeal, then the higher amount shall be used in order to calculate the amount of the Compensation.
1.5 “Company” means Challenge Your Charges Limited (Company Number: 6120001) trading as Challengeyour.com.
1.6 “Contract” means the contract between the Company and the Client for the provision of the Services, comprising the
signed letter of engagement/authority form and these terms and conditions.
1.7 “PPI” means a Payment Protection Insurance policy or similar loan protection scheme including without limitation
schemes covering eventualities such as accident, sickness, redundancy and/or unemployment.
1.8 “Services” means all or any of the services as specified in the Contract.
1.9 “Service Charges” means the charges payable by the Client set out in the Contract.
1.10 “Third Party” means any bank, person, firm or company that imposed bank or credit card charges on the Client and/or
sold or marketed to the Client a PPI.
1.11 “VAT” means value added tax at the then prevailing rate.
2.
Duration.
The Contract shall commence on the date on which the Client’s signed letter of engagement/authority form has been received
by the Company and unless terminated earlier as provided below shall continue until:
2.1 Compensation is recovered for the Client by the Company and the Service Charges or the Administration Charges (as
applicable) are paid by the Client; or
2.2 The Company advises the Client in writing that it is unable to recover Compensation; or
2.3 The Company exercises its right not to pursue a claim for Compensation but this is without prejudice to any rights the
Client may have to make a claim.
3.
Services
The Company agrees with the Client and the Client agrees with the Company:
3.1 That it will use its reasonable endeavours to pursue an application for Compensation from the Third Party on behalf of
the Client (“the Client’s claim”) where the Company believes that it is reasonable to do so, having regard to the merits and the
value of the Client’s claim;
3.2 To notify the Client promptly and in writing if it decides that it will not pursue an application for Compensation;
3.3 To use reasonable endeavours to keep the Client informed of the progress of the Client’s claim;
3.4 That it will not seek to recover the Service Charges should the application to the Third Party for Compensation prove
unsuccessful, unless this is due to an act or omission on the part of the Client;
3.5 To act in the best interests of the Client at all times;
3.6 To promptly pay any Compensation received by the Company to the Client after deducting the Service Charges and
Administration Charge (if applicable);
3.7 To hold all Compensation monies received from a third party in a general client account that is separate from the main
bank account of the Company;
3.8 That the commencement of legal proceedings to recover Compensation is outside the scope of the Services unless the
Company elects otherwise.
4.
Charges
4.1 The liability for the Client to pay the Service Charges and Administration Charge (where applicable) and any other
charges that may be payable by the Client under the Contract is (where the Client is more than one person) joint and several.
This means that the Company can recover all of such charges from any person who is the Client.
5.
Debt Recovery
5.1 In the event the Company takes steps to recover any Service Charges and/or Administration Charges due and unpaid
by the Client to the Company, the Client shall pay to the Company the Company’s costs (including administrative costs) of
taking such steps plus VAT on those costs and in addition the Client undertakes that it will at all times be responsible for all
costs and expenses incurred by the Company, including but not limited to, Court fees, interest and administrative fees in
recovering from the Client any Service Charges and Administration Charge (where applicable) due and unpaid from the Client
to the Company.
5.2 All sums due from the Client which are not paid on the due date (without prejudice to the rights of the Company under
the Contract) shall bear interest from day to day at the rate of 4% per annum over the base lending rate of Barclays Bank plc
from time to time.
6.
General Obligations of the Client The Client agrees with the Company:
6.1 To provide promptly all such information as the Company may from time to time reasonably request;
6.2 To ensure that all information sent to the Company is true, accurate, not misleading and shall not contain any relevant
omissions;
6.3 To authorise the Company to act on its behalf to contact the Third Party or such other persons, firms or companies
as the Company considers necessary to perform the Services and to authorise the release of any such information as the
Company deems appropriate;
6.4 To authorise the Company on an exclusive basis to negotiate on the merits of the Client’s claim;
6.5 To deal with all correspondence from the Company promptly, including without limitation to return to the Company either
the Third Party’s acceptance form or a letter rejecting the Third Party’s offer as soon as reasonably practicable and in any
event within 28 days.
6.6 To accept these terms and conditions as binding on the Client and to be responsible to the Company for any breach by
the Client including the payment of the Service Charges and/or the Administration Charge (as applicable);
6.7 Not to appoint any other claims handling company or other person firm or company to provide the Services during the
term of the Contract without the prior written consent of the Company;
6.8 Not to pursue the claim during the term of the Contract personally and not to contact the Financial Ombudsman Service
in connection with the Client’s claim;
6.9 Not to contact or correspond or communicate with the Third Party without the consent of the Company, as this may
prejudice any ongoing negotiations;
6.10 To immediately send a copy to the Company of any correspondence it receives from the Third Party;
6.11 To promptly notify the Company of the full names of all joint policy holders and any further relevant information that the
Client has in its possession which the Company may request from time to time;
6.12 That it has not previously claimed or received compensation or an offer of compensation from the Third Party.
7.

Payment Obligations of the Client and the Company

7.1 The Client assigns to the Company all its rights in the Compensation and authorises the Company to collect on its
behalf any Compensation due from the Third Party.
7.2 The amount of the Service Charges payable by the Client to the Company is set out in the signed letter of engagement/
authority form relating to the Services. The Client agrees that it is liable to pay the Service Charges to the Company if the
Compensation is paid directly to the Client by the Third Party and the Company may deduct its Service Charges and any other
fees due to the Company under the Contract from any Compensation it receives on the Client’s behalf.
7.3 All Service Charges and Administration Charge (where applicable) and other fees payable by the Client to the Company
shall be paid by the Client within 7 days of the Company’s invoices for such charges or (if stated) by such later date stated in
the Company’s invoices.
7.4 When an offer for Compensation is obtained from the Third Party on behalf of the Client which in the reasonable opinion
of the Company is fair and reasonable having regard to the relevant circumstances and that offer is rejected by the Client then
the Company reserves the right to charge a fee equal to the amount of the Service Charge which would have been payable in
the event that the Client accepted that offer in line with the Company’s advice and Administration Charge.
7.5 The Client agrees to pay to the Company the Service Charge and is deemed to have irrevocably accepted an offer of
Compensation in cases where an offer of compensation, which in the reasonable opinion of the Company is fair and reasonable, has been sent either by the Company or the Third Party to the Client, and the Client has not within 28 days of receiving
such offer either returned to the Company, the Third Party’s acceptance form or a letter rejecting the Third Party’s offer.
8.
Performances
8.1 The Company will use all reasonable endeavours to perform the Services within a reasonable period from the date of
receipt of the letter of engagement/authority form signed by the Client. The Company cannot be held responsible for delays
due to circumstances beyond its control, such as delays caused by the Third Party or the Client. Reasonable delays in performance or delays due to circumstances beyond the Company’s control shall not entitle the Client to terminate the Contract.
The Company will return to the Client any bank statements supplied by the Client, provided that the Client provides a written
request together with an envelope that is addressed to the Client and stamped to a sufficient value to cover the cost of returning the statements. Otherwise, the Company will dispose of the paper copies securely. The accuracy of the system used to
analyse the paper bank statements may on occasion be impaired by the quality and/or condition of the statements and other
written information provided to the Company. The Company will use all reasonable endeavours to minimise any inaccuracies.
The Company shall accept liability only for any loss to the Client caused by such a material inaccuracy up to the amount of
any shortfall in Compensation that arises as a direct result of the material inaccuracy calculated by multiplying the shortfall in
the amount claimed as a result of the inaccuracy by the percentage of the amount claimed by the Company on behalf of the
Client that is recovered as Compensation, less the Service Charge that would have been payable on such Compensation.
9.
Liability
9.1 The Company’s liability in respect of the Services is to provide the same with reasonable skill and care. The Company
does not make any other promises or warranties about the Services. The Company shall not in any event be responsible to
verify the accuracy of the mathematical calculations set out in the statements provided to it, but merely to evaluate the merits
of the Client’s claim.
9.2 The liability of the Company to the Client in contract, tort (including negligence for breach of statutory duty) or otherwise
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howsoever under or in connection with the Contract shall be limited as follows:
9.3 For death or personal injury resulting from the Company’s negligence or fraud, no limit shall apply:
9.4 For any other loss or damage, liability is limited to losses that are a foreseeable consequence of the Company’s breach
of contract or tort and shall not, in any event, exceed the amount at which the Company (acting reasonably) values the Client’s
claim less the Service Charge that would have been payable.
9.5 Any claim by the Client for compensation for loss caused by the Company’s negligence or breach of contract must be
notified to the Company as soon as practicable after the damage is discovered.
10. Litigation
10.1 The Company shall have the right to commence legal proceedings on the Client’s behalf to pursue a claim for Compensation, subject to the provisions of this Condition 10.
10.2 Where the Company commences legal proceedings on the Client’s behalf to pursue a claim for Compensation, the
Client agrees to:
10.3 Comply with all reasonable requests of the Company and/or any legal representative appointed by the Company without
undue delay;
10.4 Permit the Company to have the conduct of the claim and to pursue the claim in such manner as the Company in its
absolute discretion thinks fit;
10.5 Disclose all relevant information and documentation as reasonably requested by the Company and/or its legal representative;
10.6 Instruct any legal representative appointed by the Company to provide all information relating to the claim to the Company, at the Company’s request;
10.7 Authorise any legal representative appointed by the Company to pay the Service Charges directly to the Company from
any Compensation recovered by the legal representative;
10.8 To pay the Service Charges to the Company if the Compensation is paid directly to the Client.
10.9 The Company agrees to be responsible for the costs of any legal proceedings that the Company commences on the
Client’s behalf, except that the Client shall be responsible for such costs and Administration Charge in any of the following
circumstances:
10.10 The Client misleads the Company and/or any legal representative appointed by the Company in any way or any information provided by the Client contains material omissions which would (if not omitted) have resulted in the legal representative
and/or the Company declining to accept the Client’s instructions;
10.11 The Client terminates the Contract during the course of the proceedings; or processing the Client’s claim.
10.12 The Client fails to provide the Company and/or the legal representative with information (including without limitation
witness statements) within a reasonable time from the time that such information is requested;
10.13 The Client fails to remedy a breach of its obligations under the Contract within 15 days of a notice from the Company
requiring the Client to do so.
11.
Termination
11.1 The Company shall have the right by giving written notice to the Client at any time to immediately terminate the Contract
if:
11.2 there occurs any material breach by the Client of any term of the Contract which is irremediable or if remediable is not
remedied to the Company’s satisfaction within 15 days of a written notice by the Company specifying the breach and requiring
it to be remedied; or
11.3 the Client is adjudicated bankrupt, enters into a voluntary arrangement with its creditors or has a receiver appointed
under the Mental Health Act 1983; or
11.4 the Client does not follow any reasonable recommendations of the Company and persists in so doing following 15 days
of a written notice by the Company to the contrary.
11.5 The Client shall have the right to terminate the Contract by giving written notice to the Company within 14 days of
signing the Contract.
11.6 Any termination by the Client must be communicated on the telephone to the Company’s Customer Relations Department on 0800 814 0898 and promptly confirmed in writing. The Company recommends that the written confirmation of termination should be sent by recorded delivery. The Company will acknowledge the Client’s written confirmation of termination
within 2 working days of receipt. If the Client does not receive this acknowledgement within a week, the Client should contact
the Company’s Customer Relations Department to check that his/her written confirmation of termination has been received.
In the event that the Client terminates the Contract after 14 days there shall be due and payable to the Company in any
event the Administration Charge and in addition the Company reserves the right to charge the Client at the Company’s standard hourly rate, such preparation, processing, and submission costs as may have been incurred by the Company up to the
time the Client’s notice of cancellation has been received by the Company. If such termination takes place once the Third Party
has made an offer of Compensation, the Company shall have the right to impose a charge equivalent to the Service Charges
that would be payable if the offer was accepted.
12. Force Majeure
The Company shall not be liable for any delay or other failure to perform any services by reason of any cause whatsoever
beyond its reasonable control and the time for performance shall be extended by the period of any such delay.
13. Confidentiality
13.1 Both parties agree to keep confidential the subject matter of the Contract and any information (whether written or oral)
acquired by that party in connection with the Contract and not to use any such information except for the purpose of performing
its obligations under the Contract.
13.2 Both parties agree that the provisions of Condition 13.1 shall not apply to information already in the public domain other
than as a breach of Condition 13.1.
13.3 The restrictions contained in Condition 13.1 shall continue to apply following the termination of the Contract without limit
in time.
14. Conflict of Interest
14.1 The Client agrees that the Company shall not be required to disclose to the Client or account to the Client in respect
of the Company’s interests, such as in relation to advice on marketing or other matters, provided that the Company does not
contravene any applicable rules, regulations or codes of conduct.
15. Privacy Policy and Data Protection
15.1 All personal data will be held in accordance with the terms of the Company’s privacy policy which can be found on
the Company’s website www.challengeyour.com/privacy-policy. All data is held in accordance with the provisions of the Data
Protection Act 1998 (“DPA”).
15.2 The Company agrees to comply with any written Subject Access Request under the DPA made by the Client for the personal data that it holds subject to any exemptions that may apply from time to time. The Company charges an administration
fee for providing this information, which shall not exceed the fee from time to time permitted under the DPA (currently £10).
15.3 The Company further agrees to correct any inaccuracies in the Client’s personal data held at the request of the Client.
15.4 By acceptance of the Company’s privacy policy and unless and until the Company receives written instruction to the
contrary, the Client agrees that the Company may share the Client’s personal information with banks, Financial Advisers or
other relevant institutions and to affiliates, associated companies or firms or service partners for the purposes of assisting the
Client with the Client’s claim for compensation or any financial matters that the Company believes may be of assistance to
the Client. Except as explicitly stated in this condition and the privacy policy, the Company does not disclose to any third party
the information provided by the Client.
15.5 The Client acknowledges and agrees that its personal data may be submitted to a credit reference agency and processed on behalf of the Company in connection with the Services.
16. Misleading Information
16.1 The Company reserves the right to charge the Client for any costs incurred by the Company if any information provided
by the Client is misleading or contains material omissions which result in the Company providing the service to the Client,
which it would have declined to do, if it had been in possession of the full information.
17. Assignment and Sub-Contracting
17.1 The Company reserves the right to assign the Contract and all rights under it and to sub-contract to others all or any of
its obligations. The Contract is personal to the Client and is not assignable except to the personal representatives of the Client.
18. Rights of Third Parties
18.1 A person who is not a party to the Contract will have no rights pursuant to the Contracts (Rights of Third Parties) Act
1999 to enforce the Contract.
19. Entire Agreement
19.1 The Contract contains all the terms which the Company and the Client have agreed in relation to its subject matter and
supersedes all previous oral or written communications between the Company and the Client. Nothing in the Contract excludes
or limits either party’s liability for fraudulent misrepresentation. The Company does not authorise the giving of representations
on its behalf by any person unless confirmed in writing and signed by a director of the Company.

Welcome and thank you for signing
up with us to reclaim your Payment
Protection Insurance…
What we’re going to do for you...
As a client of Challengeyour.com, you can rest assured
that we will work tirelessly on your behalf to reclaim every
penny of mis-sold payment protection insurance you may
have paid on any type of loan or credit card. What’s more,
we will work on a guaranteed no win no fee basis.

Our claims experts will
contact you shortly.

We will work on a No-Win
No-Fee basis...

So what’s the next step?

Just to clarify...

It is likely you may not have had your loan account or credit
card number to hand when you signed up at our stand. As we
need this information to enable us to continue/commence your
claim, one of our claims experts will contact you shortly to ask
you for this information.

On the reverse of this brochure is a copy of the terms and
conditions under which we will work for you, but just to clarify
the main points…

Should you have these details to hand, you are welcome to call
us on 0800 814 0898. Our claims handlers are available any
time between 9am and 8pm Monday to Friday.

20. Notices
20.1 Any notice to be given in accordance with the Contract and these terms and conditions must be in writing.
21. Severability
21.1 If any provision of the Contract is held by any court or other competent authority to be void or unenforceable in whole or
part, the other provisions of the Contract and the remainder of the affected provisions shall continue to be valid.

• We will work on a No-Win No-Fee basis, and in the unlikely
event we are not successful, we will not charge you a penny for
any work carried out.
• Our service charge is 30% plus VAT for all claims.
The service charge will be deducted or shall become payable
from the compensation received on a No-Win No-Fee basis.
For example, if the Company succeeds in obtaining
Compensation of £1,000.00, the fee would be £300.00
+ Vat = £360.00. You would receive £640.00.

22. Variations
No variation to these conditions shall be binding unless agreed in writing between the Company and the Client.
23. Complaints
The Company operates a complaints mechanism, full details of which are set out in www.challengeyour.com
24. Waiver
No failure or delay in exercising any of the Company’s rights shall constitute a waiver of the same or any other of its rights.
25. Law and Jurisdiction
The law applicable to the Contract shall be English law and the parties consent to the jurisdiction of the English courts in all
matters affecting the Contract.

To view these terms and conditions in larger print, please visit: www.challengeyour.com

Be in touch any time…
Although we aim to keep you updated throughout the duration of your claim, should you need, you will find all of our details at the
top of this letter and you are welcome to contact us any time for an update on your claim.

Pre-Contract Information

Example 3 - Where some or all of the
redress is used to repay arrears on your
credit account.

By appointing challengeyour.com you will be using a company
who have already helped tens of thousands of other delighted
clients recover their mis-sold PPI.
1. Do I need to provide any documents?
In short, no. By giving us your loan agreement or credit card
number, our Claims Specialists will be able to retrieve all
necessary information direct from your lender.

2. What can I claim for?
You can claim for the return of any PPI payments plus interest
at 8% if your PPI policy was mis-sold. If you have been charged
interest on your PPI payments, perhaps because it was
included within a credit account, then you could claim the effect
of the interest back as well. However, you generally have to
take action within 3 years of becoming aware of the problem or
within 6 years of the event, whichever is later.

3. How long will my claim take?
The firm that sold the policy are required to resolve complaints
generally with 8 weeks of receiving them. Due to the High
Court case that took place during 2011, lenders have been
given a temporary extension to the 8 week timescales. We
may also have to refer your claim to the Financial Ombudsman
Service (FOS). The FOS generally settles a third of cases
within 3 months and aims to resolve most cases within 6 to 9
months, although they also have backlogs of PPI claims.
We will be doing all we can to get your claim completed as soon
as possible.

4. How much do I have to pay?
You won’t pay us anything unless we’re successful in winning
your claim, in which case you will need to pay us 30% plus VAT
of the total redress offered.

5. How will my redress be paid?
Redress can be paid in a variety of ways. However your
redress is paid, our fee is based on the total amount of redress
that is applied, which includes cash payments and amounts
offset against your loan or amounts used to restructure your
loan. This is why it is important to tell us about any arrears you
have in relation to the credit or loan accounts. The tables below
set out some examples in more detail.

Example 1 - Where all of the redress is paid
as a “cash” benefit.
Firstly, you may receive a cheque back for the amount of
redress or it may be paid directly to your bank account. This is
usually the way if your loan has been repaid in full or there’s a
refund due when you cancel the PPI policy.
Total Redress			

£1,000

Our Fee (30% plus VAT)				

£360

Net amount of redress paid to you as cash		

£640

Example 2 - Where some of the redress is
paid in cash and some is used to reduce
your loan.
If your loan or credit account is still in place with an outstanding
balance then the lender may have to “restructure” your account.
This means that the lender has to recalculate what your
outstanding balance would have been if you had not been missold the PPI policy. In this case, you will receive some redress
as a cash payment and the remainder of the redress is “paid”
against your loan.
Total Redress					£1,000
Of which amount “offset” against 			
your loan balance

£500

Remaining amount paid as cash 			

£500

Our Fee (30% plus VAT) which is based on		
the total redress of £1,000

£360

Net amount of redress received by you as		
cash (£500 less our fee of £360)

£140

If you have arrears on your credit account then the lender can
use the redress to pay those arrears before making payment
to you. If you have been issued with a “default notice” and
your account has been terminated then the lender can use the
redress to pay towards your outstanding balance as in the table
below. Let’s assume that the full amount of your loan (£640) is
outstanding. Your redress of £1,000 will first be used to pay the
balance and the remaining £360 will be paid as a cash benefit.
However, because our fee is £360 (based on the total redress)
your cash benefit will be £0.
Total Redress					£1,000

9. What if I’m not happy with the service
you provide?
We pride ourselves on the high level of customer service that
we provide, but if you feel that we haven’t delivered then we
want to hear from you. We have a full complaints handling
procedure and if you’d like a copy of this just ask us or you can
find it on our website.
If you’re not happy with our response to your complaint you can
refer it to the Claims Management Unit at Claims Management
Regulation, Monitoring and Compliance Unit, 57 – 60 High
Street, Burton on Trent, Staffordshire, DE14 1JS. You can
telephone them on 0845 4506858 or email them at info@
claimsregulation.gov.uk.

Amount used to repay the outstanding		
loan balance

£640

10. Can I change my mind?

Remaining cash benefit				

£360

Our Fee (30% plus VAT) which is based on		
the total redress

£360

You can change your mind within 14 days of signing the
agreement. You should tell us you’ve changed your mind in one
of the following ways:

Net amount of redress paid to you as cash		
(£360 less our fee of £360)

£0

6. Can I claim if I am in a debt management
plan, an IVA or have been made bankrupt?
If you have an IVA or debt management plan you will be able
to claim but you should be aware that the compensation will be
used to pay your creditors and you will still be liable to pay
our fee.
If you have been made bankrupt and have not yet been
discharged then any redress is usually paid to the Official
Receiver to be paid towards your debts. Our fee is usually paid
out of your bankruptcy estate.
If you have been discharged from bankruptcy and the mis-sold
PPI was taken out after your bankruptcy then you could be
entitled to receive the compensation directly.

7. Can you guarantee that my claim will be
successful?
No-one can guarantee this, but we will be doing all we can to
win your claim. Remember, though, you don’t pay anything
unless we win so you’ve got nothing to lose!

8. Why should I use Challengeyour.com?
Well, you can take up the claim yourself directly with the adviser
or insurance company, and ultimately the FOS, or use one
of the many other claims management firms out there. By
appointing Challengeyour.com you will be using an experienced
and well established claims firm that will be working hard for
you to get you the compensation you may be entitled to.

By telephone on 0800 814 0898
By emailing us at claims@challengeyour.com
By writing to us at Challengeyour.com 235 St John Street,
London EC1V 4NG.

11. Will I have to pay anything if I cancel
within this 14 day period?
No if you cancel within this initial 14 day period you won’t have
anything to pay.

12. What if I change my mind after
the 14 day period?
You can change your mind after the initial cancellation period by
giving us 14 days’ written notice. If we’ve already undertaken
work on your behalf we may make a charge to cover our
reasonable costs subject to a maximum of £500
£150.

13. Will I have to go to Court?
We will help you with your claim right up to and including the
Financial Ombudsman Service. We will not represent you in
taking legal action. If you wish to take legal action you will have
to arrange this separately and pay the costs yourself.

14. How can I keep track of my claim?
We’ll keep you informed of progress throughout the process
and if the adviser or insurance company requests any further
information that we need from you then we’ll get in touch.
Of course, you can call us at any time to check on the progress
of your claim.

If you have any questions please contact us by telephone on
0800 814 0898, by email at claims@challengeyour.com or by writing
to Challengeyour.com, 235 St John Street, London EC1V 4NG.

