
 

 
Dissolve Debt Ltd  - TERMS OF BUSINESS 

 
The following terms constitute the Terms of Business (the “Terms of Business”) of Dissolve Debt Ltd to provide services as described below.  They 
will apply to all transactions between both parties. 
 
1. Interpretation 
For the purposes of these Terms of Business: 
1.1 references to “we”, “us” and “our” refer to Dissolve Debt Ltd 
1.2 references to “you” and “your” refers to the person or persons to whom our Terms of Business is addressed; 
1.3 “payment” refers to the amount of refunded charges agreed to be paid by the bank and includes any refund of charges plus interest; 
1.4 “services” refers to the services provided by Dissolve Debt Ltd in accordance with these terms of business; 
1.5 “Letter of Authority” refers to the letter to be signed and returned by yourself to Dissolve Debt Ltd in order to authorise Dissolve Debt Ltd to 

act as your representative in all dealings in respect of your claim against a product provider and confirming acceptance of these Terms of 
Business. 

  
2. Conduct 
2.1 We shall carry out your instructions in accordance with the Claims Management Regulator.  We shall act in your best interests in pursuing any 

claim for recovery of charges and obtaining the best result reasonably obtainable. 
 
3. Scope and basis of our work 
3.1. The services that Dissolve Debt Ltd will offer advice on your complaint against your bank in respect of: 

3.1.1. Payment Protection Insurance mis-selling 
3.2. Before we are able to evaluate your claim against your bank, we are required to hold and process information about your personal bank accounts 

effected.  In consequence it will be necessary for you to provide us with details of your personal and financial circumstances and such other 
information and documents that we may specifically request. 

3.3. We will rely on the information and documents that you provide us with as being true, correct and complete.  We will not audit, test or check 
such information or documents except where it is inconsistent with our obligations under the law.  You should inform us immediately of any 
changes that may affect the service and advice we provide you. 

3.4. During the course of the provision of our services, we shall from time to time require your instructions.  You must give us clear instructions 
which allow us to provide the services properly.  You must not ask us to work in any improper or unreasonable way; you must not deliberately 
mislead us and you must co-operate with us when asked. 

3.5   Upon receiving your completed documents, letters of complaint will be sent to the banks.  Our average claim can take 8 – 16 weeks from the 
date the claim is acknowledged by the bank.  Please note this process may occur delays if the bank do not investigate your complaint within 
the allotted timeframe.  If the bank reject your claim our case can be referred to the Financial Ombudsman Service (FOS) in which no time 
frame can be given. 

3.6  We will regularly update you on the progress of your claims until completion, you are free to contact us at any time if you require an update. 
 
4. Communication 
4.1. Should we need to contact you directly we will do this via your home address, normally by letter sent by normal postal services. Where appropriate 

you may be contacted by telephone or email.  
 
5. Fees payable if we are successful with your claim 
5.1.  You agree to pay us a fee of 24%, inclusive of VAT, of the total amount of your claim.  If we are successful in getting cancelled any loan or 

insurance policy upon which monies are still due you agree to pay us 24%, inclusive of VAT, of the amount which is cancelled and no longer 
payable by you.  

5.2. You agree that we may receive the refund of charges payment from the bank on your behalf. 
5.3. You agree that we can recover the costs accrued in the recovery of statements, where required, to a maximum of £10. 
5.4. Successful claims can be paid back via a cheque payment or can be used by lenders to reduce arrears or balances on accounts. It is not within 

the control of Dissolve Debt Ltd to decide which method of refund will be used. In the event of refund by cheque, all outstanding fees 
must be paid once the cheque has been cleared. Please note that Dissolve Debt Ltd reserves the right to use cheque payments made 
directly to Dissolve Debt Ltd to clear any outstanding fees. In the event of refunds being applied to existing balances, Dissolve Debt will ensure 
that the payment of fees is undertaken in a manner that clears the outstanding amounts whilst ensuring that this is completed in a way that 
does not add to existing financial difficulties. 

 
Fees Payable Example: 
 

Example A: All compensation is “cash in 
hand” 

Example B: Compensation includes “cash in 
hand” award with loan and future instalment 
reduction 

Example C: Compensation is used to offset 
arrears consumer has on credit card or loan  

Total Compensation: £3000 Total Compensation: £3000 Total Compensation: £3000 

Of which cash: £3000 Of which cash: £1000 Of which cash: £0 

  Loan reduction: £2000 Set off arrears: £3000 

Fee charged @ 20% £600 Fee charged @ 20% £600 Fee charged @ 20% £600 

VAT @ 20% £120 VAT @ 20% £120 VAT @ 20% £120 

Total Fee £720 Total Fee £720 Total Fee £720 

Consumer Receives £2280 Consumer Receives £280 Consumer pays £720 

(and no reduction in loan as it is already paid 
off in full) 

(and a reduction of £2000 in future loan 
instalments) 

(and a reduction of arrears of £3000 in their 
outstanding loan) 

 
 
6. What happens if your claim is rejected 
6.1. If we are not successful in achieving an offer to refund your charges following your claim you are not required to pay a fee to us.  
 
7. Client Service 
7.1. Our objective is to provide you with a high quality service to meet your needs.  However, if at any time you wish to make a complaint about 

any aspect of the advice or service you  have received please do so in writing to: The Compliance Manager, Dissolve Debt Ltd, Paul House, 
Stockport Road, Altrincham, Cheshire WA15 7UQ.  A copy of our full complaints procedure can be found at 
www.dissolvedebt.co.uk/complaints-procedure/ppi or alternatively a copy can be posted at request over the telephone. 

7.2. We undertake to look into any matter carefully and promptly and to do all we can to resolve the position to your satisfaction. 

http://www.dissolvedebt.co.uk/complaints-procedure/ppi


 

7.3. Should you remain unhappy you may refer your complaint, within six months of the date of our final response, to the Legal 
Ombudsman Service, by email: cmc@legalombudsman.org.uk, by phone on 0300 555 0333 or post to Legal Ombudsman, PO Box 
6804, Wolverhampton, WV1 9WG. 

 
8. Data Protection Act 1998 
8.1. During the period of our engagement we shall request information about your personal and financial situation from you. 
8.2. The information that we obtain about your personal and financial situation may constitute “personal data” or “sensitive personal data” under the 
Data Protection Act 1998 (“the 1998 Act”).  By signing these Terms of Business, you expressly consent that we may: 

8.2.1. carry out such processing (whether obtaining, recording or holding) or such data as is  
necessary to enable us to carry out your instructions; 
8.2.2. disclose such data to any advisers or other third parties as is necessary to enable us to  
provide our advice to you; 
8.2.3. hold such data in our files for as long as necessary for the purposes of providing services; and in accordance with our internal retention 
policies (which currently require the files are retained for a minimum of 6 years) . 

8.3. If requested by you in writing, we shall (for a fee not exceeding the maximum fee prescribed in the 1998 Act) provide you with details of the 
data that we hold about you.  You undertake to advise us if any such details are incomplete, inaccurate or out of date.  

8.4. If requested by you in writing, we shall provide you with details of the third parties (referred to in paragraph 8.2.2 above) to which we have 
disclosed information about your personal and financial situation. 

 
9. Confidentiality 
9.1. Subject to paragraph 8.2.2 above, we shall not, without your prior written consent, disclose any confidential information concerning your personal 

or financial situation to third parties whom we may consult in relation to our work (save to the extent that the information is in the public 
domain), unless otherwise required by law, a court of competent jurisdiction, HM Inland Revenue or any other government or regulatory 
authority. 

 
10. Liability 
10.1. Nothing in these Terms of Business shall exclude or restrict any liability arising from fraud or dishonesty or other liabilities which cannot lawfully 

be limited or excluded. 
 
11. Consumer Protection (Distance Selling) Regulations 2000 
11.1. If you are a consumer (i.e. a person not instructing us for the purpose of your business) and if your instructions have not been given to us at 

a face to face meeting, the above Regulations apply and we ask that you sign the Letter of Authority confirming that you accept and understand 
these Terms of Business and return it to us as quickly as possible.  On receipt of this we will regard ourselves as acting on your behalf.  

11.2. You have the right to cancel your instructions to us, without any cost to you, within fourteen working days of our receiving these written 
instructions, as detailed in clause 13.3.  You would cancel the agreement by either delivering written notice that you are cancelling your 
instructions to our office, or alternatively by sending it to Dissolve Debt Ltd by post, fax or e-mail. 

11.3. We shall carry out your instructions as efficiently as possible, but the nature of the instructions means that we are unlikely to be able to perform 
the contract within the maximum period of 30 days as laid down by the Regulations.  By signing and returning the Letter of Authority you are 
therefore agreeing that we need not perform the contract within a maximum of 30 days. 

 
12. Third Party Rights 
12.1. A person  who is not a party to this agreement has no rights under the Contracts (Rights of Third Parties) Act 1999 to enforce any terms of 

this agreement.  
 
13. Commencement, variation and termination 
13.1. Your continued instructions in connection with your claim will amount to an acceptance of these Terms of Business.  However, it may not be 

possible for us to start or continue work on your behalf until your signed copy or copies of the Letter of Authority are returned to our office.  
13.2. These Terms of Business may be terminated by either party, with immediate effect, by giving notice in writing.  
13.3. If the notice to terminate is received after 14 days of signing the contract and before any redress is made, Dissolve Debt shall charge reasonable 

costs associated with the claim, including costs of work performed by Dissolve Debt Ltd.  Reasonable costs are calculated as £2.50 per letter 
sent on your behalf and £10 per hour of work spent on your case. 

13.4 If the notice to terminate is received after an offer of redress has been made or receipt of any notification that the claims has been upheld; the 
full fee of 24%, inclusive of VAT of the redress is payable. 

 
14. Invalidity 
14.1. If any provision (whether in whole or in part) of these Terms of Business is held to be illegal, invalid or unenforceable under any enactment or 

rule of law, such provision or part shall be deemed not to form part of these Terms of Business, and the legality and enforcement of the 
remainder of these Terms of Business shall not be affected.  

 
15. Applicable Law 
15.1 These terms of Business shall be governed by, and construed in accordance with, English and Welsh Law. 
 
16. Your Options 

Before finalising this agreement, it is important we advise you of your options. You can: 
 Not return the documents and leave the banks unchallenged.  This would mean any money you may have given for the policy which 

may have been mis-sold will be kept by the banks. 
 Make the complaint yourself.  All Banks and the Financial Ombudsman Service offer a ‘free service’ for your complaint. 
 Seek further advice or shop around to ensure the information we have provided is correct. 
 Sign and return the forms it us and let Dissolve debt Ltd challenge the bank and recover what may be owed to you. 

 

mailto:cmc@legalombudsman.org.uk

