John Lum

5125 Palm Springs Blvd. #4306

Tampa, FL  33647

813-632-0843
jwlum@alum.mit.edu
January 21, 2004

Customer Service

ATTN: Protection Plus Plan

3001 E. Pershing Blvd.

Cheyenne, WY  82001

Dear Sir or Madam,

I am writing to request a full refund of all the charges that have been billed to my credit card since 1992 by Trilegiant or the previous operators of the Protection Plus service program that is operated today by Trilegiant.

My contact information is given above; the Protection Plus account that has apparently existed in my name since 1992 has an account number of 01-0022-00262553803.  Your customer service agents had difficulty verifying the amounts of some of the older charges to my credit card, but here is their best accounting of the dates and amounts involved:

Mar 1992 
$39.00
Feb 1995
$39.00
Mar 1998
$49.95

Mar 2001
$49.95
=====================

TOTAL 
$177.90

The reason I am asking for a full refund is because I feel that Trilegiant’s behavior in this matter has constituted a series of unauthorized charges to my credit card.  I feel that deceptive means were used to convince me to sign up for a non-terminating Protection Plus program when I was in college in 1992, and I strongly believe that Trilegiant did not make a reasonable effort to inform me of their intent to charge me every three years or my opportunity to cancel the service, which has never provided any value to me.
Furthermore, I believe that Trilegiant intentionally ignored my direct request yesterday to cancel the service—a shameful and unethical behavior that I subsequently learned, via a Connecticut Better Business Bureau Reliability Report, has been standard operating procedure for Trilegiant in the past.
My story began yesterday, January 20, 2004, when I received the first-ever correspondence that I can recall from Trilegiant regarding the Protection Plus program, in the form of a postcard warning me of a renewal charge if I did not call a toll-free number that was provided.  The postcard was forwarded from an old address of mine and read as follows:
“AS A PROTECTION PLUS MEMBER, YOUR SATISFACTION IS IMPORTANT.  THIS IS TO NOTIFY YOU THAT YOUR MEMBERSHIP WILL BE RENEWED FOR YOU TO ENJOY.  PROTECTION PLUS IS PROVIDED BY TRILEGIANT CORPORATION, WHICH IS NOT AFFILIATED WITH CITIBANK, THE ISSUER OF YOUR CREDIT CARD.

UPCOMING CHARGE FOR MEMBERSHIP RENEWAL: YOUR CURRENT TERM'S MEMBERSHIP IN PROTECTION PLUS IS ABOUT TO EXPIRE.  YOU HAVE THE FOLLOWING CHOICES BEFORE YOUR MEMBERSHIP AUTOMATICALLY RENEWS ON MARCH 04:

(1) RENEW YOUR MEMBERSHIP.  DO NOTHING AND YOUR MEMBERSHIP WILL BE RENEWED AUTOMATICALLY AND THE $49.95 FOR 3 YEARS FEE WILL BE BILLED TO THE CREDIT CARD YOU DESIGNATED FOR THE BILLING OF YOUR INITIAL MEMBERSHIP CHARGE.

(2) CANCEL YOUR MEMBERSHIP.  TO AVOID THIS $49.95 FOR 3 YEARS CHARGE TO YOUR ACCOUNT, CALL PROTECTION PLUS AT 1-800-843-5809 BEFORE THE RENEWAL DATE.”

I was shocked to learn that my credit card had indeed been billed in 1992, 1995, 1998, and 2001 for this service.  In retrospect, I must have believed that the Protection Plus charges that appeared on my credit card statement were in fact a usage fee from Citibank, because I certainly didn’t have any direct evidence that I was receiving any sort of service from Trilegiant—no statements in the mail, no descriptions of their service, and not even a reminder postcard until the one I got yesterday.
When I called the toll-free number provided to cancel the Protection Plus service yesterday, I reached a service agent named Lizeth.  I made clear my desire to cancel the service, and Lizeth assured me that she would “take care of it.”  I accepted her word, hung up, and called Citibank to get their opinion on my situation.  After verifying that I had absolutely no need for a supplementary credit card protection plan, I called Trilegiant back to explore the possibility of a $49.95 credit or at the very least a pro-rated refund on the current three-year term.
What did I find?  My cancellation request from an hour earlier had been ignored, which incensed me.  The agent I spoke with this time, Sandy, was able to verify that a Trilegiant agent had added a note to my record, but that person had not actually processed my cancellation request.  Later, at the Better Business Bureau Web site, I was not surprised to find this paragraph in the reliability report for Trilegiant:

“Based on BBB files, this company has an unsatisfactory record with the Bureau due to a pattern of complaints concerning deceptive selling practices, unauthorized charges to consumers' credit cards, and non-cancellation of memberships following cancellation requests. The company has resolved most complaints presented by the Bureau, however some complaints remain on file as unresolved.”

In response to my complaints to Sandy about being enrolled in the program for so long without a notification from Trilegiant, Sandy assured me “sometimes renewal postcards get lost in the shuffle,” and that Trilegiant had so many customers that they couldn’t possibly keep all the contact information straight and get in touch with every one of them.  That was an offensive statement to me.  Every single service provider I have (other than my newfound provider Trilegiant) manages to keep track of my contact information and deliver me meaningful billing statements via the mail.  Trilegiant should not be able to build a legal business model on a dishonest scheme where they don’t manage their customer database and their billing notifications frequently get lost in the mail.

Sandy did assure me that she would cancel my service and gave me a cancellation number this time around (43770120).  Furthermore, she told me that she could credit me for the $49.95 associated with the most recent three-year Protection Plus service term.  I then began an effort to move up the supervisory food chain so that I could make my displeasure as clear as possible to Trilegiant management.  After she put me on hold, however, Sandy returned and told me that she couldn’t refund my $49.95 after all because I was actually in the “grace period” that kicks in shortly before renewal time, so I was stuck paying every penny for my worthless, unsolicited, and not-yet-expired service.
At this point, I was transferred to a supervisor named David.  He backed up Sandy’s position and advised me to write this letter, but was unable to tell me anything about what would happen to the letter or what the likelihood was that I would get any satisfaction.  After spending 30 minutes or so with David trying to get more information about Trilegiant’s business policies, I agreed to hang up if David would have his supervisor call me back.  David assured me that the supervisor would arrive in an hour and would call me back within 90 minutes.
No call after 90 minutes.  And no call after another 24 hours, either.

So, today I called back and eventually spoke with another supervisor named Lupe in Cheyenne.  Lupe was very professional.  Not only did she quickly offer to credit my most recent $49.95 charge (something David assured me he was not authorized to do), but she also promised me that her supervisor would call me the next day.  That next day is tomorrow, so my story ends there as of this letter.  However, I decided not to wait any longer to register my complaint in writing.
I am not satisfied with a $49.95 refund at this point.  I will not be satisfied unless I get a full refund of everything I have paid Trilegiant, which by my calculations comes to $177.90, on the basis of the deceptive selling practices, unauthorized charges to my credit card, and non-cancellation of my membership that I describe above.

For the record, I am filing this complaint with the following state agencies:

State of Connecticut Attorney General's Office

P.O. Box 120
Hartford, Connecticut, 06141-0120
Economic Crimes Division

Office of the Attorney General
The Capitol PL-01
Tallahassee, Florida, 32399-1050
Sincerely,
John Lum
