
The ‘RighT To Choose’ Pledge 
The Keep Me Posted campaign is a partnership of representatives from charities, consumer  
groups and business. We’ve come together as we believe that we have a responsibility to fight for the 
consumer’s right to choose without penalty, how they receive important financial information from banks, 
utility companies, media companies and other service providers. 

Increasingly, businesses are restricting access to paper bills and statements and denying their customers an 
informed choice. This issue affects everyone but particularly the most vulnerable in our society. Independent 
research reveals that the people who often have the greatest need for paper statements and bills are the 
older generation, those that are disabled, and those that lack access to the 
internet or basic digital skills. 

Research carried out on behalf of the campaign shows that 81% of UK 
adults want to choose how they receive important information such as bills 
and statements.

In discussions with charities and consumer groups, four main issues linked  
to the lack of paper records have emerged. These are:

Debt: Many young people are not being taught the necessary financial skills 
needed in life, leaving them either financially excluded or unable to deal with 
their personal finances effectively. Young people’s financial difficulties stem 
from a lack of understanding - for instance, 1 in 20 teenagers think they 
do not have to pay back credit card debt at all*. Taking away paper bills and statements only adds to that 
confusion.   

Money Management: The rising cost of everyday living means it is becoming increasingly important to 
make the right financial decisions.  Having easy access to financial information can help people stay on top 
of their budget, make payments on time and have a better understanding of their finances. Research from 
Opinium shows that 41% of people are worried that they will miss a payment if they do not receive a paper 
bill or statement**. For many people, having a paper copy of their bills or statements delivered through their 
letterbox will make it much easier for them to keep track of their finances.  

Proof of identity and proof of residence: Whilst these are both separate issues, it is becoming increasingly 
difficult for people to provide  prove their identity and residence, as documents such as bills and statement 
traditionally provided as prove are now online. Furthermore, banks are refusing to accept printed copies of 
online bills and statements. 

Consequently the groups of people most affected by these issues are:

• Carers who are often left unable to manage the affairs of a loved one
• People with physical and mental disabilities
• People who live in rural areas where there is limited or no broadband access
• People on low incomes who cannot afford broadband or computers 
• Young people who are learning to be financially independent 
• Migrants who have to prove that they are in the United Kingdom legally
• Older people who may lack the skills to use the internet or prefer to manage their affairs online.

*Information provided by Mybank 
**Opinium Research 2013
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The ‘RighT To Choose’ Pledge 
The Keep Me Posted campaign is calling for organisations to offer consumers the right to choose by  
adopting the campaign’s six-point ‘right to choose’ pledge: 

•  Offer all of their customers the choice of receiving information through paper correspondence as  
part of any standard offer; 

•  Refrain from penalising in any way, any customer for preferring to receive information through  
paper correspondence; 

•  Only cease the sending of information in paper correspondence to a customer after (and not before)  
the customer has specifically, voluntarily and individually opted out of receiving information on paper; 

•  Only change the frequency of information sent to customers in paper correspondence after (and not 
before) the customer has specifically, voluntarily and individually agreed to the change; 

•  Refrain from making the availability of online information to customers necessarily conditional upon  
having to give up their access to paper correspondence; and 

•  Make available to customers easy mechanisms whereby a customer who has chosen not to receive  
paper correspondence can opt back in without penalty. 

Our campaign is not anti-digital, it is pro-choice. We do not believe customers should be charged a fee by 
their service provider simply because they prefer to receive paper statements. We believe paper bills and 
statements should be offered to those who need it as part of the standard service.

Supporters of the Keep Me Posted campaign include:

ECLIPSE LUPUS UK

debtology

Physical and Mental health

debt and Personal Finance



industry

older People groups

Consumer groups and National Associations



WhAT CAN i do? 
Charities and interest groups: There is strength in numbers. Contact us using the details in the information 
section below and come on board as a supporter of the campaign. This means giving us permission to use 
your logo on literature such as this as we raise awareness of the campaign

Individuals: You can help us by writing to the regulators Ofcom and Ofgem and insist that they intervene  
on behalf of customers to challenge this practise. 

We also want to hear from you if you are or have been affected by any of these issues.  
Please write to us at the address in the information section below. 

Ed Richards (CEO) 
Ofcom 
Riverside House 
2a Southwark Bridge Road 
London SE1 9HA

Andrew Wright (CEO) 
Ofgem  
9 Millbank, 
London SW1P 3GE

Tel: 020 7901 7000

More information 
More information about the Keep Me Posted campaign can be found at  
www.keepmeposteduk.com or by writing to:  
Keep Me Posted, 24a St John Street, London, EC1M 4AY  
or by e-mail: info@keepmeposteduk.com


