
“Cookeswithin”
99, Kerching Drive

Twickenham, Middx, UK.

British Airways Customer Relations (S506)
PO Box 5619
Sudbury
Suffolk
CO10 2PG

May 19th

Dear Customer Relations,

I am writing to you in a state of some confusion. Please allow me to explain.
I have been listening to your new radio campaign that advertises a variety of

special offers throughout Europe. Whilst driving in the car, or listening to the radio
at home, I specifically heard your commercials saying: “British airways special offer
to Prague – £71.00 including taxis.”*  So being the adventurous type, I booked my
flight and flew to the lovely city of Prague.  I collected by baggage and arrived at the
taxi collection point outside the terminal. I climbed into the next available taxi and
asked him to take me to Hotel Adria, Vaclavske namesti 26, which is in the centre
of town.

When we arrived at the hotel I asked the driver about the British Airways special
offer that clearly told me on the radio that my fare “included all taxis”. He didn’t
understand what I was saying, and eventually I found the Hotel Concierge who tried
to translate for me. He was as confused as the taxi driver, and finally, to save time I
paid the taxi fare, which was somewhere in the region of £50 plus a large tip. This
presented me with a major problem. Due to your amazing offer of  “fares including
taxis”, I had planned to do all of my sightseeing of Prague in one of their local cabs.
As there was no one I could call to confirm what I had initially understood, I decided
to cut short my stay and come home. Where did I go wrong? What in fact was your
offer? 

Arriving back at Gatwick, I imagined that the problems I’d experienced in Prague
could have been due to the language barrier and their possible dislike of tourists, so
I attempted to negotiate again my “all inclusive” taxi back to Nuneaton, where I
was staying with my sister. But the taxi driver refused to listen and charged me the
unbelievable fare of £257.87p which was confirmed on his meter. Needless to
say, he didn’t get a tip! Apart from a rather
short trip to Prague, I felt somehow misled, and
confused. And of course seriously out of pocket.
So I am sending you the attached invoice for taxi
fares that I had heard were included in my trip
to Prague, but clearly were not!

I would be interested to hear your side of the
story and why I didn’t get any taxi vouchers, and
why the taxi drivers were unaware of your offer. I
hope you can see this from my perspective and I look
forward to hearing from you with an explanation.

Yours confusingly,

Bob Howard

(* Paraphrased version of what I heard, and not
literally word for word, and I only mentioned
Prague as it was somewhere I wanted to visit)

Additional taxi fares previously thought to 

be included In the special offer fare price.

Taxi fares in Prague £110.00p

Taxi to Nuneaton £257.87p

Total payable £367.87

(I took the train to the airport on the way 

to Gatwick Which is why I haven’t included 

that. I don’t want you To think I’m 

taking advantage.)
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Mr Bob Howard
Cookeswithin
99 Kerching Drive
Twickenham, Middx
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“Cookeswithin”
99, Kerching Drive

Twickenham, Middx, UK.

Kelly Robson
British Airways Customer Relations (S506)
PO Box 5619
Sudbury
Suffolk
CO10 2PG

23rd June 

Your Ref: 4198652

Dear Kelly,

Thank you so much for your letter dated 16th June . I am honoured that you have
seen it necessary to give me a reference number that I’m sure means something to
you. Or does this refer to the number of letters you have dealt with to date?

No matter, I think I have figured out what went wrong with my trip and subsequent
expenses, and I feel a little foolish.

You see, when I heard the Radio commercials, I heard something to the effect of 
“… Includes airfare, taxis, fees and charges …” And now as you have so patiently
pointed out to me in your reply, it’s NOT Taxis, but Taxes!!!  How stupid can a
person be?  It’s amazing how one letter in a word can change so much, and in my
case, an entire holiday! Take Flights, and Frights, Plane, and Plate! Scary isn’t it?
Even changing one letter in both of your names you can end up with Belly Rubson.
Sounds like a question they’d asked in a dodgy Scottish Massage Parlour!  Banish
the thought.

So can you see how this happened? You explained in perfectly in your letter, but I
still managed to ruin my holiday through a simple case of mispronunciation. What
would you suggest?  I’ve heard of noise canceling headphones for flying, but I think
I need some noise-enhancing ones. Do you know where I can get some?

I would love to fly again with British Airways but could do with some additional
encouragement to do so. So any suggestions, confidential reassurances, or tempting
vouchers would be gratefully received. And next time I get into a Taxi, I will hear
your kind but firm words reminding me of the error of my ways.

I hope to hear from you again soon with something that may tease me back.

Kind Regards

Yours slightly less confused

Bob Howard (or playing our little game again “Boo-Ho-hard”)
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Mr Bob Howard
Cookeswithin
99 Kerching Drive
Twickenham, Middx
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“Cookeswithin”
99, Kerching Drive

Twickenham, Middx, UK.

Kelly Robson
British Airways Customer Relations (S506)
PO Box 5619
Sudbury
Suffolk
CO10 2PG

4th July 

Your Ref: 4198652

Dear Kelly,

Thanks again for your briefest of notes dated 30th June.

I’m surprised that you haven’t received similar mail from people being confused like
I was. Have you received any other problems like this?  Am I the only stupid, hard
of hearing passenger that misheard Taxes for Taxis?  Or maybe I’m the only one
who’s bothered to write?  I don’t know.

Having been to New York recently (with Virgin this time just in case you were
wondering?) I noticed several of the large B.A. posters that dominate many of he
buildings in Manhattan.

Maybe you should suggest they add one more?  “When we say including Taxes, we
don’t mean Taxis!” You never know, it might just catch on.  Should I send this to
Saatchi and Saatchi’s? 

Let me know and I’ll send them an invoice too.

Kind Regards

Yours hopefully

Bob Howard
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Mr Bob Howard
Cookeswithin
99 Kerching Drive
Twickenham, Middx
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“Cookeswithin”
99, Kerching Drive

Twickenham, Middx, UK.

Dawn Ayre
MANAGER Customer Relations
British Airways 
PO Box 5619
Sudbury
Suffolk
CO10 2PG

15th July
Your Ref: 4198652

Dear Dawn,

Thank you for your letter in response to my letter sent to Kelly Robson. I am flattered
that I have had a letter from you. However I wasn’t asking for any compensation in
my last letter although my first letter did include an Invoice for Taxis, which I was
under the impression were included in my deal with British Airways.

May I suggest that I make for you a couple of “alternative” radio jingles (is that the
correct name?) that would clarify this problem for any future passengers.

So when the words “Including Taxes” is said by the voice chap, I could add a
“KERCHING!” sound, like a cash register. And then the voice could say “What we
don’t mean is TAXIS!”. And then I could add a “VROOM, VROOM”, sound effect
like a car moving away from the curb. That would solve it yes? You’d certainly hear
the difference then.

A close friend of one of my wife’s teaching colleagues has a brother-in law who owns
a small garden shed recording studio, and he’s offered me a really good hourly rate.
I have included this in the attached invoice so maybe we could split the costs?  Do
you think Saatchi’s would be interested also?

I hope you don’t mind my suggesting this, but I know that this could solve the prob-
lem once and for all. Please let me know. I’m excited not only to resolve this rather
unfortunate issue for British Airways, but I’ve always fancied doing some recording
in a studio. This could solve both in one swoop, so to speak.

Thank you again for taking the time to help with this problem, and I look forward
to hearing from you in due course.

Kind Regards

Yours excitedly,

Bob Howard
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Recording studio hourly rate as agreed by 

Trevor-sound, Twickenham 
£ 35.00p

Estimated time to re-record 

one or two radio jingles . 4 hours
£140.00p

Sound effects disk hire, 

or internet download
£  9.99p

Male voice to re-record the message for 

British Airways (special deal)
£ 50.00p

Total payable
£199.99p

50%  charges to British Airways 

as agreed in letter
£ 99.99p

“Cookeswithin” 99, Kerching Drive,

Twickenham, Middx, UK

I’m sure if Saatchi and Saatchi are interested they could
easily help with these costs.

Let me know if you think I should contact them directly. 

The Invoice Book  26/6/07  06:26  Page 156



Mr Bob Howard
Cookeswithin
99 Kerching Drive
Twickenham, Middx
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