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“Cookeswithin”
99, Kerching Drive
Twickenham, Middx, UK
SHELL UK.
Customer Care,
Ground Floor,
Rowlandsway House,
Rowlandsway,
Wythenshawe,
Manchester,
M22 5SB.
24th March
Dear Sir / Madam,
It has taken a little time for me to get round to writing this letter to you. I suppose
I wanted to see how last week’s Budget affected the increase of fuel prices, and how
specific garages reacted to it. Sadly Shell didn’t come out too well and my complaint
is one that I feel highlights the rather cynical and exploitative way oil companies like
you deal with their customers.
The day after the March Budget (17th March), I visited my local Shell garage in
Twickenham and didn’t really think to check the price of fuel. I was therefore amazed
to discover that in less that 24 hours after the budget had been announced, the prices
had risen by a massive 4 pence per litre, to 85 pence per litre of unleaded fuel.
The day after that, the price suddenly dropped to 82 pence per litre, and then, the
following Monday, the price went zooming up again to 85 pence per litre again.
Yesterday (23rd March) as I was driving, I noticed another Shell garage selling for a
modest 82 pence per litre. What is going on??? Have you no shame? Do you think
we are all idiots??
What gives you the right to price your fuel costs on an apparent random basis, with
no real regard for fair play, the law, or the drivers who pay your astronomic salaries?
There is a principal at stake here, but there’s also the money. I am therefore enclosing an invoice that I would kindly but firmly request you
pay, to cover the difference between the
costs of petrol inaccurately charged
post-Budget day, and the time, inconvenience, and travel time it has taken to
find a better filling station that charges
a fair and accurate price for their fuel.
I trust that you will deal with this matter
as quickly as you instruct your garages to
put up their prices, and I look forward to
a speedy and amicable response.
Yours most sincerely

Bob Howard
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“Cookeswithin”
99, Kerching Drive
Twickenham, Middx, UK
Heather Whyte
SHELL UK.
Customer Care,
Ground Floor,
Rowlandsway House,
Rowlandsway,
Wythenshawe,
Manchester, M22 5SB.
6th April
Your Ref: 18529
Dear Heather,
Thank you so much for your reply to my letter regarding fuel prices. I don’t know
how you found the time to go into such detail. I got the feeling you were explaining
things very patiently to me, rather like a teacher speaking slowly and carefully to a
rather dense schoolboy. I just wish I understood any of it!
The only bit I did understand was when you said you are “unable” to reimburse my
enclosed invoice. But why are you unable? Please be clear that I am not expecting
you to foot this bill personally. That would just be silly. So it must be Shell that is
unable. But this is where I’m confused, Heather. After all, your annual profits after
tax were reported as £9.2bn – a rise of 55% on last year. And yet you have to hike
the prices at the pumps and you are unable to reimburse me.
So how can we work together on this? There are people out there who view such
excessive profits as obscene. They use words like “corporate greed” and “profiteering”. If only they knew that you are unable to pay a bill for 25 quid, they might see
how strapped you are for cash.
Do you have any suggestions as to how you might be able to pay me, given time?
Would it help to do it on the drip at, say, a fiver a week? Or perhaps if I were to
extend interest-free credit for 6 months, would that see you out of your short-term
cash-flow difficulty? Or is there any other way I can help you?
Please let me know, as I’m anxious to come to some agreement with you.

Yours hopefully

Bob Howard
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“Cookeswithin”
99, Kerching Drive
Twickenham, Middx, UK
Heather Whyte
SHELL UK.
Customer Care,
Ground Floor,
Rowlandsway House,
Rowlandsway,
Wythenshawe, Manchester, M22 5SB.
10th April
Your Ref: 18529
Dear Heather,
I received your letter of 7th April, and now that you have repeated word for word
some of the things you wrote in your first reply it has all suddenly come clear to me.
Don’t you find that sometimes? When we say the same thing twice it makes it more
understandable. When we say the same thing twice it makes it more understandable.
See what I mean?
Anyway I now understand (because you’ve said it twice) that “Shell UK are not
profiteering” because “Shell does not adopt a national price for fuel but fluctuates
against competition in any given area.”
I also realize from both your letters that “prices are displayed very prominently and
customers are well aware of them”. However, Heather, are they aware that “Shell
UK are not profiteering” because “Shell does not adopt a national price for fuel but
fluctuates against competition in any given area”? Surely in the interests of good
relations with your valued customers it is vital that they do.
I am told that advertising – a bit like your letters – works by repetition. So I have
prepared some adverts, which should be “displayed very prominently” next to your
prices at every Shell station. These adverts reflect your theme that “the UK petrol
retailing industry is fiercely competitive”, which is why I’ve gone for placards like:
“SHELL – NOT AS MUCH A RIP OFF AS ESSO DOWN THE ROAD.” or
“SHELL – NOT AS BLATANT PROFITEERING AS BP” or “SHELL – NOTHING
LIKE A TOTAL TUCK UP.” or “SHELL’S BELLS-WHY Q8 TO PAY PRICES
THAT ARE MORE EXTORTIONATE!”
I am sure you will want to use these adverts and so I have enclosed an invoice for the
work involved. Like you, my aim is to provide you
with excellent value for money, and I can
also confirm that the quality testing
process employed by me ensures that you
receive the best quality adverts at very,
very competitive prices.
I eagerly anticipate seeing my placards up
soon at my local Shell station, and look
forward to receiving payment shortly. I
really hope you like them.
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Yours most sincerely
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