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LEWIS: Hello.  Every time we buy something on credit in a shop, open 

a bank account, take out a credit card or even start a new mobile phone contract, the 

details of our credit record are examined.  These credit reports are held on the 

computers of three commercial organisations: the credit reference agencies.  The 

information is used by lenders to analyse what sort of credit risk we are and how 

much money they can make from us.  They then decide whether to give us the credit 

and, if they do, how much to charge us.  So today we answer your questions on these 

credit reports.  They list all our loans, credit cards, bank accounts and show how many 

of our monthly payments are on time, late or missed altogether.  This month the 

consumer magazine Which Money? claimed that 1 in 5 of its readers who responded 

to a survey found an error on their credit file.  Mistakes can mean you’re refused 

credit or not given the best deal.  So how do you check your file?  How do you get it 

corrected if there is a mistake?  And what happens if there’s a dispute?  Your credit 

record can also show if someone has stolen your identity and is borrowing money in 

your name.  £428 million was stolen last year through fraud on credit and debit cards 

alone.  So are credit report services any use in protecting us against ID theft or its 

consequences?  Well whatever your question, you can call Money Box Live now - 

08700 100 444.  And with me today to answer your questions about credit reports are 

Helen Lord, who’s Director of Fraud and Regulatory Compliance with the credit 

reference agency Experian; Neil Munroe, External Affairs Director from another 

credit reference agency, Equifax; and also with us is Martin Hocking, Editor of Which 
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Money?  And our first question is from Jules in Bristol.  Jules, your question? 

 

JULES: Yes, hello.  I applied a couple of months ago to the Next 

clothing company for an account with them and after some to-ing and fro-ing, they 

eventually rang me and said that the credit reference agency they used, Equifax, had 

advised them not to give me an account - not because I wasn’t credit worthy, but on 

two counts: one, because they said my address didn’t exist; and the other, because 

they said I was not on the electoral roll.  And I was extremely concerned about this 

because neither of those facts are true and I wondered what I could do about it? 

 

LEWIS: Right, well let’s put that straight to Neil Munroe from 

Equifax.  Neil? 

 

MUNROE: Yes, thanks Jules.  I’m very sorry you got turned down.  

Obviously what we do with the credit report - and I suggest you get a copy of your 

credit report if you haven’t got one and then raise a dispute with us - we provide that 

process along with the other credit bureaux for you to query why information isn’t 

there and obviously we will go back to the local authority, check the information and 

make sure that that confirms everything. 

 

JULES: So you do apply directly to my local authority to find out if I 

exist? 

 

MUNROE: We do capture that information.  Electoral roll information, 

we capture every year and we get a rolling update of that every month.  Now a lot of 

the problem is we take information from various different sources.  The local 

authority may provide it in a different address format to lenders, to other types of 

organisations we take data from, and so it is quite a challenge sometimes to get the 

information into the right address.  Obviously what’s happened in this case is we’ve 

obviously not been able to do that, so I apologise for that.  If you get a copy of your 

credit file from us, if you raise a dispute we’ll go through the process, check the 

electoral roll, get everything corrected for you and then we would go back to Next and 

tell them that fact as well. 
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LEWIS: One problem though might be that if Jules comes to you for 

her report, you might say you haven’t got one because she doesn’t exist. 

 

MUNROE: We can confirm it other than through the electoral roll, so 

obviously there is other information there. 

 

JULES: Yeah.  I mean I was very surprised at the address because I 

mean if you look up my postcode on the Royal Mail website, then it comes up with 

the accurate address; and the address that you’d apparently given to Next is one that’s 

a good twenty, thirty years old because we live in two cottages that were combined.   

 

MUNROE: Right.  It tends to be a problem.  You know I have apologised.  

I’m sure we can correct it. 

 

JULES: Right. 

 

MUNROE: When addresses are multi-occupancy or properties are merged 

together or a house is converted into flats, the Post Office tends to have one address 

for it.  It creates other addresses, which we need to make sure are on our system.  And 

sometimes, on very rare occasions, you know we need to catch up on that and I’m 

sure we can do that in your case. 

 

LEWIS: Martin Hocking from Which Money?, this was the kind of 

mistake I suppose a lot of your readers found when they checked their own credit 

records recently? 

 

HOCKING: Yeah, absolutely.  I mean we did a survey in March where we 

asked Which? members to tell us about their experiences of credit files and something 

like 1500 people responded; and, as you said at the start of the programme, 1 in 5 

people who had checked their files found a mistake on them.  And that’s not to say 

they were all horrible mistakes saying they had run up debts when they hadn’t and it 

was quite often things like this - this sort of seemingly minor detail on something like 

an address being wrong - but, as Jules has just shown, it could be something quite 

minor like that that leads to a problem. 
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LEWIS: And Helen Lord from Experian, I’m not going to ask you to 

talk about Equifax’s records.  Yours may be just as bad in the case of Jules, we simply 

don’t know.  But just remind us as it’s the start of the programme how we do get hold 

of our credit file so that we can check it.  What’s the process? 

 

LORD: Okay.  Well you can apply for your credit file.  You’ve got a 

statutory right to obtain it for a £2 fee.  You can do that with all the credit reference 

agencies, you can do it online, you can do it in writing or over the telephone in some 

cases. 

 

LEWIS: Right and that £2 file will give you all the information that 

you hold on your computer about me as an individual …  

 

LORD: As an individual, yeah. 

 

LEWIS: … and then you can look at it.  And if there is something 

wrong, as Neil said, there is this dispute procedure.  They contact you again and say 

this isn’t right or I don’t think that’s right. 

 

LORD: That’s right, yes. 

 

LEWIS: Okay.  So it’s £2.  Though I have to say when you go to your 

website, you’re trying to sell us much more expensive ways of getting credit reports, 

aren’t you?  But there is always a link somewhere on the website to a £2 statutory 

credit report rather than the monthly ones or the ones you have to pay more for.  So 

thanks for that.  Thanks for your call, Jules.  You raised some interesting issues.  And 

we’ll move on now to Rosanna who’s calling us from Wolverhampton.  Rosanna? 

 

 

ROSANNA: Hi.  I actually did subscribe to a credit check through Experian 

and I know that my credit rating I think is 940, which I believe is quite high. 

 

LEWIS: Right, well I think it’s out of 1,000 with Experian, isn’t it, so 
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that does sound quite high. 

 

ROSANNA: Yeah, that’s right.  And yet I’ve still been turned down for the 

latest application for a 0% credit card, which is the first time I’ve been turned down.  

And the letter quotes it could be joint finance or somebody at the same address.  Is 

this still a relevant ruling?  I thought they’d scrapped that. 

 

LEWIS: Did they say it might be that?  I mean was there a list of 

possible reasons? 

 

ROSANNA: Yes.  They don’t tell you.  They don’t tell you the reason, do 

they?  

 

LEWIS: No, they didn’t actually say … 

 

ROSANNA: They just refer to other options. 

 

LEWIS: Right, so this is the sort of general rule? 

 

ROSANNA: Yes. 

 

LEWIS: Neil, explain to us these rules about people living at the same 

address with the same name because it used to be a huge problem, didn’t it? 

 

MUNROE: Indeed, up until probably 2004 at the latest information was 

returned to lenders that was based on the same surname, so obviously there could be a 

case where if you had a husband and wife or a brother and sister or family member, 

this could be returned.  From 2004 onwards all the credit bureaux only return 

information about the applicant themselves unless there is a proven financial link and 

that might be an existing credit record that’s there, joint mortgage or something of 

that nature.  So that’s obviously where it would be.  Now that information actually, if 

it was returned, would be shown on somebody’s credit file, so I think in Rosanna’s 

case it would have been shown on that file she would have got the 940 score for.   
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LEWIS: Right.  So was there anyone else’s information on  your file 

Rosanna? 

 

ROSANNA: No. 

 

LEWIS: Well if there wasn’t, then the lender … 

 

ROSANNA: Oh do you mean in terms of  - When I look down my file, it 

says who my husband is, but that’s the only one. 

 

LEWIS: Right, so you’re linked with your husband? 

 

ROSANNA: Yes, on the file yeah. 

 

MUNROE: It should say whether there’s any financial links on this. 

 

LEWIS: And that’s because presumably you’ve got a joint account or a 

joint mortgage or something like that? 

 

ROSANNA: That’s right, yeah. 

 

LEWIS: So anything on your file is what the lenders will see; and if it’s 

not on your file, then they won’t.  But you’ve been turned down, which I suppose 

remains a bit of a puzzle.  But it should be said that this decision isn’t made by 

Experian or the other credit reference agencies.  It’s made by the bank.  Martin 

Hocking, why do you think people are turned down?  What’s the reason? 

 

 

HOCKING: Well I mean in this case the lady’s talking about a 0% credit 

card.  I mean I don’t know, it could be something as simple as she’s had a number of 

0% deals and at some point in the past she’s had a 0% deal from this same company, 

albeit on a different card, and it may be they’ve simply decided that they don’t want to 

offer her that particular deal again rather than thinking there’s any reason to assume 

she’s not going to pay the money back. 
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LEWIS: Yes because I mean it’s worth remembering, isn’t it, that these 

decisions aren’t always made because you’re a bad credit risk.  It might be, Rosanna, 

that they just think oh we’re not going to make any money out of her.  We won’t offer 

her the card.  (Laughter) 

 

ROSANNA: Really? 

 

LEWIS: I’m afraid so, yes.  I mean obviously the bank is perfectly free 

to trade with anybody it chooses or not and your credit risk is one aspect of that.  The 

other aspect is whether they think you’re somebody they’ll make money out of.  And 

it has to be said with credit cards, a lot of them are owned by one company even 

though they trade under different names and if you’ve got one of the other cards you 

may not get another one from the same group without you realising why.  So it may 

not be to do with your credit rating of 940.  We’ve had an awful lot of e-mails and 

calls, I must say, from people who’ve been refused and want to know why.  Helen, 

just remind us when you are refused what does the bank or lender have to tell you? 

 

LORD: The lender or bank would tell you the name of the credit 

reference agency if they’ve used one and point you in their direction and they give an 

indication of why that lending decision was made.  So if it was based upon the 

information that a credit reference agency held, they would say so.  If it was based 

upon their credit scoring, they would also state that.  So they would give you a high 

level indication of why.  They shouldn’t refer you to a credit reference agency if the 

data on your credit report hadn’t resulted in the decision. 

 

 

LEWIS: Right.  Well I must say my experience of those letters that I’ve 

seen is that they’re fairly high level and not really, they don’t actually say we’re not 

lending to you because we’re not going to make any money out of you.  (Laughs)  

Neil? 

 

MUNROE: Well I think you know Rosanna should go back to them and 

ask a little bit more information.  I mean it’s very difficult for a lender to give all of 
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their scoring information out because that wouldn’t be particularly good - fraudsters 

around and whatever.  But you know go back armed with this information and ask 

them for a little bit more information - you know was it because of credit scoring, was 

it because of my credit file? 

 

LEWIS: Okay.  Thanks very much Rosanna for that, raised some 

interesting points.  Nini is next from Gloucestershire.  Nini, your question? 

 

NINI: Hi.  It’s actually very similar to the previous caller, but the 

situation here is a brother and sister - same surname, same address.  And I know my 

brother got into some financial difficulty and I think he defaulted on a loan or an 

overdraft, but we have no financial connections; they’re different.  My financial track 

record is fine as far as I know - I haven’t defaulted on any loans or mortgages, 

etcetera, etcetera. 

 

LEWIS: Okay, but you’ve been refused credit and you think it’s 

because of your brother’s lack of care?  Shall we put it like that? 

 

NINI: It’s the only thing I can think of, yes. 

 

LEWIS: Well I mean, as we’ve heard, it could be because they simply 

don’t want to give you that product.  But let’s just ask Helen what that might be. 

 

LORD: Well have you actually received your own credit report? 

 

 

NINI: I have and there wasn’t particularly anything exciting on it.   

 

LORD: Right. 

 

LEWIS: Was your brother on it? 

 

NINI: No, he wasn’t. 
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LORD: Okay, so there was no mention of a financial connection 

between you or your brother? 

 

NINI: No. 

 

LORD: Okay, in that case I’d strongly suggest that you do go back to 

the lender in that case. 

 

LEWIS: Because, as we’ve said before Nini, if it’s not on the report 

you’re given, it won’t be on information given to the lender.  You can see by law 

everything the lender can see.  So if your brother isn’t on there, breathe a sigh of relief 

and go back to the bank and say come on, why, because, as I understand it from what 

I was told earlier, you’ve actually got a good financial record and a reasonable income 

yourself. 

 

LORD: Are they obliged to tell me exactly why because the letters are 

quite fuzzy? 

 

LEWIS: No, they’re not obliged to tell you exactly and that‘s partly the 

problem.  And it could be all sorts of reasons and it’s a bit of a puzzle.  Martin, do you 

want to add anything to that? 

 

HOCKING: Only to say I mean is the lender who is refusing you the 

money the same bank that you have other financial products with?  Have you got a 

current account with them, for example? 

NINI: No, ironically I was trying to open a savings account, but a lot 

of savings accounts are linked to current accounts … 

 

HOCKING: Yeah. 

 

NINI: … and with current accounts, they do credit search.  

 

HOCKING: Yeah. 
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NINI: And so ironically I’m trying to give them my money to save 

for me, but they’re saying no actually we can’t give you this level of savings account 

because we’ve come back with some kind of you know problem. 

 

LEWIS: Well it’s not a savings phone-in, but I must say that all the 

very best cash savings accounts are not linked to current accounts (Laughter), so my 

advice would be to do a bit of a search on past Money Box programmes on our 

website and find the best savings account.  We did report on those in fact on Saturday 

and that transcript will be up on the website soon.  Let me just give you the web 

address.  It’s bbc.co.uk/moneybox and there you can read a transcript for every 

programme we’ve done for the last 2 or 3 years and you can also read a transcript of 

today’s programme in a couple of days when we’ve had time to prepare it.  So any 

detail that you might have missed, you can always refresh your memory on.  And of 

course you can listen to the whole thing again for the whole week if you want to.  

Thanks for your call, Nini, and we’ll move onto Nicole in Bristol.  Nicole, your 

question?   

 

NICOLE: I’ve been wondering about if there’s any publications or 

websites that could give you more information about what you’re actually reading on 

the credit report? 

 

LEWIS: Well I think there’s quite a lot on the credit reference 

agencies’ websites. 

 

NICOLE: You see I didn’t find it to be, I know that you can go to links 

and so forth to report guides, but I didn’t find it to be you know in very great depth.  

Something for example on like linked addresses, it doesn’t give very much 

information about why that’s useful. 

 

LORD: Did you get a paper copy of your credit report, Nicole? 

 

NICOLE: Yes. 

 

LORD: With that, there should have been some sort of explanatory 
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leaflet that should have gone through the various different types of information.  If 

you didn’t get that, then I’d request that.  But also on all of our websites, there is an 

explanation of the information, so there should be a help area and there should be 

answers and questions about the different types of information, where it comes from, 

what to do if you believe it to be wrong. 

 

NICOLE: Yeah, I was wondering in particular something like more of a 

street wise explanation of how that information is generally used or … 

 

LEWIS: Right, well I don’t think there’s anything free.  I mean there’s 

a number of books that might have that sort of information in.  But I mean on linked 

addresses, Neil, it’s quite simple: if you have a financial connection with someone, 

you will be linked; if you don’t, you shouldn’t be; and if you are, you can get it taken 

off. 

 

MUNROE: Indeed and linked addresses is something that obviously 

probably people aren’t quite as aware of as some of the other information, so we do 

our best on the websites to do that and like Experian and Equifax we have a sample 

report on there which breaks it all down as to what exactly that data is.  I’d hope that 

it would be helpful. 

 

 

 

LEWIS: Martin, you did your survey on people.  What did you find?  

Do you think people did understand their credit reports?  Was that one of the 

problems? 

 

HOCKING: Well to take a step back and at the risk of going off at a slight 

tangent, Paul, probably the most alarming thing was the fact that 7 in 10 readers told 

us they’d never checked their files at all … 

 

LEWIS: Yes indeed and that’s very common, I think. 

 

HOCKING: … so that sort of suggests to me that the level of knowledge 
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that people have of their credit files is still pretty limited; that only 1 in 3 has ever 

even looked at them. 

 

LEWIS: Yes, though of course Nicole’s problem is different.  She has 

checked it and she still found it difficult to understand. 

 

HOCKING: Sure, sure. 

 

LEWIS: Okay, well Nicole it seems that a bit of research on your part 

on the websites might help, but if it’s linked things you’re worried about then the 

situation should be fairly simple.  And on the subject of reports, we’ve just an e-mail 

from Will.  He says ‘How can the agencies justify asking us to pay to check our own 

records to detect other people’s mistakes or criminal activity?’  I presume he’s 

objecting to paying even £2.  Why do you charge £2, Neil? 

 

MUNROE: Well £2 is a statutory amount that was raised in the Consumer 

Credit Act and in fact hasn’t been amended I think for about the last ten years in terms 

of charge, so it’s a fee that covers or attempts to cover some of the costs of producing 

it. 

 

LEWIS: We’ve had another e-mail too saying it’s nothing in America.  

You have a statutory right to it for nothing.  But that’s just a difference in the law 

between the two? 

 

MUNROE: Indeed.  In the law there’s a Fact Act, as they call it, which 

provides for a free credit report once a year for individuals. 

 

LEWIS: Okay.  Well maybe £2 is not that much if it’s not been put up 

for ten years. 

 

HOCKING: Paul, it’s also worth saying that you can obviously get a free 

trial of some online services where you can sign up. 

 

LORD: Yes.   
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LEWIS: You could hardly miss that if you go onto their websites, but 

of course you do have to remember to cancel it within 90 days or else you get stung 

for the regular payments.  (Laughter)  But, yes, you can get free credit reports from 

the credit agencies - I think possibly all of them, certainly Experian and Equifax, 

possibly Call Credit as well - if you sign up for 90 days and then cancel before …  

Sorry sign up and then cancel within 90 days.  Okay, we’ll move on and the next call 

is from Henrietta from Shepherd’s Bush.  Henrietta, your question? 

 

HENRIETTA: Oh hello.  I wanted to ask what I can do about an insurance 

company.  My car insurance company completely failed to administer a claim that 

was made against me arising from a road traffic accident, quite a minor one - so much 

so that 2½ years or so, 2 years later I was served with court documents.  And I then 

got in touch with them and said, “Listen, will you please do something about this.  

You know I’m being taken to court.  Why haven’t you done anything about this?  I 

did notify you about it.”  And they said, “Oh fax the documents and everything”, 

which I did duly do and I sent everything to them and I was assured that they would 

deal with it.  And they did nothing.  And I was 9 months pregnant and went away on 

holiday, came back and got a County Court Judgement against me.  And I’ve recently 

been trying to change mobile telephone companies, I’ve tried to open a bank account 

and I’ve failed to do this. 

 

LEWIS: And, Henrietta, just let me ask you about the County Court 

Judgement.  You didn’t actually have to pay any money because the insurance 

company had … 

 

HENRIETTA: No ultimately because then when I got the judgement, I said, 

“Listen, the next step is I’m going to have a bailiff on my doorstep and you know 

you’ve really got to do something about this.”  So they did pay for it. 

 

LEWIS: Okay, so you’ve had a County Court Judgement, but it’s been 

satisfied. 

 

HENRIETTA: It’s been satisfied. 
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LEWIS: Helen? 

 

LORD: Okay, if it’s the liability of the insurance company all you 

need to do is obtain something from the insurance company confirming that.  And 

from an Experian point of view and Neil will say from Equifax, the information 

would be removed from your credit report if you provided us with that 

documentation. 

 

LEWIS: So Henrietta needs to get information from the insurance 

company.  I mean Neil, I know you want to jump in here, but let me ask you to deal 

with this as well.  Poor Henrietta from what she says has been a completely innocent 

party in this.  You and the other reference agencies have been putting out this 

information that’s been to her disadvantage and she’s the one who’s suffering all 

round. 

 

 

MUNROE: Yes she is.  I suppose the system is set up to give individuals 

the right to redress in terms of getting a copy of their file and challenging these things 

and, as Helen’s already said, there is that ability to do that.  I mean I know it’s 

hindsight here, but I think it is quite a valid point that a lot of people do ignore County 

Court Judgement papers when they come through. 

 

LEWIS: Especially if they don’t owe the money. 

 

MUNROE: Indeed.  But you know you need to get into that debate and 

you need to sort that out when they arrive.  Please don’t ignore them because 

unfortunately, as Henrietta’s pointed out, you know it can have some consequences.  

But the ability is there with all the credit reference agencies to amend that data and get 

that data removed, which I think is an important point. 

 

LEWIS: So does Henrietta have to go to the three sites, get her reports, 

write to you all and get this judgement taken off?  I mean is that the procedure? 
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HENRIETTA: How do you get it off because I mean I’ve written to Equifax 

and I’ve tried to get a notice of satisfaction from the solicitors on the other side and 

I’ve yet to receive one.  But apparently they’ve notified the court.  But who actually 

has to take steps to get it removed? 

 

MUNROE: Well we would do that for you, Henrietta.  If you write to us, 

you know we will raise a dispute on it.  I can always take your details off line later to 

persevere with it for you. 

 

HENRIETTA: Are you from Equifax? 

 

MUNROE: I am. 

 

LEWIS: I mean I think Martin this is a typical example, isn’t it, of 

everyone says well these are your rights, this is what you have to do and here’s poor 

old Henrietta who’s done all that and is still in difficulties because the bureaucracy 

hasn’t worked? 

 

HOCKING: I mean it seems to me you are still at the mercy of the person 

who’s made the original mistake to admit that they’ve made that mistake in order for 

them to produce some paperwork for you as a consumer then to send to the credit 

reference agency.  I can see from the credit reference agency’s perspective, they’re 

not just going to amend your file because you want them to, but if you’re dealing with 

a difficult company or somebody who’s being a bit incompetent, this could clearly 

drag on for weeks or months. 

 

LEWIS: As it has.  Anyway, Henrietta, I think that you’re obviously in 

the middle of the procedure and it just means persisting with that and being very firm 

with the insurance companies and then it will be down to you, unfortunately, to 

contact the credit reference agencies to make sure that County Court Judgement 

notice is changed.  I’m going to go to Dr Stewart Russell now in Grantham who’s got 

a similar point, I think. Stewart? 

 

STEWART: Hello, yes.  Putting aside the idea of expediency, how is it that 
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these credit reference agencies can get around the data protection laws when ordinary 

citizens cannot do so? 

 

LEWIS: Yes and we’ve had an e-mail on similar lines from Katie who 

says, ‘Whatever happened to confidentiality?  Who are the credit reference agencies 

and who gives them the right to hold personal finance details of everyone?’  Okay. 

And a number of other e-mails that make that point.  I read that one out because it was 

right in front of me.  Neil, who gives you this right? 

 

 

MUNROE: Well when you take out a credit application, you sign what 

they call a fair processing notice, which is defined and agreed with the Data 

Protection Commissioner or the Information Commissioner as he’s now called.  That 

basically says that you consent to your information being shared and so therefore 

credit agreements are then subsequently shared by the lender with the credit bureaux, 

so it meets fully within the terms of the Data Protection Act.  We do review regularly 

with the Information Commissioner the processing of data, obviously to make sure 

things are being handled properly, but that is primarily it.  Other data comes from 

public sources and there are other acts around governing the supply of that like 

electoral roll, for example. 

 

LEWIS: Yes, the electoral roll and of course County Court Judgements 

is all publicly available.  Anybody if they’re willing to pay can certainly see that or go 

to the local library and see it.  But it’s the data you share, isn’t it - all this data from 

the banks and the building societies?  Helen, people do get concerned that all this 

information is sloshing around; and although we may all agree to it when we take out 

the loan, we don’t remember doing it, do we? 

 

LORD: Yeah, I think with public information it’s more widely 

available.  As far as credit account information’s concerned, that is only available to a 

certain number of people.  It’s only available to those lenders who are entitled to see 

that information and who indeed provide that information themselves.  And, as we 

say, it is fully consent driven and nothing should be out there that you haven’t agreed 

to. 
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LEWIS: No.  And, Stewart, I mean have you noticed when you’ve 

taken out credit that you’ve ticked a box or rather probably not ticked a box saying 

that you consent to this? 

 

STEWART: Well I don’t actually approve of these credit reference 

agencies.  I mean they’re NGO’s, they’ve nothing to do with …  They’re private firms 

… 

 

LEWIS: Well they’re private companies in fact. 

 

STEWART: … who are making vast amounts of money out of other 

people’s problems and I feel that it’s grossly unfair that these people can just ride 

rough shod over the laws like this. 

 

LEWIS: Well I don’t … well alright, it’s not for me to defend them. 

 

STEWART: If we take credit reference …  I mean we’re amateurs, aren’t 

we, people who borrow?  I mean we go to the bank occasionally.  You know we are 

easy prey for these people.  I know in Nottingham there is an enormous building, the 

Experian building.  I mean god knows what they’ve got in there. 

 

LEWIS: Okay, you’ve made your point.  And I think other people 

might say that they help us get instant credit, but there are certainly people who feel 

like you and I know that there are problems which is what we’re trying to deal with 

today.  So let’s move onto Alex who is calling us from somewhere in London.  

Edgware.  Alex, your question? 

 

ALEX: Hello, hi.  I’m a student or at least I will be in October, I’m 

starting university. 

 

LEWIS: Congratulations. 

 

ALEX: Thank you.  And I went to open a student account from one of 
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the high street banks and I was refused based on my credit, which is very odd 

considering I don’t really have any credit history. 

 

LEWIS: Well that might be the reason, Alex.  I’m sorry to cut you off, 

but we’ve not got very long, so I might want to squeeze another question in too.  

Neil? 

 

 

 

MUNROE: Well I think there is this what we call in the industry a subject 

of thin files where people who are starting out in life don’t have a lot of credit history.  

I would suggest probably that it’s a case of actually trying to confirm you do live 

where you are, so it might be worth checking your credit file to see if you’re on the 

electoral roll. 

 

ALEX: I mean I’ve checked that.  I’ve checked with your agencies.  

I’m on the electoral roll.  I already have current accounts, two current accounts.  I 

mean what more do they expect of a future student? 

 

LEWIS: Well it’s very odd that you’ve been denied a student account 

on this basis.  Could it be for another reason?  I mean if you’ve already got two bank 

accounts, why do you need a student account? 

 

ALEX: I mean I was going to then close one of the previous accounts 

and open a student account. 

 

LEWIS: It may be worth just going to your bank and talking to them 

and seeing what’s going on because it does sound a bit odd, but it certainly doesn’t 

seem to be because of your credit rating except, as the point Neil made, if you’ve got 

no credit at all, it takes a little while to build it up.  Thanks for your call, Alex, and 

good luck with your studies.  We’ve just got time to fit in Ray from Aberystwyth.  

Ray, your question? 

 

RAY: Oh hello there.  It’s just to clarify the position regarding 
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children entering into credit arrangements - mobile phones and bank accounts and the 

like.  I understand these appear on their parents’ credit reference files and, if they do, 

how long do they stay on there for and who’s liable if there’s a problem? 

 

LEWIS: I’m not sure they do.  I think as soon as you can get credit, 

you probably have your own record.  Helen? 

 

 

LORD: Yeah, I mean you can get credit when you’re 18 and that 

would go on your own credit report, so there shouldn’t be an instance where an 

individual has an account and that appears on somebody else’s report. 

 

RAY: Oh right. 

 

LEWIS: With mobile phones, Ray, pay as you go phones don’t go on 

credit reports, but when you take out a monthly contract it does. 

 

RAY: I was just under the impression there was something perhaps 

up to the age of 21. 

 

LEWIS: I don’t think so, no.  Neil? 

 

MUNROE: I think Ray maybe if you take the account out in your name 

for the child concerned, then obviously it would stay on your file and it would stay on 

there for 6 years from the date it’s been set up, so that would be the only time. 

 

LEWIS: And if you were a guarantor on a loan, for example. 

 

MUNROE: If he was a guarantor, indeed. 

 

LEWIS: Okay, Martin Hocking, did you have any problems like this I 

mean with young people and credit? 

 

HOCKING: No.  I mean we didn’t do age-related research, so nothing 
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flagged up like this.  Just to sort of summarise from our perspective, we’re absolutely 

not saying don’t use your credit file.  We think that they do provide a useful service 

and we’d recommend to people that they check their file once a year with each of the 

agencies.  We’re simply concerned at the high level of apparent mistakes that people 

have found in them. 

 

 

LEWIS: Okay, thanks very much for that.  And I’m afraid that is all we 

have time for, so thanks to Martin Hocking of Which Money?, Neil Munroe from 

Equifax and Helen Lord from Experian.  Thanks to all of you for your calls and e-

mails, which, as ever, are coming in thick and fast towards the end of the programme.  

You can find out more about credit reports from our Action Line - 0800 044 044 - our 

website, bbc.co.uk/moneybox, where you can also as I said listen to the programme 

again and in a couple of days read a transcript.  I’m back at noon on Saturday with 

Money Box and I’ll be here to take more of your calls on Money Box Live next 

Monday afternoon. 


