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LEWIS: Hello. In today’s programme, a teacher whose bank account was frozen by 

Barclays without any reason being given tells us how she managed. Despite a 

government crackdown on copycat websites charging premium rates for official 

services, people are still being fooled. The finance and holiday firm Saga is floating 

on the stock market. Will it be a smooth cruise or hit choppy waters? And Lloyds 

Bank cuts the cost of overdrafts but only on Islamic accounts and only by banning 

overdrafts altogether. 

But first Kay Hixon has been an English teacher and a Barclays Bank customer, both 

for around 20 years, so paying in a couple of cheques before Easter seemed a routine 

thing to do. But what happened next was anything but, as she told me when I visited 

her London home on Thursday. 

HIXON: About 2 weeks ago, I was given a gift from my mum for 6,000. I went to 

my local Barclays and I paid in the cheques. About two days later, I looked online just 

to check my regular banking activity and I noticed that it said ‘please contact this 

telephone number’ because I couldn’t access my online banking account. I phoned up 

the telephone number and I was told that my account had been suspended. 

LEWIS: And why did your mum send you the money? 

HIXON: It was a gift because she’d got some money she’d saved. She gave both my 

sister and I the same amount. 

LEWIS: And what did the bank do then? You said you went online, you saw this 
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phone number. It said please ring, which would be a bit alarming for anybody I 

should think. What happened then? 

HIXON: Initially got through to an Indian call centre and was told “Your account is 

suspended.” When I asked for information, there was nothing. The person didn’t say 

anything. So I said, “Please can I be put through to a UK branch?” – politely - which I 

was then told by another telephone banking member of staff, “I’m afraid your 

account’s been suspended. I cannot discuss anything with you. I cannot talk about 

this.” A conversation then ensued where I became very upset and said, “But you know 

my mum’s given me money. What can I do? Will I get it when I get paid on Friday?” 

And all I was told was, “I can’t tell you anything” and that was it. 

LEWIS: Well Kay managed for a day or two with the cash she had and her credit 

card, but by Easter Monday she was so worried she rang Barclays again. This time the 

customer adviser seemed more sympathetic. “You’ve obviously been treated badly”, 

he said. “We’ll pay £175 compensation into your account.”  

HIXON: They told me on the day that I could treat myself. It was a Bank Holiday 

Monday. I’d been through a tough Bank Holiday weekend. I went with my son. We 

were quite excited at the thought of having some money and I put my card in the 

machine and it swallowed it. I was then in Richmond and I was phoning the bank and 

they said, “Okay, it’s Bank Holiday Monday but we can recommend a branch that’s 

open.” Got to the bank. Was told, “Oh no, we don’t have an over the counter system 

here. You need a code. But because your account’s been suspended, we can’t issue 

that code.” It was only because of the kindness of the bank manager, who then said to 

me “Actually what I’ll do is I’ll let you transfer the £175 compensation into my 

account. I will pay you that money from my account.” 

LEWIS: So this was not your bank manager? This was a bank manager in another 

branch who took a sort of human approach to help you. So she gave you the £175? 

HIXON: Yeah she gave me the £175. I think because she took pity on me. 

LEWIS: But even £175 doesn’t go far when you’ve a 10 year old child and 

household expenses looming. Kay’s account was still frozen. At least it would allow 



 

 

 

 

3 

 

 

 

payments in though - her salary and her child benefit arrived as usual – but she 

couldn’t take them out. After many more phone calls, she went – in some desperation 

– to her local branch.  

HIXON: A conversation, a very embarrassing conversation ensued where I was 

listening to the personal banker having a conversation with the fraud department 

where they said things like, “She might be able to have her child benefit.” This, by the 

way, is after I’d been paid £2,200 of a salary of an employer that I’ve been with for 

the last 12 years that’s gone in by BACS. At the end I was told no, I couldn’t have my 

child benefit because I’d been given £175 ten days before and that I should pay my 

bills that weren’t set up on the system by credit card and I could use my Barclaycard. 

LEWIS: Can you think of any reason why this has happened to you? 

HIXON: It’s all been very vague. I did find out when I met with the personal banker 

in the branch that yes it was to do with the cheques. That’s what I was told. 

LEWIS: So without access to your child benefit or your salary, how are you 

managing? 

HIXON: Not very well. It’s quite difficult. I’ve felt quite depressed. I took a couple 

of days off work this week. 

LEWIS: So you haven’t got any other accounts at all? You’ve no savings account or 

current account? Have you thought of trying to open one? 

HIXON: I haven’t got an account, but I have thought of trying to open one. But to be 

honest with you, I feel like a criminal that’s been kind of convicted before being 

proven innocent, so I’m worried that if I go to another place that they might say, “No 

sorry” instantly. And the way I feel at the moment, I don’t really want to rejected even 

more. 

LEWIS: And how do you feel you’ve been treated by Barclays? 

HIXON: They have treated me diabolically. And also the way that their staff handle 

the calls is absolutely … I can’t even think of the words to describe. It’s abominable. 
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LEWIS: Well that was Kay Hixon on Thursday. Initially Barclays wouldn’t even talk 

to Money Box about Kay’s account, hinting darkly that things might not be as they 

appeared. But yesterday, two days after we began investigating, Barclays rang to say 

her account had been re-opened and all suspicion removed. It blamed a 

“misunderstanding” over the cheques Kay had paid in. Well let’s talk live now to 

Kay. Kay, it’s been a bad couple of weeks. How did you hear your account was 

unblocked? 

HIXON: Oh hello Paul. Yes, it certainly has. I phoned Barclays yesterday just 

desperately trying to get more information and was told, after holding for over an 

hour, “Oh we think we’ve got some good news for you. It looks like we will be able 

to return your account to you. But let me give you some more information.” I was 

holding again and then they just told me that it was to do with suspicion around my 

mum’s cheques that they think … that they were convinced that I had nothing to do 

with. 

LEWIS: And what did you say to them? 

HIXON: I was happy inside because I feel I’ve been released from prison, but I 

couldn’t really say. I just said, “Oh that’s good.” I didn’t really know what else to say. 

LEWIS: Did you ask for any compensation? 

HIXON: No. What happened is they said that somebody would be calling me later on 

to discuss you know the next steps of what would happen and I did in fact receive a 

call at the end of the day, you know at the end of a long teaching day discussing that. 

LEWIS: And what did they offer you? 

HIXON: I was given a call by a director of personal banking who spent a long time 

profusely apologising, admitting that they had made errors and mistakes, admitting 

that you know he would be looking into how the staff should be properly trained, 

etcetera, etcetera, and then lots of discussions about compensation which I was 

offered £400. And to be honest with you, Paul, I wasn’t really thinking about money, 

but as sort of time’s you know gone past and it’s sunk in, I’m not really sure what to 
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do with that. 

LEWIS: Right. And you told me on Thursday Barclays’ treatment was “abominable” 

and “diabolical” you said. Have you changed your mind? 

HIXON: No, not at all. I’m still kind of coming out of the shock of it all and, no, I 

still feel exactly the same. Probably a bit more angry actually now. 

LEWIS: What’s the next step for you? 

HIXON: I want to make sure that I’ve got my account back fully and then I will be 

leaving Barclays. 

LEWIS: Right, so you will be leaving them. And presumably everything will be clear 

on your record, so no other bank will know about this? 

HIXON: Let’s hope so. I mean the person I spoke to, and that telephone conversation 

would have been recorded, admitted liability and responsibility completely for 

everything that had happened. 

LEWIS: So you should be alright now. Well Kay Hixon, thanks for talking to us. 

And banks of course have to treat their customers fairly at all times. We wanted to ask 

Barclays if it felt Kay had been. It wouldn’t be interviewed and nor would the British 

Bankers’ Association which represents the industry and how it treats its customers. 

Now it’s like a game of Whac-A-Mole: one copycat website disappears, another pops 

up in its place. The latest one claims to help you tax your car. It charges £40 for 

something you can do free on the DVLA website. Another, using the name 

Environmental Agency, will sell you a fishing licence for £49 instead of the 

government cost of £29. These clone websites cover almost every government service 

from child benefit to driving tests, from European healthcare cards to tax 

self-assessment. Money Box’s Wesley Stephenson’s been looking at this. Wesley, 

many people are still being fooled, aren’t they? 

STEPHENSON: Yes they are. We’ve been contacted by people like Tim from North 

Lincolnshire. 
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TIM: I put ‘tax disc’ into the Google search. It came up with a website which had got 

the web address of Directgov.uk. The website itself looked very similar to the website 

that I’ve been used to using and it was only at the end of the transaction, when I 

looked a bit more closely at the printout that I’d got of the payment, and saw a note at 

the top of the page that says that they’re not affiliated or connected with the DVLA or 

Gov.uk and obviously realised that I’d been using a lookalike website. 

STEPHENSON: And Tim’s a typical example because the thing is about this site, it 

does look very similar to the DVLA website. It’s got the same menu bars that are 

styled like road signs down the side. It’s orange and white like the DVLA website is 

too. And it’s easy to be fooled into thinking that you’re on the official site – unless 

you glance into the top right-hand corner where you’ll see a green triangle, which 

looks very similar to the DVLA logo but it has an exclamation mark in it and it has 

the text at the side – which Tim mentions – saying they’re not affiliated with Gov.uk 

or the DVLA.  

LEWIS: The problem isn’t just they look the same though, is it, because that’s when 

you get on the site. They also use ‘direct’ in the web address, which is the name the 

Government used to use: Direct.gov.  

STEPHENSON: Yeah they do. I mean they’re called things like ‘tax disc direct’ or 

‘vehicle direct’ and, like you say, one even has the address direct-gov.uk.com, which 

sounds familiar and it is very confusing. Steve from Sunderland was tricked by a fake 

car disc website too. This cost him an extra £40. He thinks the Government should be 

doing more. 

STEVE: I’m a little disappointed that the DVLA accept these transactions from 

another company. The DVLA must know that something’s going on and they’re not 

doing anything about it. 

LEWIS: Two months ago, the Government promised to get tough on these websites. 

Earlier, I asked the Consumer Affairs Minister Jenny Willott why it was proving so 

hard to control them. 

WILLOTT: The people who operate these websites are very canny and they change 
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the way that they operate to ensure that they’re just inside the law. We have been 

doing quite a lot to try and take down the websites as we find them and I would 

encourage people who do find them to go onto Gov.uk/misleadingwebsites and report 

it, so we can see what we can do to get it taken down. 

LEWIS: But what can you do because you say they’re clever at being legal, at 

remaining within the law. If they are legal, even though they are clearly deceiving 

people, what can you do to stop them? 

WILLOTT: Well we’ve been working with some of the search engines to try and 

identify those adverts to mislead people and that therefore breach the policies of those 

search engines, and as a result we have had a number of them taken down by the 

search engine so that now they’re not top of the list anymore.  

LEWIS: But it can take months. Meanwhile these people are coining it in. And as 

soon as action does actually stop them, they start again and think up another name 

that’s very like an official name. 

WILLOTT: We’re working to try and take down, as I said, the ones that are 

misleading, so working with the search engines to try and get them taken down as 

soon as possible. We would encourage people to report them to 

Gov.uk/misleadingwebsites, so that we know where they are and see what we can do. 

And I’ve also put quite a lot of money (£120,000) into the National Trading Standards 

Board, which is focusing particularly on enforcement to try and take action against 

those who do put them up to try and stop them from doing it again. 

LEWIS: But £120,000, with respect, is a very small amount of money, isn’t it? It’s 

not a large amount. We’ve heard these sites are making millions of pounds a month. 

WILLOTT: Well the National Trading Standards Board, we’ve put £14 million into 

them over the last year, into the board … 

LEWIS: Well not for this. 

WILLOTT: … but we’ve specified this piece of money is specifically for that, so 

that they can get specific pieces of work done that they need to try and ensure that the 
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enforcement is as effective as possible. 

LEWIS: I mean you say people should contact Gov.uk and I think that’s always been 

my advice as well, but you know there is a website that begins Direct-gov.uk.com. 

Now that is clearly trying to fool people into thinking it’s a government website. Why 

can’t you get that stopped? 

WILLOTT: Well when we do know about them, if they are breaking the law then 

obviously we get them taken down as quickly as we can. 

LEWIS: Is that breaking the law? 

WILLOTT: I don’t know about that particular website. I’ve not seen it. If they are 

passing themselves off as a government website, then they may well be breaking the 

law. Some of them are slightly more careful. But if your listeners see them, then we 

would like them to report them so that we can try and take action against them as 

much as possible.  

LEWIS: Consumer Minister Jenny Willott. And in fact the link she mentioned 

enables you to report ads to Google and other search engines. There is in fact no page 

on Gov.uk to report fake websites directly to the Government. So if you do report a 

search engine, what do they do? Wesley? 

STEPHENSON: Well we’ve looked at this story over a number of years and in the 

past the search engines didn’t really seem to be doing anything about it, but there 

definitely seems to have been progress. If you search for ‘renew car disc’ on any of 

the big search engines now, you no longer get adverts at the top of the page luring you 

to the fake sites, but if you search for ‘DVLA’ you do. So you still need to be very 

careful about this and I think the best way to make sure that you’re not being 

scammed is to start all your searches from the official website, which is Gov.uk. And 

if you use their search box, that’s going to be the best way to get to the right sites. 

LEWIS: If you’re one of the millions of customers of Saga for holidays, healthcare, 

or financial services, you’ll have got a letter recently inviting you to consider buying 

shares in the company when it launches on the stock market shortly. Seven hundred 
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thousand people have already registered an interest, so is buying shares in a company 

that you know as a customer a good idea? Stephen Wilmot is Companies Editor of 

Investors Chronicle. I began by asking him how this would compare to the Royal 

Mail sale a few months ago. 

WILMOT: The Government, unlike most sellers, has an incentive to let share prices 

rise because otherwise it would be accused of foisting overpriced shares on an 

unsuspecting public. So there was a sense in which the Royal Mail flotation was 

likely to be underpriced. That’s not likely to be the case with Saga. Saga is being 

floated out of private equity ownership, so there’s nothing like the same incentive, 

and indeed flotations in general have proven to be a bad investment relative to the 

wider stock market in the UK. Bloomberg produces an index which tracks IPOs for a 

year after they’re floated and the index has actually, since it was created in 2001, has 

actually fallen in value; whereas the market’s risen quite strongly. 

LEWIS: So if you bought into all launches, you’d actually lose money rather than 

make money? 

WILMOT: Yes, on average they underperform. And that is heavily skewed by some 

terrible performance in 2008. It’s nonetheless the case that you would be down about 

25% if you’d invested in all IPOs since 2001, whereas you’d be up about 56% if 

you’d invested in the wider market. 

LEWIS: And to take the specific flotation of Saga, what are the prospects for it? Do 

we know enough about the company to say well these shares will be a good buy? 

WILMOT: Not yet, for two reasons. One is that we don’t know the price. And the 

other reason, which is slightly more unusual, is that we don’t know much about the 

company. All we’ve had is an intention to float document. Normally companies 

release their financial results before or alongside the intention to float document. 

We’re going to have to wait until the prospectus is published on Wednesday before 

we actually get further meat on the bone. 

LEWIS: And when people think of Saga, they tend to think of a holiday company, 

but of course – as far as we know – most of its profits don’t come from holidays; they 
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come from financial services like insurance, don’t they? 

WILMOT: Yes one of the few details that we do have is that roughly 70% of its 

profits come from insurance. 

LEWIS: It’s had a strange history, hasn’t it? It was a private company. It was then 

sold to one private investor, one private investing group, and then re-sold. But it does 

have debt, doesn’t it? 

WILMOT: Yes it has about 1.25 billion of debt, which is actually just refinanced. 

And the stated purpose of the IPO is to raise £550 million. 

LEWIS: We do know that Saga is trying to sell shares to in effect its customers. It’s 

written to all of them, telling them they’re going to be able to buy these shares, 

making them I think a slightly better offer than non-customers. Are its customers and 

the people who might buy the shares, are they really going to be a good fit? 

WILMOT: It wants to raise between 30% and 50% of the flotation money from retail 

investors, which is highly unusual. Royal Mail, it was about 20%. The reason is 

obviously that there’s a substantial overlap between the kind of people who might buy 

Saga shares and the kind of people who might buy Saga products. So it does have an 

incentive in keeping its customers happy. It’s in Saga’s interest to keep the share price 

reasonably buoyant and not alienate people by overpricing. 

LEWIS: Stephen Wilmot of Investors Chronicle. And, as I’ve said on Money Box 

before, I write for Saga magazine which is part of the company being floated. 

Earlier this month Lloyds Bank mailed all its customers to tell them it would be 

removing a fee of £6 a month for people who go into an unplanned overdraft, but only 

doing that on its Islamic accounts. No similar changes were announced for other 

accounts. Some listeners thought that was unfair. One was Darryl from Pershore. 

DARRYL: Recently I received a leaflet from Lloyds stating ‘changes to your terms 

and conditions’ and it states that ‘we are removing the monthly overdraft management 

fee of £6 from our Islamic accounts – Islamic Student Account and Islamic Graduate 

Account.’ I wondered why that was because I just felt like I was being discriminated 
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against? 

LEWIS: But Carol in Birmingham sees the change more as an opportunity. 

CAROL: As overdraft charges are being increased by a number of banks later in the 

year, I thought that Money Box listeners would be interested to know about the 

Lloyds Islamic accounts and they may wish to open one for themselves. 

LEWIS: Well Carol’s right – anyone can open an Islamic account. You don’t have to 

be a Muslim, so there’s no discrimination as Darryl feared. But Lloyds resisted 

comparisons with other accounts. 

LLOYDS STATEMENT: These accounts are structured differently to our traditional 

accounts and do not offer credit interest or other features that are available on our 

other products. A comparison with the overdraft charging structure on other accounts 

is meaningless. 

LEWIS: In fact the Islamic current account is very basic. No interest is paid of course 

for being in credit and overdrafts won’t be allowed at all from 4
th

 August. That’s why 

the monthly £6 fee will disappear. If a direct debit or standing order would take you 

into an overdraft, that payment will simply be refused and there’ll be a £10 returned 

item administration fee. Live now to Glasgow to talk to Omar Shaikh who’s on the 

executive board of the Islamic Finance Council UK. Omar Shaikh, just tell us first for 

those of us who don’t know exactly, what are the basic tenets of a bank account that 

follows Sharia law? 

SHAIKH: Yes Paul. Islamic banks operate differently to conventional banks. Some 

of the key differences is, firstly, the funds which are put into your account – say with 

Lloyds or a window of a conventional bank – they have to be ring-fenced and only 

utilised in a way which is compliant with Sharia principles as well. 

LEWIS: And that means what? 

SHAIKH: So that means if you have depositors’ money, you cannot use that to 

finance lending activity based on interest. 
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LEWIS: Right. And there’s also certain things you don’t invest money in, aren’t 

they? 

SHAIKH: Yes that’s right. So that’s the core banking principle on the accounts, but 

broadly the principles of Islamic finance are very similar to those of the ethical 

finance arena, so you cannot invest in or engage in any sector deemed harmful to 

society. 

LEWIS: So things like alcohol, tobacco, I suppose gambling – that kind of thing. 

SHAIKH: That’s correct. Pornography, armament and so on. 

LEWIS: So do you think it would be a good idea for someone who isn’t necessarily a 

Muslim but is either always in the red or maybe thinks they want some ethical 

banking to look to Islamic accounts either with Lloyds or with other providers? 

SHAIKH: Yes well absolutely. I mean we’re already seeing that occurring around the 

world for that matter - be that Chinese Malays in Asia or be that in Europe – people 

looking for a form of ethical banking. And we’ve seen this increase particularly off 

the backdrop of the recent financial crisis where many people in society regardless of 

religion and backdrop are you know crying out for a more socially responsible, fairer 

form of banking. So absolutely, yes. 

LEWIS: And we understand I think about interest, but these fees that are being 

stopped were a regular £6 monthly fee. Now at one time I think Lloyds thought that 

was okay, but I think Islamic scholars it consults have said that actually a regular fee 

is a bit too like interest to be acceptable. Is that right? 

SHAIKH: Correct. I mean the core principle first of all is in Islamic finance you 

cannot receive and charge interest, so along with the ethical finance parameters that 

we talked about earlier, you cannot receive and charge interest. So any overdraft 

facility, any lending facility given by the bank has to be on an interest free basis. Now 

that’s okay for the student accounts that are there because they give that £1500 free 

overdraft, but where it’s on an interest basis that’s the issue where it becomes 

problematic and not allowed according to Sharia scholars. 
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LEWIS: And let me just ask you about the semantics. The Islamic Bank of Great 

Britain offers savings accounts. It pays what it calls a ‘profit’ on the money and it 

gives examples of that as a percentage of the amount saved. Some of them are 

offering good rates – 2.3%. How is that not interest? How is that acceptable? 

SHAIKH: I mean that’s very simple. If I said to you your rental yield is 7% and if I 

said to you the bank return on this deposit account is 6%, just because it’s measured 

in percentages doesn’t mean they’re both the same thing. They’re two very different 

things. Percentages are just a measure of return.  

LEWIS: Omar Shaikh of the Islamic Finance Council UK, thanks very much for 

explaining all that to us. 

And there’s just time to apologise to the Pensions Minister Steve Webb. He was 

recently in a Money Box near miss as he told the Pensions Select Committee this 

week. 

WEBB: I’ll sit down later on. But I was driving into the office last week, listening as 

I do to the Money Box podcast, and I nearly veered off the road when I heard Paul 

Lewis announce the date I would die, which I nearly proved him right by veering off 

the road. (laughter)  

LEWIS: Well you shouldn’t worry, Steve. Even if you had crashed, you’d have been 

fine. As I said, your expected date of death, according to the tables, is 24
th

 August 

2051. 

And that’s all we’ve got time for. If, like Pensions Minister Steve Webb, you never 

want to miss an episode of Money Box, you can subscribe to the podcast at our 

website: bbc.co.uk/moneybox. You can also get more information there and send us 

your ideas and views, as many of you do. And even during the programme emails and 

tweets are coming in about people fooled by these websites. Helen has just been a 

victim of road tax scam, charged £170 for £130 road tax. And Jane tweeted me earlier 

this morning. ‘I was done’, as she puts it, ‘with my fishing licence. £38 instead of 

£18.’ So it’s still going on. I’m back on Wednesday with Money Box Live, this week 

taking questions on paying for long-term care. Back with Money Box next weekend. 
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Today the producer was Ruth Alexander. I’m Paul Lewis.                   

            

                                       


