
 1 

THIS TRANSCRIPT IS ISSUED ON THE UNDERSTANDING THAT IT IS 

TAKEN FROM A LIVE PROGRAMME AS IT WAS BROADCAST. THE 

NATURE OF LIVE BROADCASTING MEANS THAT NEITHER THE BBC 

NOR THE PARTICIPANTS IN THE PROGRAMME CAN GUARANTEE 

THE ACCURACY OF THE INFORMATION HERE. 

MONEY BOX 

Presenter: PAUL LEWIS 

TRANSMISSION: 4
th

 JANUARY 2013  12.00-12.30  RADIO 4 

 

LEWIS: Hello. In our first programme of 2014, the year ended and may well start 

with power cuts for thousands of people.  What compensation can they get and how to 

claim it?  Nine customers of RBS and Natwest go to court to stop the banks closing 

their accounts without giving them a reason.  The over 50s insurer, which took more 

than a month to let 93,000 customers know their data had been stolen.  And the 

Faberge that left egg on the auctioneers face.   

RAWLINSON: I’d never bid in an auction before and I thought why should I not 

trust the description? 

LEWIS: Indeed!   

LEWIS:  But first as more storms batter the country, some are still wondering what 

compensation they might get for being without electricity over Christmas.  The 

standard compensation is just £27 and to get that after a storm, you normally have to 

be without power for 48hrs, but who pays it and how do you claim?  They were 

questions Money Box listener Nick Beard asked us.  Nick lives at Burghfield 

Common near Reading.  Christmas was ruined for him and his family after a tree fell 

on a power line and left them without electricity for four Christmas days. 

BEARD: The storm blew up on the night of 23
rd

 of December and at 10.30 our lights 

went out, a branch having gone through a tree in the woods and power was then off 
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until 11pm on Friday the 27
th

.  In the midst of that time of course, Christmas 

disappeared and family couldn’t come.  We couldn’t eat our own turkey, had to throw 

away the contents of the freezer and getting through SSE was quite difficult on their 

numbers with long silences and waiting.  We did speak to folk in the end, also to 

discover what compensation might be available for the period and I understand this is 

to be advised in due course. 

LEWIS: Well Nick first rang his power supplier, but the compensation is in fact paid 

by the Seven Electricity Network Operators who are responsible for the wires and 

cables between the National Grid and your home, they have to pay when a home is 

left without power for too long.  Tim Field from the Energy Network Association 

explains. 

FIELD: That compensation mechanism is put in place for customers by OFGEM who 

are the industry regulator and they set out what the amounts and the conditions in 

which compensation is paid. 

LEWIS: But most people don’t know who their network operator is, do they?  I mean 

we pay one of the energy providers for our energy.  We haven’t a clue who runs the 

pipes and wires it all comes through? 

FIELD: Well its in the phone book under ‘Electricity’ that’s one way you can find 

out certainly, but you can also find out by contacting your supplier there able to tell 

who your network operator is as well. 

LEWIS: Right, so you go to your supplier, you find out your network operator and 

then you have to claim compensation.  What, what might people get? 

FIELD: Well there are three different categories to the compensation and it’s actually 

determined by the number of faults experienced on the network, so the first category 

relates to if there is eight times the daily average fault rate.  And over the course of 

the storms that we saw over Christmas, we actually experienced in some cases 2 

months worth of faults experienced in five days, so that’s quite a high level of of of 
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fault rate that that we experienced there.  And that the companies were able to get the 

vast majority of people reconnected surprising quickly given the conditions that they 

were having to deal with, so so the first category then is eight times that daily faults 

rate and that means that for customers who are off supply after 24hrs, they can claim 

£27 plus a further £27 for each 12hr period and that’s up to a maximum of £216.  But 

the category two level is where the network go into thirteen times the average number 

of faults and that’s the bracket that the current weather we believe will fall into once 

the full assessment of of dictation and the data is is brought together and that means 

that after 48hrs.  So essentially, the more severe that the damage caused by the 

weather is, the the longer the period before the compensation kicks in and that means 

that after 48hrs £27 can be claimed plus a further £27 for each of the the 12hr periods 

after that.   

LEWIS: So do you have to claim or will you be contacted? 

FIELD: The best thing to do cos it it’s not always clear precisely every every location 

that loses power for for a period of time.  The best thing to do would be for people if 

they did experience power cuts of of that sort of period, contact your local network 

operator and make sure that their aware cos then they can be sure to follow up with 

you. 

LEWIS: Tim Field.  Well as Tim said, there are certain minimum amounts of 

compensation that have to be paid, but some networks are actually paying more.  

Lesley McAlpine’s been finding out.  Lesley! 

McALPINE: Well Paul, SSE Power Distribution and UK Power Networks serve the 

areas in Southern England, which experienced a category two disruption over 

Christmas.  SSE Power Distribution will pay £75 to any household, which was 

without electricity for any time on Christmas Day.  Meanwhile, UK Power Networks 

will only pay after 48hrs, but will pay £54 which is double the standard amount and a 

further £54 for every other 12hrs but if that includes Christmas Day, then it will pay 

£75 minimum. 
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LEWIS: But even that isn’t going to cover losses is it if for example like Nick Beard 

who had a freezer full of food that you have to throw away.  Can you get more? 

McALPINE: No these payments are set down by OFGEM and there isn’t any further 

liability, but it should be covered on your household contents insurance. 

LEWIS: And what about areas where there were power cuts, but the weather didn’t 

cause that much disruption? 

McALPINE: Oh Electricity Northwest, which covers Northwest England told us that 

because of the time of year, they give all 2,500 customers who had a power cut at 

least £54 and those who were without power for two nights get an extra £100 on top 

of that.  Distributors where not so many were affected are offering the standard 

compensation.  Northern Ireland Electricity isn’t regulated by OFGEM, but as all 

customers were reconnected within 24hrs. 

LEWIS: And what Tim Field say, people who were without power should contact 

their network operator, what do the operator itself say? 

McALPINE: Well the networks say, they know who was without power and for how 

long and they say they’ll be in touch with all customers who are due compensation.  

But Citizens Advice agrees with Tim Field, its worth making a claim yourself if you 

think your entitled to compensation.  SSE Power has a claim form on its website and 

payments will be made by cheque. 

LEWIS: Thanks Lesley.  And there’s more on our website, bbc.co.uk/moneybox.   

LEWIS:  Nine customers of Royal Bank of Scotland and Natwest have gone to court 

to keep their accounts open.  The Bank had told them the accounts would be closed in 

60s days, but gave no reason and wouldn’t discuss it.  All the customers involved in 

the case are of Iranian descent though seven of them have UK passports, one is 9yrs 

old.  The customers claimed in court that the closures breached the ‘Equality Act’.  In 
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the past, Banks have denied that they close accounts on racial or ethnic grounds.  Bob 

Howard’s been following this issue, Bob. 

HOWARD: Paul, we recently looked at the number of bank customers with not 

typically British names who’d had their accounts closed.  Of the 150 emails we’d had, 

more than a half fell into this category.  Most of those appeared Asian or Middle 

Eastern in origin.  The Banks told us there unable to go into detail as to why accounts 

have been closed because of industry wide regulations.  The British Bank Association 

told us Banks do not discriminate on the basis of ethnicity, but RBS involved in this 

court case you mentioned isn’t the only high street bank, which is facing these sorts of 

allegations.  After our last report, Money Box was contacted by the former Branch 

Manager of another major high street bank.  He said that before he left, his bank 

would regularly refuse to open accounts for potential customers if they came from 

countries like Iran, East Teamore, Pakistan or Sudan.  These were all rated by his 

bank as high risk.  And he also said if during the course of communicating with 

existing customers, the bank discovered they held a passport from one of these 

countries it would be closed without explanation.  He said employees were under 

huge pressure to do this to show the bank was combating money laundering and they 

believed this was happening to hundreds of people a week across his banks branch 

network. 

LEWIS: Thanks Bob.  Well the solicitors’ representing the nine RBS/Natwest 

customers is Blackstones.  And live now to Emma Nawaz the Managing Director of 

the Solicitor.  Emma Nawaz’s what’s your clients claim against the bank exactly? 

NAWAZ: It, it’s as you articulating very clearly moments ago, it it’s a breach of the 

‘Equality Act.  Our clients received letters stating that their accounts would be closed 

that no reason would be given, it was a final determination and that they wouldn’t be 

given any banking record…references… 

LEWIS: And this is beca…because of their ethnicity or their their racial origin their 

Iranian origin? 
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NAWAZ: Well they are all of Iranian origin or they as you stated some have, most of 

them have UK passports although the bank are still stating that they cannot provide 

reason for closing their accounts.  We say it’s because of their Iranian origin. 

LEWIS: But, but the the the real reason maybe something different may in’t it, are 

are these people all related, do they have any anything in common? 

NAWAZ: They don’t.  The Bank have informed the courts in proceedings just issued 

prior to Christmas that the reason was that these nine had were connected to a 

business and that business account had transferred funds to and from Iran.  There are 

two issues with that, they didn’t provide any evidence to prove this.  Easy evidence 

such as Company House documentation to prove that they were related to the 

business, they didn’t provide that and their unable too because simply their not.  And 

secondly, it’s not actually unlawful to transfer money to and from Iran, you simply 

need to have HM Treasury approval, which is easy to obtain and the Banks approval 

and the Bank has always approved the business transactions.  

LEWIS: But, but your saying that these people do not have anything in common, 

they don’t have a company their not shareholders in the same company that this is 

what what your saying, what the banks says is simply false? 

NAWAZ: That’s exactly what we our position is yes.   

LEWIS: And so the only reason you can think off is is because of their ethnicity, but 

you did say that this this company had been alleged to transfer money to Iran, which 

as you say is not illegal as long as you obey the the sanctions that are in place, but 

your in a way your saying that but then its irrelevant because your saying their not 

involved in the company anyway? 

NAWAZ: That’s exactly right!  Well I actually act for the companies as well, they are 

not in the nine because their companies they’ve been issued have got seen separately, 

so there are two companies that are alleged to have transferred funds unlawfully, 

which they haven’t i.e. obtained Treasury approval but maybe 12 months ago. 
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LEWIS: Right, so so the two companies haven’t transferred money unlawfully and 

these nine individuals are in no way related to those companies that’s your position? 

NAWAZ: That’s right, not all nine.  There are only a handful that are related to the 

company they are… 

LEWIS: Ah so some of them are? 

NAWAZ: …directors or shareholders and others are not related in anyway their not 

shareholders, directors or employees. 

LEWIS: Right, but they are related to people who are? 

NAWAZ: No their not, they are completely individual people. 

LEWIS: The Bank of course always says they can’t give reasons because they could 

be tipping off criminals do you, do you think that’s a reasonable them to have? 

NAWAZ: It’s reasonable that they can’t, they have to have some basis for it and have 

they reported these individuals to the appropriate authorities. 

LEWIS: And just finally and briefly Emma Nawaz, the bank is keeping the accounts 

open pending this hearing.  What do you hope the court will order when it comes back 

in in in the next month or two? 

NAWAZ: Well we’re hoping that the Bank will entertain mediation or alternative 

dispute resolution.  It was indicated by the Bank’s Lawyers at Court prior to 

Christmas that they were wishing to do that.  If not and it ends up in the court 

proceedings, then we hope that the court will agree that this is a breach of the 

‘Equality Act’. 

LEWIS: Emma Nawaz of Blackstone’s' thanks very much!   
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LEWIS:  The specialist travel insurers ‘Staysure’ is warning tens of thousands of 

customers that their three digit security codes may have been stolen by hackers 

following a security breach of its IT system.  These codes are not supposed to be 

stored by companies at all, but not only did ‘Staysure’ keep these numbers; it didn’t 

even encrypt the cards.  Howard’s been looking into this. 

HOWARD: Yes Paul.  ‘Staysure’ specialises in travel insurance for people over 50.  

It’s written to 93,000 people, who bought policies prior to May 2012, who it believes 

may have had details stolen.  The hack of its systems happened at the end of the 

October.  ‘Staysure’ only realised in the middle of November, but it was only before 

Christmas that customers received letters warning them to monitor their accounts.  In 

the letters, the company says that their 16 digit credit and debit card numbers were 

encrypted, but the three digit CVV numbers on the back of their cards, which 

customers gives when they give when they buy online or over the phone were not 

encrypted that’s even though Cordons Do Rule say that holding and storage of CVV 

numbers is expressive prohibited.  Before writing to customers ‘Staysure’ notified the 

Information Commissioners Office and the Financial Conduct Authority.  We asked 

the Information Commissioner if it was concerned that it took more than a month for 

‘Staysure’ customers to receive letters warning them about the hack.  It said it was 

looking into the case, but it doesn’t set a timeframe within which firms must notify 

customers of breaches.  Its guidance says ‘informing people can be an important 

element in the firms breach management strategy’ that doesn’t satisfy Sir Alan Beith, 

MP for Berwick on Tweed and Chair of the House of Commons Justice Committee, 

which monitors the ICO.   

BEITH: I think customers are entitled to be informed as soon as a company knows 

and that ought to be much clearer.  And I think the greatest questions that I’d like to 

pursue with the Information Commissioner and what I want to be confident is that the 

Information Commissioners struck the right balance. 

LEWIS: And that was Alan Beith and thanks for that Bob!  And with me is Francine 

Collison, one of the 93,000 ‘Staysure’ customers who received that warning letter.  

Francine Collison, what were your concerns when you got it? 
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COLLINSON: Well I received the letter on the 19
th

 of December and as I started to 

unpick the content of the letter, I did become increasingly concerned.  Obviously, I 

quickly realised that there was a massive delay in contacting me about this and as the 

victim of this hacking ultimately, I feel that I should have been among the first to 

hear. 

LEWIS: So you could have taken some action perhaps? 

COLLISON: Yes, I mean obviously the the letter advises customers to be vigilant in 

monitoring their accounts.  I could have started that monitoring well in advance.  I 

could also have possibly taken some mitigation action, particularly when I realised 

that my three digit CVV number was among the the data items they had. 

LEWIS: Stay with us Francine.  But listening to us is the Chief Executive of 

‘Staysure’ Ryan Howsam.  Ryan Howsam, why did it take more than a month to tell 

Francine and 93,000 other customers that personal and card data had been stolen? 

HOWSAM: Well firstly, good after…good afternoon Mrs Collison!  I’d like to 

sincerely apologise for any convenience this has caused you and other customers who 

are affected.  ‘Staysure’ foundations have been built on openness, honesty and doing 

what is right for our customers, you know which is why we’ve won numerous 

customer service awards.   

LEWIS: Well those are great slogans, but in this case you didn’t know for 2 weeks 

the data had been nicked and then you didn’t tell your customers for a month.  That’s 

hardly treating your customers fairly is it? 

HOWSAM: Well, well…well we we believe it is and I’ll I’ll explain why!  We, we 

genuinely… 

LEWIS: So keeping them in the dark for 2 months…for a month is is treating them 

fairly? 
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HOWSAM: No and absolutely not and if if you would allow me just to explain and 

go through the process you’ll understand why it took so long!  So we, we did act as 

fast as we possibly could.  As you rightly said, the hack took place at the end of 

October.  Ours and other companies systems are regularly attacked and our normal 

monitoring system didn’t pick this up, so it’s not just us by the way.  There are 

numerous companies around the world that got hit by this particular attack. 

LEWIS: Sure…Sure, but it’s you that that’s kindly volunteered to come and explain 

to us and explain to Francine. 

HOWSAM: Absolutely! 

LEWIS: I mean Francine; do you accept that it it was reasonable to keep you in the 

dark this long? 

COLLISON: No I don’t.  I do understand that perhaps as the month progressed 

‘Staysure’ gained increasing amounts of information about the situation, I still feel we 

should have been notified as soon as possible as soon as they realised who was 

affected. 

HOWSAM: Yes. 

LEWIS: And and Ryan Howsam, why did you keep the CVV numbers which your 

specifically not allowed to do and why did you keep them and names and addresses in 

an unencrypted format? 

HOWSAM: Yes.  Well if if I could come to that in a moment.  What I’d like to do is 

just finish off explaining what, what the process was and why we acted as fast as we 

possibly could and if you just give me a moment to explain that you’ll understand a 

little bit more, then I can explain the CVV for you.  You know we, we, we received 

notification of the potential issue on the 14
th

 of November like you’ve already said; 

we immediately locked down our systems and checked for a breach. We then sent 



 11 

Visa and Mastercard a list of all encrypted cards which could be affected that they 

will have cite those which should actually help us in this.  We, we then detected sorry 

deleted all of the card data from OI systems and brought in forensic IT specialists… 

LEWIS: But Ryan, I am going to have to interrupt because we are running out of 

time.  Just briefly tell us why were these things not encrypted and and are you going 

to apologise or compensate people? 

HOWSAM: Well firstly, there’s an awful lot more we had to train a lot of staff we as 

you know we put data patrol, which is experim products in place to help customers 

you know if you get all of that in place and write to customers previously would have 

been difficult.  Absolutely, we apologise and when it comes to why store CVV these 

were legacy systems, so it relates to customers who purchased pre May 2012.  From 

that date onwards, we didn’t store any card data.  And we initially stored it to help 

customers with their renewal process. 

LEWIS: Right, well Ryan… 

HOWSAM: But realising this wasn’t the best practice we stopped doing so. 

LEWIS: Ryan Howsam, I’m going to have to stop you there from ‘Staysure’ thanks 

and thanks for Francine Collison.   

LEWIS: And now what can I bid? 

AUCTIONEER: £2,005, £2,006 are you done!  Thank you very much! 

LEWIS: Well when Beena Rawlinson went online with Edinburgh Auction House 

Lyon & Turnball to buy a present for her husband, she expected to pay a couple of 

hundred pounds but she found herself bidding rather more after her eye was taken by 

the word ‘Faberge’ and this item. 
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RAWLINSON: It’s a little piglet standing on top of a smoky quartz base.  It’s about 

an inch tall in a leather case and it was stamped with ‘Faberge’. 

LEWIS: And just for people who don’t know what a seal is.  This is something you 

use to stamp sealing wax on the back of a letter that kind of thing is that right? 

RAWLINSON: Exactly, I just thought it would be a wonderful very extravagant well 

beyond my normal spending on this for my husband as a special treat.  The estimated 

price was £2,000, which was a significant sum. 

LEWIS: You looked at the catalogue obviously probably fairly quickly as you were 

going to bid on it very soon.  Was there any indication that it wasn’t ‘Faberge’ that it 

maybe style off or after ‘Faberge’ any of those words auctioneers use? 

RAWLINSON: No.  No it said ‘Faberge’ seal and I looked at the items before and I 

think there was an item after it were also described as ‘Faberge’.  It was a reputable 

auctioning agents’ 

LEWIS: What about the three people you’d consulted, were any of those give you in 

writing? 

RAWLINSON: No, nobody was prepared to put anything in writing so I was really 

stuck between a rock and a hard place.  I couldn’t prove that it wasn’t because nobody 

would put anything in writing for me and I couldn’t persuade the auctioneers to 

refund the money without something in writing. 

LEWIS: Well after several months of email exchanges, which got her nowhere.  

Beena contacted Money Box and then, well you know what happens next don’t you!  

Lyon & Turnball decided it would accept a verbal assurance from one of Beena's 

experts that the item was not by ‘Faberge’ and refund the money.  And she’s now had 

her cheque for the full £2,600.  So what are your rights if you buy something at 

auction that’s miss-described.  Mark Allan is a specialist used by the BBC’s Antique 
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Roadshow.   

ALLAN: I believe you have the right to just return it, it’s as simple as that and you 

have the right to have your money back. 

LEWIS: Is there a sense though with an auction that really its up to you, you go along 

and look at it, you satisfy yourself it was what you wanted you would bid on it, so if 

later it turns out to be something different that in a sense is your fault as much as the 

auctioneers? 

ALLAN: Well absolutely, being an auctioneer for most of my working life what I 

would say to you is its an absolute minefield to buy sight unseen you know to be sat 

there in an auction and then suddenly see something come up in front of you that 

you’ve not had a chance to view, you’ve not had a chance to talk to the auctioneer 

about and su…and then suddenly you decide to bid on it because it seems cheap.  

That can be a real trap to be frank. 

LEWIS: And of course in this case, and I’m sure in many cases now, people don’t 

even go to the auction house never mind look at the item they do it online don’t they 

or over the telephone? 

ALLAN: Absolutely they do!  When you’re doing that, you generally ask for a 

condition report on the object and in that condition report, you may ask some very 

pertinent questions.  It makes sense for an auctioneer to do the best it can in marketing 

that object honestly. 

LEWIS: But to comeback to the the story we’re doing.  If something is marked 

‘Faberge’ in the catalogue twice, you are entitled to think it is the real thing and not 

school off or style off or a bit like a ‘Faberge’? 

ALLAN: If I were cataloguing an object, which I believe to be ‘Faberge’, I would say 

it was ‘Faberge’.  If I didn’t think it was ‘Faberge’ or it was bearing a ‘Faberge’ mark, 
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then I would put that in the catalogue description and I would think that that would be 

clear to the buyer that it was definitely not ‘Faberge’ even if it were marked as 

‘Faberge’. 

LEWIS: How quickly do you think an auctioneer should refund your money, if 

you’ve bought something that’s catalogued as a particular item and it turns out not to 

be as described? 

ALLAN: Well I think very quickly I can’t see any problem once it’s been discussed, I 

can’t see any problem with you getting your money back immediately.   

LEWIS: Mark Allan.  Lyon & Turnball said ‘we’re sorry it’s taken the time it has to 

finalise, but we can now both draw a line under the matter’.  And this morning, Beena 

told me ‘I’m really delighted, I can’t thank you enough’.  Our pleasure Beena!   

LEWIS:  Well that’s it for today.  More information and links on our website 

bbc.co.uk/moneybox.  And I’m back on Wednesday with Money Box Live taking 

questions on consumer rights, can you get your money back on that Christmas gift 

you didn’t really want.  Back next weekend with Money Box!  Today, Reporter Bob 

Howard, Producer Lesley McAlpine, I’m Paul Lewis. 

 

 

 


