
 

 

 

 

1 
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LEWIS: Hello. In today’s programme, Britain’s second biggest energy supplier SSE 

is fined £10.5 million for tricking people into moving their energy accounts. 

Customers who paid more will get their money back, but only if they ask. If your 

home was burgled, will your insurer give you cash or vouchers to spend in a limited 

range of shops? 

MATTHEW: We’ve come away with the feeling that we are going to have to buy 

something that we don’t really want.  

LEWIS: From today you can put up to £5,720 into a cash ISA. What are the best 

rates? One man gets 0.1% and he’s not happy. And if you pay for your current 

account, is it good value and should you have sold it in the first place? New rules 

begin this week. If you can hear the paper shuffling, I’m checking if it’s actually 

£5,760. (laughs) I beg your pardon - I should have said £5,760. We’ll come to that 

later.  

But first, thousands of people could get compensation from energy supplier SSE after 

it was caught telling people that they would save money by moving their energy 

account to the firm. In fact many ended up paying more. This week SSE was fined 

£10.5 million by the energy regulator Ofgem for giving people misleading and 

inaccurate information. Sales staff were told to assure people they would save money 
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even when that was not true and supervisors who should have spotted problems 

earned commission when sales did go through, and all this went on for up to 3 years. 

Well tens of thousands of people who moved to SSE ended up paying more for their 

energy, not less. Money Box listener Valerie switched gas and electricity in 2010 after 

a salesman called.  

VALERIE: There was a knock on the door. They offered me a cheaper rate. It was 

okay to start with - they were roughly the same as what I was paying with my 

previous one, so it wasn’t actually cheaper - and then the direct debits went up with a 

bump. They were roughly between £35 and £50 a month each and they both went up 

to £78 and £84, I think, per month. That’s each. It was then I realised I couldn’t afford 

to keep paying that amount out of my bank account every month. 

LEWIS: Valerie was so desperate to take control of her finances, she called SSE and 

asked if it could install a prepayment meter for both fuels. But no-one told her that 

would cost her more again.  

VALERIE: By that time, I had racked up debts with them, so when I did have a 

token meter put in, I had to pay the debt back. So if I put ten pounds worth of gas in 

the gas meter, £4 would go to the debt, so I’d only get £6 of gas. 

LEWIS: Since Money Box raised Valerie’s case, SSE has apologised and confirmed 

it will - and I quote - “make good the financial loss she suffered as a result of 

switching.” They’ll also add an additional 10% goodwill payment and we await the 

details. Live now to Salford to talk to Clare Francis, Editor-in-Chief at the comparison 

site Moneysupermarket.com. Clare Francis, how typical is Valerie’s experience of 

those who are mis-sold? 

FRANCIS: Well I think what Ofgem’s fine highlighted this week was that 

mis-selling at SSE was just rife. You know it wasn’t just the doorstep selling. It was 

telephone selling, it was in-store selling, so I think there’s probably thousands of 
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people out there like Valerie who are potentially in line for compensation. And 

obviously in Valerie’s situation, you know she’s quite an extreme case because she 

literally got to the stage where she couldn’t afford her bills and she won’t be alone in 

that. 

LEWIS: How did all this happen? What did Ofgem say that SSE had done wrong? 

FRANCIS: Lots of things. I mean that was the most shocking thing about it - it 

wasn’t just one thing. But effectively one of the worst things I think perhaps is the 

fact that these salespeople in some instances were actually lying to people to try and 

acquire new customers. So, like Valerie was told, you know she was told that she 

would save money by switching over to SSE when in actual fact she didn’t. It’s worth 

pointing out that I don’t think SSE is necessarily alone in this. EDF was fined last 

year and Ofgem is also investigating three other firms - E.ON. Npower and Scottish 

Power - at the moment. It’s clamped down on the way that energy firms can sell and 

try and acquire new customers, so hopefully things like this won’t happen anymore.  

LEWIS: I mean you use the word “lying” and I must say I used that to SSE and said 

to them, “Well if you lie to make money, that’s fraud, isn’t it?” To which the response 

was, “Well fraud is not a word we’re using.” But it did admit inaccuracy and 

misleading people. It seems a fairly mild punishment for what they’ve done. 

FRANCIS: A lot of people have actually been saying that this week in that the £10.5 

million fine, given the profits that these companies make, seems quite a small amount. 

It’s worth pointing out though that this is the biggest fine Ofgem’s ever levied and I 

think it does send a really clear signal out there that such practices won’t be … you 

know we’re not going to put up with these and that customers need to be treated 

better. 

LEWIS: Let’s hope so. But what about compensation? How much are people going 

to get and indeed how do they get it? 
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FRANCIS: Yeah well SSE has set aside £5 million to compensate customers. On the 

website there’s very clear information for anyone who thinks they were mis-sold. 

There’s a phone number that people can call. It’s 0800 9753341. So any customer 

who’s moved over to SSE since October 2009 and believes they were mis-sold should 

get in contact with the firm and state why they think they were mis-sold. 

LEWIS: Clare Francis, thanks. And I should say that SSE have told me that they do 

realise people can pay up to 40p a minute from some mobiles for an 0800 number. If 

you ring them, they will call you straight back, they say. That was Clare Francis. 

Thanks very much. 

Now if you were burgled, you might expect your insurer to discuss with you how 

much replacing the items would cost and then perhaps send a cheque or transfer the 

money. But no, nowadays you’re much more likely to get vouchers or a card to spend 

in specific retailers and that may mean you can’t really replace what you lost at all, as 

Money Box listener Matthew found after losing over 7,000 pounds worth of jewellery 

- a mixture of antique and fairly new - from his home in a burglary last Autumn. His 

insurer Direct Line gave him a prepaid card to use at a limited number of shops. He 

was told this was his only option.  

MATTHEW: He told us that we wouldn’t be getting cash because we couldn’t 

provide proof of ownership. We weren’t even allowed to go back to some of the 

original shops that we bought some of the jewellery from because the credit card 

doesn’t allow us to go to those shops. We’ve looked in these jewellery shops and I 

think we’ve come away with the feeling that we are going to have to buy something 

that we don’t really want.  

LEWIS: One listener’s experience. Well we asked Direct Line to clarify how payouts 

are made when jewellery is stolen. 

DIRECT LINE STATEMENT: Mr Stancombe was given credit on a Gemcheck 
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card to replace the items he’d had stolen. There are 17 shops within 20 miles of Mr 

Stancombe’s home ranging from high street chains to independent fine jewellers. 

Alternatively if he can’t find a suitable replacement, Mr Stancombe can use the 

Gemcheck card credit to create a bespoke item through a personal jewellery service. 

LEWIS: So just what are your rights when you have things stolen - cash or vouchers? 

Malcolm Tarling speaks for the Association of British Insurers. I asked him how the 

rules should work? 

TARLING: Well in certain cases insurers will enter into agreement with local 

retailers or local suppliers for the replacement of items, and that normally works 

perfectly well when you’re able to replace something on a like for like basis. 

LEWIS: I can understand it with you know say a camera or something like that, but if 

it’s jewellery that’s a very personal thing and you might want to get exactly the same 

item from the same jeweller. 

TARLING: Insurers often operate this replacement system because they’re able to 

get a discount from the supplier, so it helps to keep the costs down … 

LEWIS: So they do it to save money? 

TARLING: Well they do it to save money, they do it to keep premiums as 

competitively priced as possible, but at the end of the day the customer should not be 

losing out providing that this arrangement allows them to get a new item on a like for 

like basis. If it that doesn’t happen - if for example you’re talking about antique 

jewellery where it’s very difficult to replace on a like for like basis - then you can 

normally talk to your insurer and they should offer you a cash settlement to reflect the 

value of the item that you’re claiming for. 

LEWIS: Right, so you should get cash for the antique stuff. But supposing you’d 
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spent £1500 on a ring from a very smart jeweller’s and you were offered this card and 

you could only go to a local high street outlet and couldn’t get anything similar, can 

you then demand the cash to replace from the same supplier you bought it from the 

item you’ve lost? 

TARLING: I don’t think you can demand from your insurer because the insurer and 

you will have your claim settled on the basis that’s set out in the policy, and the policy 

will say that in the event of a claim your insurer has the option of repairing the item, 

replacing it or offering you a cash settlement. And if they can replace the item on a 

like for like basis, then you will not lose out. Now obviously if there are items that 

cannot be replaced on that basis, then you should go back to the insurer and say I’d 

like the cash settlement please because what you’re offering me is not putting me 

back in a position that I was before the loss, and that’s the key point. 

LEWIS: But in this case it didn’t work like that at all. This man had 7,300 pounds 

worth of jewellery stolen and he was simply given a card to replace it all even though 

a lot of it was antique and couldn’t be replaced. It didn’t work in that case, did it? 

TARLING: Well I can’t obviously comment on an individual case. This is really a 

case where customers should be talking to the insurer and the insurer should be 

bending over backwards to help customers get what they’re entitled to under the 

policy. 

LEWIS: You say they want to keep their costs down. Why do they then introduce a 

third party? That’s another firm making a profit out of somebody’s loss. 

TARLING: Well I can’t comment on individual commercial arrangements that 

insurers offer. 

LEWIS: No, but you know they do this all over the business, don’t they? It’s not just 

Direct Line that does it. 
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TARLING: Well insurers want to provide a decent, competitive claim service to 

customers and different insurers will have different commercial arrangements with 

firms that are designed to do two things - to provide a fast, direct and competitive 

service to customers and also to keep insurers’ costs as low as possible - but, as I say, 

not at the expense of offering a decent service to customers. 

LEWIS: Malcolm Tarling from the ABI. Sorry about the quality of some of that 

recording. So always keep receipts for new items you insure. Get a valuation for old 

or antique items, take photos of all of them. And for antiques you can’t replace with 

something similar, ask for cash. If you’re still unhappy, go to the Financial 

Ombudsman. 

And still with insurance, if you’re buying travel insurance, cover for your home or 

health, your car or any other personal insurance, forms might become a little longer 

but you are more likely to get paid out because from today the onus is on the 

insurance company to ask you the right questions. Before these changes, you had to 

tell the insurer any facts it may have thought relevant even if it didn’t ask for them; 

and if you failed to guess what the insurer wanted to know, your claim could be 

rejected completely. Now the law says you only have to answer the questions put, and 

even if you miss something out your claim may be still paid in part. Nick Young, a 

partner at law firm DAC Beachcroft, explained what was wrong with the old rules. 

YOUNG: The classic example is a case of Lambert versus Coop Insurance Society, 

the insurance company was there, where Mrs Lambert insured her family’s jewellery 

and the insurer didn’t ask about her husband’s previous convictions and she didn’t 

mention them. When Mrs Lambert claimed £311 for lost jewellery, the insurer simply 

avoided the policy because the insurer was entitled to do so because of the fact that 

she’d failed to disclose her husband’s previous convictions even though they weren’t 

in the slightest bit relevant to the loss. 

LEWIS: And under the new act, what would have happened? 
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YOUNG: Under the new act, the insurer would simply have had to assess whether or 

not Mrs Lambert had answered the questions fair and reasonably; and on the 

assumption that she had, then they would have had to have paid the claim. 

LEWIS: So it really is up to the insurer to ask everything they might need to know; 

and if a previous conviction is relevant to a contents policy, they would have to say 

have you or your husband or anyone in the house had a previous conviction? 

YOUNG: Absolutely. The burden is now fully squarely on the insurance company to 

make sure they ask all the questions they want to know the answers to.  

LEWIS: And what insurance does this apply to? Is it just personal insurance? Does it 

apply to small businesses? 

YOUNG: No, it only applies to consumer insurance, so not insurance policies taken 

out in the course of a business. 

LEWIS: And does that include insurance you might buy online? 

YOUNG: Yes absolutely it does. If you’re purchasing it as a consumer - so it’s 

domestic contents, it’s motor, it’s that sort of policy - it absolutely applies. 

LEWIS: And what about renewals? 

YOUNG: Again exactly the same - that the insurance company will have to ask you 

at every renewal the questions they consider relevant. So if something has happened 

in between taking out the policy in year one and in year two, they can’t just simply 

say to you has anything material happened in the last 12 months. They have to get you 

to go through the same questions again. 

LEWIS: And what duty is on the consumer not just to answer questions but to behave 
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reasonably? Do they have to behave reasonably in any way? 

YOUNG: The burden is on the policyholder to answer the insurer’s questions fully 

and accurately.  

LEWIS: Nick Young of DAC Beachcroft.  

It’s April 6
th

 and from today you can put a new lot of money into a tax free ISA - if 

you have any spare cash. We’ll be looking in a moment at the best buys, but first a 

cautionary tale from Money Box listener Colin. He and his wife took out two cash 

ISAs some years ago and for a few years they produced an average £130 a year each 

in interest. But in 2009, the rate dropped on the ISAs from 3.5% to 0.1%. 

Unfortunately Colin didn’t notice until he had a good look at his annual statement this 

year. He and his wife, he realised, are now getting barely £3.50 a year interest. Well 

his ISAs are with Santander, so he called the bank to ask why it had dropped the rate 

so dramatically and was told he could immediately be moved to a better deal of 2.5%. 

COLIN: I had a really reasonable rate for 6 years and then it dropped to next to 

nothing. The really irritating thing is how on earth they could think that was good 

when all I had to do was ring up and they would immediately upgrade me to a rate 

twenty-five times better doing nothing. I’ve obviously fallen down a trap in I didn’t 

check these things very carefully, and I will from now on but I’ve lost 4 years interest 

on £7,000, which I calculate is £600 or £700. Which I know isn’t a vast amount, but 

it’s very annoying. 

LEWIS: We asked Santander for a response. They sent us this statement. 

SANTANDER STATEMENT: We’re committed to keeping customers informed of 

the interest rates on their accounts. We send all ISA customers an annual account 

statement which includes the details of the interest rates payable on their account and 

the interest received in the previous 12 months. All our ISAs can be transferred at any 
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time on the customer’s instruction. 

LEWIS: Well in other words, it was Colin’s fault. With me is Anna Bowes from 

Savingschampion.co.uk. Anna Bowes, how common is this - you’ve got a reasonable 

ISA, then suddenly it’s dropped to 0.1%? 

BOWES: I’m afraid it is all too often this happens and especially more so in recent 

times because a lot of the best rates will have a very large bonus attached to them, so 

you’re guaranteed that the rate’s actually going to drop at the bonus end. But they can 

also change the rates whenever they do, which is why really we set up rate tracker 

which is a free service to help people keep in line with that. 

LEWIS: So you warn them when this is going to happen? 

BOWES: Yeah we tell them when the rates change. 

LEWIS: Or you can put it in your diary too, I suppose? 

BOWES: Or you can put it in your diary. 

LEWIS: Or in my case ignore both of them. Now he admits he was remiss. So 

obviously you’ve got to do that and that’s a big warning for all savers with any 

account, isn’t it - check every year because they will play this trick on you? 

BOWES: They will do this. There’s no loyalty, so staying where you are does not 

mean you’re going to get great rates.  

LEWIS: No. 

BOWES: Sometimes there is, but more often than not the rate will plummet. 
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LEWIS: Loyalty doesn’t pay. I think that should be Money Box’s motto nowadays. 

Okay, you’ve got some cash. You can put up to £5,760 into a cash ISA this year. 

Apologies for my mistake in the headlines. What are the best deals? 

BOWES: Well actually there’s been a few … a couple have come out today that are 

paying better rates, so you can get up to 2.6% at the moment on an easy access cash 

ISA, which is much more than you can get in a non-ISA. 

LEWIS: Who with? 

BOWES: That’s with the Coventry Building Society. And the Leeds has got one at 

2.55 that you can actually transfer old accounts into. You can’t into the Coventry; you 

can into the Leeds. So you can get over 2.5. You can get up to over 3% as long as 

you’re prepared to tie it up to Halifax for the longer term. Santander still has 2.8% for 

most people, 3% for 123 customers. 

LEWIS: So you can just about beat inflation with those rates? 

BOWES: You can. There are about 10 or 11 accounts at the moment that beat 

inflation. 

LEWIS: Well of course you’re beating this year’s inflation. We’ve no idea what it’s 

going to be in 2, 3, 4 or 5. 

BOWES: And if you’re tying the money up, you have less choice to transfer it if 

other rates come out that are better. 

LEWIS: Yes, so you’re really gambling on future interest rates and on inflation, 

aren’t you? Okay, but at least with instant access you can’t quite beat inflation, but 

you’re close to CPI inflation with some of them. Now some people have been saying 

to me this week that really you shouldn’t be in cash. I mean we’ve seen what 
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happened in Cyprus, though in fact people were safe up to 100,000 euros, and they’re 

saying shares are actually better because they’re something real and they will keep 

their value if inflation carries on as it is at the moment. 

BOWES: It really depends on your circumstances, doesn’t it? If you need access to 

the money in that you think you’re going to need it in the short-term, you need to keep 

money in a savings account so that you can access that without the capital value 

falling, you know physically falling. And if you’ve got an account that’s taxable, you 

might as well put the money into a tax free account whilst you’ve got it there. 

LEWIS: Yes. And of course there’s always a risk that shares go down in value really 

rather than just with inflation. 

BOWES: There is. 

LEWIS: Anna Bowes from Savingschampion.co.uk, thanks very much indeed. 

Ten million people have been persuaded by their bank to pay up to £300 a year for a 

current account. Most of us pay nothing directly for our current account, though of 

course there are charges for overdrafts and usually no interest paid on the balance. So 

why have so many agreed to pay for something they could get for nothing, apparently 

for nothing? From this week the banks will have to follow strict rules about how they 

sell these accounts, and once a year all 10 million people will be reminded to check if 

the account is still what they want and the various insurance policies it comes with are 

useful. I’ve been getting a lot of tweets on this subject over the last couple of days. 

Here’s Ian, a very happy packaged account customer. 

IAN: I’ve got two daughters and I’m married as well, so we’ve got four mobile 

phones in our house and Coop are the only ones that are offering insurance on four 

mobile phones. We’re going on holiday as well and the holiday insurance deal looked 

quite good on there. It gave us access to a savings account with better interest rates, 
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although obviously the interest rates aren’t very good at the moment, but that’s all 

linked in with the current account. There’s also car breakdown cover as well with the 

monthly fee of £13 that we’re paying. That’s included in here. So overall we’re saving 

more than what we’re paying. 

LEWIS: Ian’s happy, but another tweeter, Wendy, has concerns. She says her bank 

forced her to sign up to a packaged account in 2009. 

WENDY: In order to get the mortgage signed off, we had to open the account. On the 

day that we signed off our mortgage agreement, I asked the person in the bank 

whether this was something that I could cancel say within a month’s time and was 

told that, no, it would be in breach of the mortgage agreement if we closed the 

account. We pay £12 a month and have done ever since. But now that I think about it, 

I’m really quite concerned that I’ve been paying this money all this time when I might 

not have needed to. 

LEWIS: Two experiences and we’ve had plenty more along similar lines - roughly 

half and half. Martin Lewis from Money Saving Expert is with me. Two different 

views, Martin. Packaged accounts aren’t always bad value. 

M. LEWIS: No, I’m delighted your narrative follows my own. These are the marmite 

of financial services: you should love them or you should hate them depending on 

your circumstances. If you’ve got one of these because you were up-sold or 

potentially mis-sold by bank staff calling you and saying “We want to upgrade you. 

By the way it will be £10, £20 a month” - remember multiply by 12, twenty times 12, 

suddenly 240 quid a year, that’s how you think about it - then they can be a 

nightmare. On the other hand, if you’re considering it as an insurance purchase, which 

is what I do - I think of these as an insurance buy, I match up my requirements with 

what they’re offering and compare it to how much it would cost me if I was buying 

separately - there can be cracking deals. 
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LEWIS: Yes and the people who’ve said that seem to be people a bit like Ian - got a 

partner, maybe children as well, they’ve got a whole family, they go away a lot. For 

them it’s a good deal. But of course other people use none of the insurance products - 

people who take out breakdown insurance and have got no car. 

M. LEWIS: Exactly. And often the actual banking terms that you get are not special. 

You could do certainly better elsewhere on fee free accounts. So get rid of this in your 

head as a bank account. Think of it as an insurance product. Top at the moment I 

would say is Nationwide Flex Plus. £10 a month. That’s 120 quid a year is how we 

should think about it. It gives you family worldwide travel insurance for up to age 74, 

family Smartphone insurance (including iPhones) for as many people in your house - 

that could be worth hundreds of pounds - and Europe breakdown cover. If that’s 

suitable for you and you would be purchasing those separately, it’s a corker. If it isn’t, 

don’t go near it. 

LEWIS: Now from this week, as I was saying they have to be sold more carefully. 

They’ve got to check that you’re entitled to all these insurance products. Does that 

imply they’ve been mis-sold in the past? 

M. LEWIS: Well if it doesn’t, I do. I mean we have had many … 

LEWIS: You don’t imply things, Martin. You say them. (laughs) 

M. LEWIS: No I don’t. I say them, yeah. Look the point is we’ve had many 

mis-selling cases on packaged bank accounts and people getting big money back. 

While these new rules codify how banks should behave, the truth is when you’re sold 

insurance - and I go again stressing this as an insurance product, think of it that way - 

the seller needs to make sure it’s appropriate for you at the time that you get it. Now 

what we’ve had is many people who were told you’d get family travel insurance but 

they were 66 and the policy only went up to somebody aged 65, so it was unsuitable, 

they had a pre-existing condition. I know people who’ve declared their conditions and 
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the bank staff have said that’s fine. It isn’t fine; you weren’t covered. 

LEWIS: How do you go about it though? How do you know if you’ve been mis-sold, 

what you have to do? 

M. LEWIS: Look through your policy. If it isn’t appropriate for you, write to the 

bank saying I don’t believe … What you told me was not true, was not correct. I 

shouldn’t have had this product and I want my money back. If they say no - as they 

usually will - you then take them to the free Financial Ombudsman Service which 

gives you a proper chance at justice and big money - some people hundreds or even 

thousands back so far. 

LEWIS: Martin Lewis from Money Saving Expert, thanks. And I’ll say, if you don’t, 

that there is a guide to all that on your website. Thanks very much indeed. 

And just time for one brief item of news and Ed Prior’s here. 

PRIOR: Well yes, from today retailers, travel companies and airlines will no longer 

be able to charge consumers excessive fees for using their credit or debit cards. This 

ban means that companies will not be allowed to charge significantly more than they 

are charged by banks. Now some retailers had been charging customers as much as 

£12 to pay by credit or debit card even though the actual transaction costs for them 

can be as little as 20p.  

LEWIS: Thanks Ed. And we’ve had an email about this saying someone’s gone onto 

the Government’s own DVLA website and is still being charged £2.50 to pay by 

credit card, so we’ll see what happens with that. But that’s it. More information on 

our website: bbc.co.uk/moneybox. Lots of things to do there. Send us your ideas, as 

many of you do. Ruth Alexander’s here on Wednesday at 3 with Money Box Live 

taking questions on the cost of childcare. I’m back with Money Box next weekend. 

Today producer Emma Rippon and I’m Paul Lewis. 


