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LEWIS: Hello. In today’s programme, car hire firms are charging customers for 

refuelling the vehicle even when it’s returned full. What’s the best way to pay for fuel 

in a hire car? It’s use it or lose it time for your 2013/14 cash ISA allowance, but the 

best deals come with catches. The biggest investment platform cuts the charges 

investors pay, but its own charge means it’s still not the cheapest. And why don’t 

insurers give a discount when young drivers pay for six extra lessons after passing 

their test?  

But first, it’s quiz time. When is a car’s fuel tank full? It’s a question many people 

who hire a car ask when they return it with a full tank but are then asked to pay for 

refuelling it. Money Box listeners have told us they’ve filled up just outside or in an 

airport and yet still been charged a re-filling fee, and there are big discrepancies in the 

charges made by car hire firms if customers fail to return vehicles with a full tank. 

Bob Howard’s been looking into it. Bob? 

HOWARD: Yes Paul. Vivienne and Mike from Devon hired a car from Europcar at 

the French side of Geneva Airport last month. When they returned, they filled up the 

tank at a supermarket within a few minutes of the terminal.  

VIVIENNE: When we came to put the car back, we drove round the corner and 

found a Carrefour, filled it up there with I think it was 18 litres of diesel. We then 

took it about two minutes back to the airport, handed it in there to the Europcar 

representative, who checked it over to see there was no damage, and said okay and off 

we went. 
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HOWARD: But a week later, they were billed by Europcar for 48 euros for not 

returning the car with a full tank of diesel as their agreement had stipulated.  

VIVIENNE: We got an invoice from Europcar saying that we owed them 40 odd 

euros, which was for filling up the car, the act of doing it, and also the cost of the fuel 

that they put in. I think it was 14 litres, they said. 

HOWARD: Vivienne knew she couldn’t possibly have used 14 litres of fuel between 

the supermarket where she filled up and Europcar’s Geneva Airport drop-off point. 

She complained, but got no response. When she looked online, she found other 

Europcar customers complaining they’d had similar experiences. And Money Box has 

received emails from other listeners about the same firm, so Money Box asked 

Europcar about its rules when customers were asked to return a full tank of fuel. This 

is what it told us. 

EUROPCAR STATEMENT: Europcar is aware that fuel gages are not always 

accurate, therefore a customer could fill the tank and drive up to 20 miles without the 

gage moving from full. When a vehicle is returned, the car will be automatically 

refuelled. Any additional fuel needed to top up the tank will be charged to the relevant 

customer. Europcar gives every customer a 2 litre margin. This allows the customer to 

fill the tank up to approximately 10 miles from the rental location and not get charged.  

HOWARD: But if a customer ends up paying, they would incur a refuelling charge 

of £1.60 per litre as well as the price of the fuel. Vivienne and Mike and other 

Europcar customers have all insisted they drove less than 10 miles after filling up. 

Money Box asked Europcar to look into their case. It apologised for its delay in 

responding to their complaint and Europcar said the charge had been made in error 

and it was refunding the 48 euros. We’ve also heard complaints of other big car hire 

firms doing this. One listener said the petrol pump he used was just 200 yards from 

the drop-off. 

LEWIS: And, Bob, what have you found out about the refuelling policies of these 

other big car hire firms? 

HOWARD: Well Enterprise told me it goes by the fuel gage, so as long as that stays 
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full you won’t be charged. We asked Ford to test how long you could drive a Fiesta or 

a Focus after filling up before the gage dropped below full. A very obliging press 

officer tried it twice and told me between 20 and 25 miles. Hertz and Avis Budget say 

they also go by the gage, but they ask customers to obtain a receipt from the petrol 

station to show that they’ve refuelled at a local forecourt. Brian from Cheshire was 

penalised after he dropped his car off with a full tank at Budget at Manchester 

Airport, but he didn’t leave a receipt for the fuel. He told me Budget policy is to 

charge for an eighth of a tank if you don’t provide one whether the tank is full or not, 

and he says Budget doesn’t notify you of the charge so you’d only challenge it if you 

check your bank statements carefully. 

BRIAN: My objection is that they’re doing this automatically. They don’t send out 

hard copies of invoices. The onus is on the individual customer to make sure that the 

booking amount is the same as the invoice amount by checking your credit card. 

LEWIS: Money Box listener Brian ending Bob Howard’s report there. Well with me 

is Simon Calder, the Travel Editor of the Independent. Simon Calder, these people all 

hired cars that were full and then they had to bring them back full. Would they have 

been better using another method like empty to empty? 

CALDER: Definitely not. Any of us who’ve tried – and I’ve never owned a car, so 

I’ve relentlessly been renting for 30 years now – will know that it’s very, very 

difficult to bring back a car completely empty, so what you’re actually doing is you’re 

leaving some fuel which the rental company is going to sell again and again and 

again. So stick to out full, back full. But I do have a bit of sympathy with the car 

rental companies because so many people game the system. We heard about the Ford 

press officer who could drive 25 miles before the needle moved. Lots of people will 

actually measure the distance from the depot to when the needle moves off full and 

think, great, we’ve got that many miles. We’ll fill up that far and we’ll get the last 25 

or 30 miles free. 

LEWIS: But what about these honest customers that we heard from who actually did 

fill up within a few yards and they’re still charged? 
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CALDER: Yes and there’s clearly something wrong with that. I mean it’s perfectly 

reasonable for a company as long as they tell you in advance that you’ve got to bring 

a receipt from a filling station within say 5 miles. But if you think that this is going to 

happen to you – and certainly the couple at Geneva Airport, Vivienne and Mike – all 

you’ve got to do, since everybody has a smartphone with a video facility these days, 

one of you films the other one filling it up and you’ve got the whole thing. You’ve got 

the widescreen picture of where you are at the Carrefour near the airport. And the 

pump itself - you can do a close up of the pump going into the tank and the click 

when it goes off, and the amount you’ve paid for it. And then oh I think that would 

stand up in any court of law. 

LEWIS: (laughs) I can see Simon Calder filling up his car – YouTube videos being 

very popular. And what about firms that try and charge you upfront for a full tank? 

When you’ve actually booked the car, they charge you their price for a full tank of 

fuel? 

CALDER: Yes and this is most common I find with car rental deals that you find on 

price comparison websites where in this sort of drive to be the lowest on price, they 

will build in tricks like this and also various insurance tricks, I would say. And it’s 

very, very difficult to do, particularly if you’re on a small island like Ibiza or 

something. Lovely place but frankly you’re not going to use in a week’s driving a full 

tank of fuel, so they simply know that they can set the price for you, which is going to 

be generous from their point of view, and take a very optimistic view of how much 

the tank actually holds. 

LEWIS: Do they then take the fuel out of the tank?  

CALDER: Well of course they don’t. 

LEWIS: I mean how do they make their money?   

CALDER: No, no, no - they are charging you maybe £60, £80 for a tank of fuel. 

You’re using half of it. They then rent it to the next person … 

LEWIS: (over) Oh I see and then they fill it up and … Yes, I see, of course. 
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CALDER: ... fill it up and charge them again. So it’s probably the most expensive 

petrol in Europe.  

LEWIS: And briefly, Simon, you hire cars all the time from what you say. What is, 

apart from videoing yourself filling it up, I mean what do you look for in those 

moments when you go in, you’ve got the price, you sign on the dotted line? What’s 

the key thing to look for? 

CALDER: Oh the main thing is … I find the most important thing with any car rental 

company is to work out where you are going to fill it up before you drop it off, 

particularly if you’re going to be running late, and which side of the car the petrol cap 

is and how you get the jolly thing off because, my goodness me, once or twice I’ve 

nearly missed a plane trying to struggle with that. 

LEWIS: There we are, useful tips from Simon Calder as always. Thanks very much 

for that. 

Now if you haven’t put the maximum £5,760 into a cash ISA for 2013, you don’t 

have long to do so. So if you have savings or spare cash you can use, there are just 4 

weeks left to take advantage of this year’s ISA allowance before the next tax year 

begins on 6
th

 April. But the accounts on offer and the conditions imposed make this a 

really pretty unexciting ISA season. The very best rates for instant access are well 

under 2% and it’s not much more even if you agree to leave your money in for a few 

years. But at least the interest you earn is tax free. Live now to talk to Kevin 

Mountford. He’s Head of Banking at Moneysupermarket.com. Kevin Mountford, just 

run through a few of the best buys on cash ISAs for us. 

MOUNTFORD: Well you mentioned the easy access ones. I mean predominantly 

it’s dominated now by the building societies, so you’ve got the likes of Harpenden 

Building Society paying 2.25%, Ecology Building Society paying 2% - as are Vernon 

– and then we’ve got the Nationwide, Stafford. In fact I mean I would say that 9 of the 

top 10 easy access ISAs are coming from building societies. 

LEWIS: But some of them have restrictions, don’t they? You’ve got to live within 

their area and some of these building societies, the smaller ones, I’m sure many 
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people have never heard of. 

MOUNTFORD: No, quite. I think in the past we’ve seen you know ISA products in 

general, savings products and the likes of bonuses added or maybe restrictions on 

withdrawals, but these now are taking a whole new meaning. As you say, you’ve got 

to live in the heartland or you’ve got to be an existing customer or member, as the 

building societies call them, so it does mean it’s very restrictive.  

LEWIS: Yes I mean Nationwide and I think Santander give you the best deals if 

you’ve already got a current account with them, don’t they, so you have to open one 

of those first to get them? 

MOUNTFORD: Yes, I mean Santander are launching their new range this week and 

they’ve got a 2% product. But if you’re an existing customer you do get a bonus, so 

you get 2.3% if you’ve got a 123 current account or credit card, and same with 

Nationwide. 

LEWIS: I mean some people do say well what’s the point at those rates? You know 

why should I even bother to earn 1.5% or 2% tax free because it’s really just not 

worth it? 

MOUNTFORD: But I think the biggest problem is if you take the average rates that 

most people are getting in the UK, you can still earn three or maybe even four times 

more than that. And chances are anybody who’s got an existing ISA, they’ll have seen 

their rates eroded over time, so you know we should still be vigilant. And let’s face it, 

if we don’t act then there’s complacency amongst the banking and building society 

sectors anyway. 

LEWIS: Doing our job as consumers. And what about investment because people 

have said to me just this morning - I’ve had quite a few tweets about it - oh well I 

can’t be bothered with 1.5%, 2%, I’m going to invest my money in an investment 

shares ISA? 

MOUNTFORD: Yes and I think we’ve seen you know the stock market’s rallied 

well over recent times. If you’re going to use your full allowance of £11,520, then you 
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need to take advantage of stocks and shares. What I would say is if you’re confident, 

fine, but you generally need to take a more medium/long-term view; and if you’re not, 

then seek advice. 

LEWIS: Yes cash is just for that sort of stuff that you may not want in there for very 

long, isn’t it? And finally what about transfers because people who’ve got money in a 

cash ISA might want to find a better rate if bonuses run out? What are the things for 

them to look for? 

MOUNTFORD: Well the easy access ones I referred to earlier, only 2 out of those 

top 10 allow you to transfer money in; whereas in the fixed rates, it’s a little bit more 

generous. The most important thing is though don’t close your ISA account. It’s a 

seamless transfer from one to the other. If you take the money out, that allowance is 

then lost.  

LEWIS: Kevin Mountford of Moneysupermarket.com, thanks very much.  

Now talking of investment, the largest investment supermarket, Hargreaves 

Lansdown, announced this week it had secured big discounts on the cost of some of 

the funds it offers. Its new list of what it calls its “Wealth 150 Plus” funds include 27 

where it’s negotiated discounts to cut the charges, knocking an average 0.1 percentage 

point off the cost. It’s also launched 12 tracker funds with low annual management 

charges. Five are below 0.1% altogether. The lowest is just 0.06%. But when you add 

on Hargreaves’ own fee, are they really the good deals they seem? Live now to talk 

first to Mark Donald, a DIY investor and a blogger at Monevator.com. Mark Donald, 

these are discounts on the annual management charge, but, as we know, there are 

other charges. They’re not just moving them from one bit to the other, are they? 

DONALD: No, the fund manager discounts are genuine. If you look at the true cost 

of holding a fund with a manager as the ongoing charge figure or the total expense 

ratio, the discounts still hold up within those figures. 

LEWIS: So the discounts off the investments are real, but you’re still sceptical. Is 

that because of Hargreaves Lansdown’s own charges that they put on top? 
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DONALD: Yes, exactly that. The fees you pay to the fund manager are only half the 

story. You have to look at the platform fees that you pay to the broker as well who 

charge those fees for administering the funds on your behalf. 

LEWIS: And, broadly speaking, that’s .45% with Hargreaves. Is that right? 

DONALD: Yeah, exactly, below £250,000. That’s right. And when you add those 

two fees together, it turns out that often the very same funds are more cheaply 

available elsewhere. 

LEWIS: Right. And with me is Holly Mackay. She’s Managing Director of the 

Platforum, which is a research and advisory firm specialising in investment platforms. 

Holly Mackay, Hargreaves Lansdown says to us their relatively high charges reflect 

the fact that they give a very good service and customers like them. Do they have a 

point?    

MACKAY: I think that’s right, Paul. I have accounts myself with about 13 of the 

different platforms out there, so I can keep an eye on them – a bit sad, I guess – but I 

know from just sort of doing tests, you phone up Hargreaves, they pick up the phone 

in 10 seconds. You sit on hold with some of their competitors for 20 minutes sort of 

bashing your head against the wall. They do have good service and you know I think 

we need to get these costs into perspective. The average account size for direct 

investors is £30,000. Now Hargreaves are typically10 basis points more or in real 

speak £30 a year more for investors. 

LEWIS: Ten basis points?  . 

MACKAY: More expensive than the average platform out there. So I think for 

investors … 

LEWIS: So .1%? 

MACKAY: Yeah, that’s right. So I think for investors it’s sort of thinking well if I’m 

going to pay 30 quid more a year, is this good service worth it to me? I think another 

point, Paul, that gets lost sometimes is financial security. You know Hargreaves is a 

FTSE 100 firm. There are some good new start-ups out there, but I think people need 



 

 

 

 

9 

 

 

 

to ask themselves you know what happens if we go back, god forbid, to 2008? You 

wake up in the morning - your money’s either with Startup.com or a FTSE 100 

company – and I think that’s something that people need to take into account as well. 

LEWIS: But Hargreaves is using that size and that scale to force down the investment 

management charges, but it’s not cutting its own charges. In fact you’re paying more 

for the platform now very often than for the guys and women who do all the work 

investing the money. That seems the wrong way round. 

MACKAY: I think, Paul, what I’d say there is you know this is at the very beginning 

of this journey. We’re all responding to regulatory changes and you know the fat lady 

has not sung yet. I think we may be sitting here (if I’m ever invited back) in 12 

months’ time saying actually have Hargreaves cut their costs again. Now I don’t know 

that, but it’s the start of this journey. We can generally see across the board that yes 

Hargreaves have got fund manager costs down. And will theirs follow? I think that 

remains to be seen. 

LEWIS: And Mark Donald, do you think that competition then is working because 

when Hargreaves came out with its new set of charges, there was a lot of criticism 

that they were all very high? It’s cut two or three times now since that first 

announcement. Competition is working because, as you said, you can get cheaper 

deals elsewhere. 

DONALD: Yes there are some very competitive deals elsewhere. In fact you could 

find brokers whose fees are 20 basis points lower than Hargreaves Lansdown. And the 

best advice is to look for a flat fee broker because Hargreaves Lansdown doesn’t cap 

its fees - so the more you have in your account, the more fees you’ll be paying out to 

Hargreaves Lansdown. 

LEWIS: Though it does have lower fees over £250,000, doesn’t it? I think that was 

one of the changes it made. 

DONALD: Right. But in the most extreme scenario, you could be paying £4,000 a 

year to Hargreaves Lansdown versus £80 to a flat fee broker. Now not many people 

will be in that camp, but the more you have, the worse it looks for Hargreaves 
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Lansdown. 

LEWIS: And do you think it will bring its charges down? I mean looking at its 

accounts – and I’ve said this before on air – every pound it takes off its customers, it 

keeps 65p in profit. That’s a pretty high profit margin. 

DONALD: Right, you know the overriding trend has been for fund managers to cut 

their fees. They’ve come under great competitive pressure. But the recent changes 

haven’t caused the same movement with the platforms. But Holly’s right – the RDR 

has created turmoil amongst the platforms and we’ve yet to see how this will play out.  

LEWIS: The Retail Distribution Review. And Holly Mackay, finally where do you 

think prices might come down to? Do you think we’ll see them coming down 

regularly or do you think this is it now? Because, as you say, Hargreaves can say well 

we’re selling the service and they’ve said this to us in a statement. 

MACKAY: I think people should expect long-term to pay about 25 to 30 basis points 

for the platform. So that’s …      

LEWIS: .25 to .3%? 

MACKAY: Exactly, Paul. 

LEWIS: Whereas in fact it’s .45 with Hargreaves. 

MACKAY: It’s .45 for Hargreaves. I guess what Hargreaves have done is negotiated 

this discount, so you could argue it’s more expensive to get into the shop but some of 

the products on the shelves are cheaper. The guys that I think we will see costs come 

down is the retail fund managers. You know that used to cost 0.75% would be their 

kind of cut of the pie. That’s coming down kind, over the last few months we’ve seen 

that. That’s got further to go. 

LEWIS: Okay well thanks very much to Mark Donald and to Holly Mackay from 

Platforum. And I should just say Hargreaves say “investors are benefiting from lower 

charges because of competition instigated by Hargreaves Lansdown. We expect the 

cost of investing to continue to fall.” 
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Now with insurance premiums for teenage drivers costing thousands of pounds a year, 

anything to cut the cost is of course welcome, but a government scheme to get an 

extra PassPlus certificate after passing the driving test may cost more than it saves. 

The Government website promotes PassPlus and says the six extra lessons after the 

driving test may reduce car insurance premiums. One customer though told Money 

Box a comparison site showed a higher premium when the PassPlus box was ticked. 

MONEY BOX LISTENER: My dad had done it originally without knowing that I 

had PassPlus and had got me some quotes. And then when we were coming to me 

actually buying it, I just remembered that I had Pass Plus and thought oh well that 

might bring it down a bit. So put it in and actually it went up, which was sort of the 

opposite of what we’d expected. In most cases it was about £20 that it went up. Not a 

huge amount but it just seemed surprising that they would actually be penalising you 

for having done something extra. 

LEWIS: Well Admiral, the firm concerned, says it’s still investigating the reason. It 

blames the comparison site, but it did confirm it doesn’t offer any discount for 

PassPlus. So how can you reduce the premium? Robert Balls is a manager at Adrian 

Flux Insurance Brokers which specialises in young drivers. I asked him whether 

ticking the PassPlus box would give a discount with any insurers. 

BALLS: A relatively small difference – 5% at most these days – but many insurers 

don’t offer discounts for PassPlus anymore. 

LEWIS: We did hear of one that actually charged more when you reported a PassPlus 

certificate. Is that something you’ve come across? 

BALLS: No, I think that would be an anomaly in the system. I cannot see any logical 

reason why anybody would charge a higher amount for someone who’d taken a 

PassPlus course. 

LEWIS: And given that it does make such a small difference, is it really worth it 

because six lessons is going to cost you, you know, well over £120, isn’t it? 

BALLS: I think it’s worth it from the position of being able to improve your driving 
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skills, and ultimately a lot of these things are about changing attitudes and trying to 

save lives. But financially, if you look at it on a pure financial basis, probably not. 

LEWIS: But I suppose if you’re a very young driver 5% of the kind of premiums that 

they’re charged might be more than £120? 

BALLS: Yes there could be a marginal benefit to doing it in terms of the financial 

reward, but it’s not something that would drive you to do it unless you were interested 

in taking the course, I don’t think. 

LEWIS: So what are the most effective ways that young drivers can lower their 

premium? 

BALLS: If you’re a sixth former at college, these days there are B-Tech level 2 

qualifications in driving and driver education. Now they take a year to complete and 

for those type of qualifications we can give a 15% discount. Now obviously that’s 

quite a substantial saving. 

LEWIS: That’s the B-Tech, which is obviously quite a commitment. What other 

things can people do? 

BALLS: There are dashboard cameras available, which record in high definition 

what’s happening in the road in front of you – and behind in certain circumstances – 

and that can promote better driver behaviour. 

LEWIS: So although it’s recording the world outside, it actually makes you a better 

driver, does it? 

BALLS: Yes because you’re conscious that it’s recording your activity as much as it 

really is recording what is going on around you. 

LEWIS: And what about black boxes, the sort of technology in the car that records 

everything you do and everywhere you go? 

BALLS: Yeah telematics policies where you have the technology fitted into your 

vehicle, which record your acceleration, deceleration, the routes that you travel, the 
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time that you travel, and they can provide a cost effective way of insuring a vehicle. 

My words of advice around telematics policies would be to understand exactly what 

you’re getting into because some policies have night time curfews where the 

premiums jump up if you drive past a certain time in the evening and can penalise you 

during the course of the year for the style of driving. 

LEWIS: Now we know that some parents are tempted to put their teenage child on as 

an extra driver hoping it’ll keep premiums down and that if they’re really not the main 

driver then that obviously is illegal. But the other way round, does that work? If you 

say the teenager’s the main driver of this vehicle, but I (mum or dad) am a second 

driver - does that make any difference to the premium? 

BALLS: There are discounts available; and where we can see extra parental 

involvement, that’s always a good thing.   

LEWIS: Robert Balls of Adrian Flux. And Bob Howard’s here with some news 

stories. Bob? 

HOWARD: Yes starting with changes to the Rehabilitation of Offenders Act which 

comes into force on Monday. The changes will mean that prison sentences of up to 

and including 4 years in length can become spent. Currently the maximum sentence 

that can become spent is a 30 month prison sentence. Once a conviction is spent, it 

won’t have to be declared when applying for products such as insurance. 

LEWIS: And the Bank of England has launched a free app for your tablet or 

smartphone that helps you check whether bank notes are genuine. I’ve already wasted 

quite a lot of time with it. Do you know there are eight different security features on a 

£20 note? It even shows you what they look like under UV light. The Bank of 

England says it could be useful for retailers and also the police.  

HOWARD: And finally the Treasury has launched a consultation on cheque imaging. 

The plan is to let people who receive cheques send a photograph of it to their bank 

rather than physically paying it in. That’ll make the process quicker and easier, but it 

will need a change in the law before it can happen. 
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LEWIS: Thanks Bob.  

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

bbc.co.uk/moneybox, where you can download the programme, listen to past 

episodes, send us ideas and comments. I’m getting quite a lot of tweets saying you’re 

not allowed to use mobile phones in petrol filling stations. And also I’ve had a 

complaint about the use of the word “basis point”, which is actually a hundredth of a 

percentage point. So 10 basis points is one tenth of a per cent. Ruth Alexander’s here 

on Wednesday with Money Box Live taking your questions on insurance. I’m back 

with Money Box next weekend. Today the reporter was Bob Howard, the producer 

Wesley Stephenson. I’m Paul Lewis.                                                                

 


