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LEWIS: Hello. In today’s programme, thieves are stealing £4 million a week from 

the pension schemes of middle-aged people. The Pensions Regulator says he’ll act, 

but will it be enough? We hear from a man whose bank refused to pay up after a fraud 

just because he told his wife his PIN. Will mistakes like this be dealt with more 

quickly under the new regulator who starts in April? The cost of water will rise again 

in April, but water debt is growing more rapidly. What help is there with bills? And 

on the eve of a major announcement on paying for care home fees, we reveal the 

60,000 people in England still waiting for a past bill to be paid.  

But first, crooks are stepping up their efforts to trick middle-aged people out of their 

pension funds. In the last year, the amount lost to these scams has doubled to an 

estimated total of £400 million. The con is simple: a cold call or text invites someone 

to unlock money from their pension before they reach 55. Normally that’s the earliest 

age at which they can legally get their hands on any of it. They are asked to transfer 

the pension fund into one which has been opened by the crooks. That could be the last 

they see of the money, which will normally disappear in charges and fake 

investments. This week the Pensions Regulator and the police are launching a new 

campaign to try to stop these activities with leaflets for potential victims and advice to 

existing pension schemes about when they can refuse to make the transfer. Bill Galvin 

is Chief Executive of the Pensions Regulator. 
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GALVIN: When I spoke to you last year, Paul, I said that we had suspicions that at 

least £200 million had been liberated, and we believe that now that’s probably 

doubled because more and more people are finding themselves in challenging 

economic circumstances and there are more people looking to take advantage of that.  

LEWIS: So £400 million over what period? 

GALVIN: Since we’ve been tracking this, since about 2008. 

LEWIS: All cons begin with a criminal contacting an individual. How is that done? 

What should people be looking out for? 

GALVIN: Well the tell-tale signs here are cold calling, unsolicited calls, texts or 

emails, and very often pressure for people to act quickly and to put pressure on their 

pension scheme to execute transfers quickly. Some of the most egregious examples of 

these vehicles that we’ve seen have involved an offer to provide an individual with 

half the value of their pension. The other half is invested overseas. There is a 

significant administration charge of perhaps up to 10% or 20% made, and then the 

individual finds out that they have to pay a tax charge of between 55% and perhaps up 

to 70% on the amount that they’ve been given. So you could very easily transfer a 

pension pot of £20,000 into a net value of about £4,500 by the time all these things 

are done. 

LEWIS: Is this just a mass thing in the hope that somebody will buy it, or somehow 

do the criminals have access to people who they know have money in a pension 

scheme? 

GALVIN: Well very often they’ll target vulnerable people. They’ll look at 

bankruptcy listings and things like that. Sometimes they’ll find ways of accessing 

details of lists of people who might be in occupational pension schemes or in certain 

types of employers. 
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LEWIS: I’m sure people are thinking, Bill Galvin, that you’re the Pensions 

Regulator, you’re the Chief Executive of the organisation. Your response to this major 

£400 million crime is to issue a few leaflets. Why can’t you just stop it? 

GALVIN: We have shut down over the past 18 months a number of vehicles that 

have been used for pensions liberation purposes. We’ve installed independent trustees 

and we have tried to put the position back in as good a place as possible for the 

individuals. 

LEWIS: The crime can only be committed if there is a registered pension scheme for 

the money to be transferred to, so isn’t it at the point of registration with HMRC and 

with the Pensions Regulator that you should be saying this looks dodgy, we’re not 

going to let this bunch register a pension scheme? 

GALVIN: The way in which pension schemes can be set up in this country tends to 

make it relatively straightforward for people to set up schemes, and that’s a policy 

decision to try to encourage pension saving, etcetera. 

LEWIS: Aren’t there legal problems here that a pension scheme has a legal duty to 

transfer money to another registered pension scheme if asked to do so? 

GALVIN: Yes, there are circumstances in which we will support them in a decision 

to delay or not to transfer monies where they have certain suspicions. 

LEWIS: Do we need a change in the law about transfers to make it absolutely clear in 

the law that a pension fund that has suspicions can delay things until it’s satisfied that 

this is a legitimate request? 

GALVIN: What we are trying to do is to give trustees and managers information to 

help them make that decision and then they can come and talk to us. The important 

thing is that these suspicions are reported to Action Fraud, which is the cross 
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government initiative that’s been set up to deal with these issues, so we can maximise 

the intelligence in this space and deal with the source of the issue. 

LEWIS: Pensions Regulator Bill Galvin. And if you get a cold call or text about 

pension fund locking, please just say no. If you’re already involved in a scheme you                                                                                                                                               

suspect - as a couple of people who’ve emailed us just this morning are - please 

contact Action Fraud and the Pensions Regulator and your existing pension scheme at 

once. You can’t act too quickly. Details on our website: bbc.co.uk/moneybox.  

If you have a disagreement with your bank, which can’t be resolved, you can take it to 

the Financial Ombudsman Service. They can give you compensation, but it won’t 

normally lead to an investigation of how the bank is dealing with other customers 

with a similar complaint because individuals can’t ask the current regulator, the 

Financial Services Authority, to do that. Bob Howard’s been looking at how the 

system works. 

HOWARD: Yes, Paul. We were contacted by Adrian from Oxfordshire. He’s an 

electrician and often works in empty properties. Last November he left his wallet in a 

house he thought was secure, but it was stolen. Adrian unwisely had his date of birth 

as his PIN for his NatWest debit card. Money Box has warned about using common 

PINs only recently, and as his driving licence was in his wallet the fraudsters may 

have been able to get it, then used his card to spend close to £3,000. Adrian phoned 

NatWest to report the fraud and was asked a series of questions. 

ADRIAN: They said “Had you shared the PIN number with anybody?” I said “Yes,” 

which was the truth, “with my wife on one occasion.” It was actually an emergency 

sort of situation. But the young lady on there said, “Well you shouldn’t really be 

doing that” and that’s how it was left on that phone call. 

HOWARD: Because his wife clearly had not stolen his wallet and used his card, 

Adrian still expected NatWest to refund him even though he realised that his PIN was 
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not as secure as it could have been. And Adrian had been told by his local police that 

they thought they might have obtained CCTV footage of the fraudster using his card 

in a shop, but Adrian was told by NatWest that he wouldn’t be given a refund and this 

was set out in a letter. 

LETTER FROM NATWEST: I can confirm that I’ve been in contact with the Fraud 

Department who’ve confirmed that your wallet was stolen from your workplace. 

They’ve also confirmed that your PIN has previously been released to a third party, 

your wife, and the terms and conditions of the account have therefore been broken by 

you. 

HOWARD: The letter from NatWest did say if Adrian obtained the footage of the 

fraudster using his card, he could contact the bank again. But Adrian thinks that 

response was not good enough and is even considering whether to stay with NatWest. 

ADRIAN: We’re just sort of flabbergasted really. If I have been with NatWest for 25 

years, there’s no reason why I wouldn’t have stayed with them for a further 25 years; 

but obviously if this carries on, we will jump ship.  

HOWARD: When we contacted NatWest on Adrian’s behalf, the bank decided it 

would after all refund Adrian even without the CCTV footage, and it admitted it had 

not handled this case correctly. 

NATWEST STATEMENT: We refund money lost from our customers’ accounts if 

they’ve been a victim of banking fraud through no fault of their own in keeping with 

our obligations. We sincerely apologise to the customer for the difficulty experienced 

in resolving his case. The customer’s case was initially not upheld and his refund 

delayed due to a breakdown in our usual process in these circumstances.  

HOWARD: But this isn’t the first time in recent months that NatWest has refused to 

refund a fraud victim and then changed its mind. We reported in October that 
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NatWest had initially declined to pay back several customers who had been defrauded 

through its mobile phone app Get Cash. They were wrongly accused of having 

responded to phishing emails. And the rules on how customers who’ve been 

defrauded should be treated by their banks was set out by the Financial Services 

Authority in November 2009. That basically says banks must refund first and ask 

questions later. We asked the FSA for its current interpretation and this is what it told 

us. 

FSA STATEMENT: A bank may only refuse a refund if it can prove you were at 

fault because you acted fraudulently or with gross negligence, or failed to protect the 

details of your card, PIN or password in a way that allowed the transaction. We would 

expect them to demonstrate a chain of causation between that action and the 

unauthorised transaction taking place in order to refuse a refund. 

HOWARD: But in Adrian’s case, telling his wife his PIN clearly did not lead to him 

being defrauded. We asked the FSA how it was monitoring whether the banks were 

indeed abiding by its rules and refunding fraud victims. It said it had clearly set out 

the standards it expects from the banks and uses direct supervision to check they’re 

complying. It said it couldn’t get involved in individual complaints. Customers would 

instead have to go to the Financial Ombudsman Service. The Ombudsman told us it 

reported bad practice to the appropriate regulator in some circumstances.  

LEWIS: Thanks Bob. So the present regulator, the Financial Services Authority, 

can’t deal with individual complaints or investigate them. But from April, it’ll be 

replaced by the Financial Conduct Authority, and there are calls for it to be able to act 

differently. Adam Phillips is Chair of the Financial Services Consumer Panel which 

advises both. 

PHILLIPS: In a situation where you have a clear right of redress and the bank 

appears not to be following the rules set down by the FSA, there is very little you can 

do to insist on that. The Consumer Panel’s concern is that the way in which 

complaints are reported from the Ombudsman Service to the FSA is relatively slow 
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and, therefore, it can take months before it becomes apparent that a particular bank 

hasn’t trained its staff properly or is not following the rules. 

LEWIS: So is there a sort of incentive if you like on the banks to not train their staff 

because there’s no real imperative to follow the rules even when the rules are clear? 

PHILLIPS: I think that there is no incentive to take effort to retrain staff where 

there’s a clear failure and in fact it’s quite difficult for both the banks and the 

regulator to establish if there is a failure in, for example, a particular branch. In this 

case where we’ve been having problems with people getting refunds for unauthorised 

transactions, it seems to just be dragging on; and in that kind of circumstance, we 

would expect the regulator to be able to take action. It might take time at the 

beginning, but they would be able to close it down in a reasonable period, which 

doesn’t seem to be possible at the moment. 

LEWIS: The banks were told to behave in this way as long ago as November 2009. 

That’s nearly 3.5 years ago. Why do you think they’re dragging their feet on it? 

PHILLIPS: I’m not sure that all of them are dragging their feet and I’m not sure that 

it’s consistent across (even within a bank) across all branches. But what could be 

happening is that some staff in some branches just don’t simply understand the rules 

and the banks don’t realise that that is happening and there’s not a particularly quick 

mechanism for the supervisors who are supervising those banks to find out which 

those branches are and tell the banks to put it right. 

LEWIS: So is the Consumer Panel saying there should be a free phone number for 

individuals to ring the new Financial Conduct Authority and put their complaints 

directly? 

PHILLIPS: There is already a free phone number where you can call the FSA. The 

problem with the system at the moment is that they will refer you straight back to the 
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Financial Ombudsman Service. We would like to see them keeping a record of 

exactly what the issue was that you were raising, so that at least they’re getting early 

warning of the problems that might be occurring even though at that stage the helpline 

won’t be able to give you a quick answer about the case. You will still have to go 

through a process. 

LEWIS: But it could pass those details on. If it became apparent that a particular item 

was causing difficulties, that could be passed onto the supervisory bit of the Conduct 

Authority and they could go in there and make sure things improved. 

PHILLIPS: And they would be aware of it much more swiftly than they are at the 

moment. They would be aware of problems within a matter of weeks rather than a 

matter of months, which is what is happening at the moment - if not years. And that’s 

why we’re talking to them about it and they have made some very clear statements 

that they intend to be a proactive and interventionist regulator. So we will be very 

disappointed - and we’ll certainly be drawing your attention to the fact - if they don’t 

do it. 

LEWIS: Adam Phillips of the Consumer Panel. 

The cost of water in Great Britain will rise well ahead of inflation this April. On 

average the price in England and Wales will go up 3.5%, but in parts of those 

countries the increase will be more than 5%. In Scotland water charges will rise by 

2.8%. And those rises will cause particular problems for the growing number of 

people who find it hard to pay for their water at all. Joanna Elson is the Chief 

Executive of the Money Advice Trust. It runs National Debtline and many people 

with water debts go there for help. 

ELSON: We’ve seen a very significant increase, so around 5 years ago we were 

seeing in the region of 5,000 cases a year of people calling our services because they 

had water debts they were struggling with. Last year that was almost 20,000 - a big 
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increase - and even in the year between 2011 to 12 about a 20% increase. So really 

these are people who are struggling now more than ever before. 

LEWIS: And why is that? What’s causing that? 

ELSON: Well I think it’s a combination of things. I mean it is tough for households 

out there, isn’t it? So we’ve got pretty stagnant wage growth, the average of just over 

1%, benefits capped at 1%. Many people in work of course have had frozen 

settlements for some time, so income simply is not keeping pace with the expenses 

people are finding. You know it costs more to put food on your table, fill your car up 

with petrol and so on, and water’s just added to that. 

LEWIS: And I suppose this week’s rise inevitably of an average of 3.5%, but over 

5% in some areas is going to just exacerbate the problem? 

ELSON: I’m afraid that’s true. People do struggle when price rises are as high as 

that. And whilst there are things that people can do in terms of paying in different 

ways and so on, it just is another burden for people to juggle. 

LEWIS: So what can you do if you can’t pay your water bill, can’t pay it easily? 

What are the steps you can take? 

ELSON: Well I think the first thing to do is to encourage people to seek advice of the 

kind we give at National Debtline or from a Citizens Advice Bureau. That kind of free 

advice will tell you what the options are - like the fact that the companies cannot cut 

you off, that they are obliged to help you repay. So if you would rather repay weekly 

or fortnightly or whatever suits your circumstances, they’re obliged to help you with 

that. 

LEWIS: And that’s important for people on benefits … 
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ELSON: Absolutely it is. 

LEWIS: … because at the moment they get paid weekly … 

ELSON: Yes. And then of course there are a number of schemes like Water Direct 

where you can choose to have your water payments paid through your benefits, Water 

Sure and some of the water trust schemes, so again advisers can talk you through all 

those options. 

LEWIS: And just looking at it from the other side. I know there’ll be people listening 

thinking well why don’t people make this a priority debt. Given that you can’t be cut 

off, is there a group of people who just think well blow that, I need water; I can’t 

afford it, I’m just not going to pay, nothing’s going to happen to me? 

ELSON: As in any walk of life, there will be people no doubt who want to fiddle the 

system, but we see a very, very small minority of those. 

LEWIS: Joanna Elson. Well with me is Andrew Tucker. He specialises in water at 

the Energy Saving Trust. Andrew Tucker, could just switching to a water meter save 

money? 

TUCKER: Water metering definitely has a role to play here. It’s a certainly a fairer 

way to pay. You pay for exactly what you use in the same way we do for fuel in our 

cars and energy in our homes. So more and more people every day are choosing to go 

on a meter because it actually gives them control over their bills. 

LEWIS: What does it cost? 

TUCKER: Actually if you call up your water company or go on their website, it’s an 

obligation from them to actually come and install a water meter. 
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LEWIS: So you can have one free. But of course not everyone can save money by 

moving to a water meter. By its definition it’s the low users who’ll gain and the big 

families would do best not to go to a meter. 

TUCKER: Yeah so the smaller families are definitely the ones that obviously are 

going to be benefiting straightaway, but that’s under current usage. If you make an 

effort, go out of your way to be a little bit more efficient in your house, even with a 

larger family, you could potentially make some savings there as well. 

LEWIS: And is there any point though in doing that if you don’t have a meter 

because you don’t pay for your water except a flat rate? 

TUCKER: Yeah, it’s a great question. Definitely there is because water is like this 

double win. It’s an additional win for us. At the moment on average it accounts for 

about a quarter of our heating bill because we use hot water, so by saving a bit of 

water that’s hot - so showers and taps and baths and our appliances that heat the water 

- we also save a bit of money on our energy bill, put it in our back pocket. 

LEWIS: So keeping hot water use down is the key to keeping energy use down as 

well, which is why the Energy Saving Trust is interested in it? 

TUCKER: Yeah, that’s right. 

LEWIS: And so what’s the best way to reduce that consumption? It sounds easy, but 

you know we all have hot drinks, we all have showers, we all have hot water in the 

sink. 

TUCKER: Yeah definitely. It’s something we want to use every day and we don’t 

want to reduce that quality of life. Simple thing is have a look at what you’re using 

right now. Go onto our website. Halfway down the home page the water energy 

calculator. Find out your family’s usage. It’ll quantify in water and energy and you 
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can get a before and after: this is what I am now; this is what I could potentially save 

tomorrow. 

LEWIS: And that’s the Energy Saving Trust website? 

TUCKER: Yes it is. 

LEWIS: Andrew Tucker from the Energy Saving Trust, thank you very much. Useful 

advice there. 

Money Box has learned that 60,000 people are in an NHS queue in England alone 

waiting not for treatment but for money. They or usually their relatives are claiming 

the cost of residential nursing care from the NHS. Normally of course people pay for 

that themselves or the local council pays most of the cost, but if the primary need is 

medical then the NHS should pay. The problem is you have to ask and many don’t 

even know that they’ll pay. And last year the Government set a deadline at the end of 

September for claiming back past fees as far back as 2004. Well the resulting 

publicity, not least here on Money Box, led to thousands of claims being lodged - far 

more than the creaking administration could cope with. Money Box listener 

Christopher put in a claim for care home fees for his father who had dementia and was 

incontinent. He made the application in December 2010, long before the deadline. It 

took nearly a year to get the medical assessment, another 6 months before he got an 

answer. 

CHRISTOPHER: By April 2012, my father was receiving end of life care because 

of the various illnesses that made me put in this claim. On 12
th

 April, I received a 

letter refusing him this application for the continuing care on the grounds that my 

father had a social need and not a medical need. I was very upset with this and even 

more upset when two days later my father passed away. There’s been prevarication 

right the way through and even recently, after all this communication, my solicitors 

have received a letter from the local authority stating they want proof of my identity 
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to continue with the claim. Well who have they been speaking to for the past 3 years? 

LEWIS: Well there’s one man’s experience. Let’s go live now to Cardiff to talk to 

Christopher’s solicitor Lisa Morgan, a partner at Hugh James and a specialist in 

nursing home fee claims. Lisa Morgan, people like Christopher’s dad who have a 

health need, they should always have had their costs paid by the NHS, shouldn’t they? 

MORGAN: Yes they should have. Unfortunately though thousands of families have 

been denied funding because, as you rightly stated, they weren’t aware that this 

funding was available. 

LEWIS: And of course we talked to you just before the deadline. Lots and lots of 

people piled in.  

MORGAN: Yeah. 

LEWIS: What effect has the deadline had on the speed with which claims are dealt 

with? 

MORGAN: Well there’s always been sadly a backlog of cases within the NHS, but in 

the summer there was over 2,000 restitution cases to be considered and now we have 

60,000, which is a huge volume and is clearly going to extend the period in which the 

PCTs will consider these cases. 

LEWIS: Of course some people might point the finger at you rather than the 

department and say you’re encouraging claims. You’ve still got on your website 

there’s another deadline coming up, make a claim. That is your business. You’re 

making money out of this and you want people to claim, don’t you? 

MORGAN: But this is money that should never have been paid in the first place. If 

the NHS had assessed people correctly, they wouldn’t have had to pay these fees and 
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there would be no claims.  

LEWIS: And who deals with these claims because that seems to be where the real 

pinch point is? 

MORGAN: Yes and the reason why the deadline was announced was to pass over a 

safer legacy to the CCGs which are due to be introduced in April. 

LEWIS: Now this is the new way the NH… These are the local commissioning 

groups. Is that right? 

MORGAN: Yeah, that’s right. And it was hoped that a safer legacy would be passed 

over to them. Now these CCGs are now going go have the burden of considering 

these 60,000 outstanding claims. 

LEWIS: Yes and many people are worried about that. Stay with us, Lisa. But Barbara 

Keeley MP is a member of the Health Select Committee. She told me she wanted the 

Department of Health to come and sort out these problems. 

KEELEY: A team of people with enough knowledge to do this job and to work 

through the backlog needs to be pulled together and that’s what I shall be asking the 

department if they’re doing. I mean it isn’t acceptable that say certain parts have got 

large backlogs and it may be months, if not years, before people hear about this. 

LEWIS: So you’ll be raising this in Parliament? 

KEELEY: Yes I will because I think clearly we’ve gone through the last 10 years 

with a situation where it was unfair and it continues to be unfair. It was unfair because 

people didn’t get the funding and now it’s unfair because they’re having to wait a 

long time for their claims. 
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LEWIS: So you think the Department of Health shouldn’t just try and sort it out 

administratively. It should also be putting money into the commissioning groups to 

meet the bill? 

KEELEY: Frankly if that’s the only way to solve this in a speedy way and to make 

sure that people get what’s really owing to their families, then I think they’ll have to 

do that. 

LEWIS: So Lisa Morgan, that was Barbara Keeley MP. I mean would that help 

because really these new commissioning groups are being passed the worst legacy, 

not an easy one, which was the intention. 

MORGAN: Yes, no I’d welcome that. And in Wales in fact when we had our own 

backlog, the Welsh Government recognised the huge burden and also put a dedicated 

3 year project in place from a central location, so it wasn’t from each individual local 

health board. 

LEWIS: And, Lisa, the Department of Health has confirmed to us this morning that 

there’ll be a statement on paying for care - the Dilnot proposals that we’ve talked 

about many times … 

MORGAN: Yes. 

LEWIS: … two newspapers reporting there will be a cap which will be set at a figure 

of £75,000 for life on your care costs. I mean it’s a bit more complicated than that, but 

that’s the figure. Will that really help many people? Do many people spend more than 

£75,000? 

MORGAN: Well I think again this is only in respect of social care and not for NHS 

continuing healthcare, and it doesn’t provide any certainty because I have read the 

same articles this morning as you and the £75,000 is not a certain figure because 
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there’s also going to be additionals and there’s rumours that it’s going to be £10,000 a 

year in hotel and accommodation costs. 

LEWIS: Lisa Morgan of Hugh James, thanks. And we did ask a minister to come on 

Money Box, but the department said no. It has also confirmed that there will be that 

announcement on Monday. 

That’s it for now. More on our website: bbc.co.uk/moneybox. You can read my 

newsletter, download the programme, send us ideas - as you do. Ruth Alexander’s 

here on Wednesday with Money Box Live, this week taking your questions on 

mortgages. I’m back next weekend with Money Box. I should say more people with 

problems with getting their pension unlocked. Today the producer and reporter was 

Bob Howard, everything but the girl, and I’m Paul Lewis. 


