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LEWIS: Hello. In today’s programme, paying for goods by direct transfer to the 

seller’s bank account leaves you unprotected if things go wrong even if the money is 

sitting in another account at your own bank. Thousands of Orange customers with free 

broadband are being told they must pay Orange £168 a year to keep it and they’re not 

happy. 

RICHARD: They made promises back in 2007 and they got an awful lot of people 

subscribing to them because of those promises, and now they’re breaking them. 

LEWIS: After last week’s story on Money Box about insurance policies that are 

renewed automatically, many listeners tell us auto-renewal is very hard to stop. And 

as savings interest rates plummet, is investment the way to earn a reasonable income? 

But first, Money Box has discovered that a company selling electrical goods online 

has been failing to deliver them leaving customers hundreds of pounds out of pocket. 

What’s more, the method of payment the website asked customers to use has left them 

with no hope of compensation. Money Box listener Julie from West Sussex wanted a 

new TV. She and her husband decided on the model and then went online to find the 

best price. 
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JULIE: We did a internet search and we found a company on there that had got the 

same television and it was about £50 less than some of the other competitors, so we 

talked about it again and finally said okay, let’s do it. So we entered our details on the 

website and we had to register on the website, so it was all looking good, and we then 

had to pay by bank transfer. 

LEWIS: And that proved to be the big mistake. Julie transferred the money from her 

Lloyds account to the website company’s account, also with Lloyds. But the next day 

Julie began to worry. What if the television wasn’t delivered? So she did an online 

search for the company she’d bought the TV from, Willion Electronics, and (too late) 

her fears were confirmed: many customers were complaining they’d paid for goods 

which never turned up. Julie went to her local Lloyds branch and it suspended the 

trader’s account, but the bank told Julie it couldn’t release her money; she’d have to 

report it to the police. She did that, but was told they had to wait for 28 days. Only 

after that did the police contact the bank to ask for the account holder’s name and 

address.  

JULIE: But when they got to the address in London, the lady had never lived there, 

so the account details that Lloyds held for that account weren’t correct. So the 

Metropolitan Police went home and told Sussex that there was nobody there. So 

there’s nobody that we can speak to about the account, that we can serve a court order 

on. There’s nothing we can do because there’s no person out there.  

LEWIS: Julie’s not alone. One customer paid Willion Electronics £700 for a camera; 

another bought a cooker hob; a third a flat screen TV for her terminally ill father. 

None of the items ever arrived. Julie feels frustrated that Lloyds won’t do more to 

help. 

JULIE: They said that without the permission of the owner of the bank account, then 

they can’t do anything. So I personally feel it is their responsibility to find the owner 

of that bank account and to explain to them that I want my money back because 

they’ve taken all of their details, they have apparently done everything above board. 
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And I know when I’ve tried to open bank accounts in the past, quite rightly they give 

you huge amounts of checks. You know you have to have all the documentation in 

place. And so if they’ve done that for this person and they’ve been as thorough for 

this person, then they need to find them. 

LEWIS: Lloyds wouldn’t be interviewed by Money Box, but the bank did tell us it’s 

satisfied its staff carried out the proper checks when the company’s account was 

opened. It says the matter’s now with the police and the account will remain blocked 

until it receives further instructions. Bank transfers, it warns, are irreversible. As far 

as we know, neither the bank nor the police have managed to track the account holder 

down. But Money Box’s Ruth Alexander’s here. Ruth, have you got any further? 

ALEXANDER: Well we know the company’s registered at Companies House to a 

Lithuanian man called Darius Pekaitis, but it’s proven very difficult to track him 

down and the website itself has disappeared. But we do know that the company 

shared the same mobile number and false address as another company called 

Bralx.com, which was taking orders from customers in January. 

LEWIS: And don’t tell me, I bet consumer forums are alive with complaints about 

that website in goods that never arrived too? 

ALEXANDER: You got it, Paul. And we’ve also discovered that Mr Pekaitis has 

been involved with a third website, which was taking orders for white goods in 

December - fridges, freezers, washing machines - which never arrived. 

LEWIS: So are these websites set up for a short time before the complaints come in 

and they shut down? 

ALEXANDER: Yes, it really looks like they’re set up and exist for just a matter of 

weeks. Once a complaint starts and people report the company to the police, then the 

website disappears. And we understand that the police are currently investigating. We 
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tried to speak to Mr Pekaitis too, but we got no response from the addresses connected 

to the companies and in fact some of the addresses didn’t even exist. 

LEWIS: Thanks Ruth. Well with me in the studio is Sarah Pennells, Editor of the 

money website Savvywoman.co.uk. Sarah Pennells, is it right that if you pay by direct 

transfer, you actually have no protection at all? 

PENNELLS: Sadly it is right, but I think a lot of people will be surprised because I 

think they’ll assume that because the bank is involved in some way because the 

bank’s involved in the transfer, that somehow that gives them the authorisation to 

reverse it. But actually it is the same in terms of the rights you have as if you hand 

over cash, but I think a lot of people wouldn’t hand over cash to a company they were 

not familiar with or weren’t comfortable with but you make a transfer like this 

because in some way you feel you have some comeback. 

LEWIS: Yes and of course the account was with the same bank, so I think that gave 

Julie some comfort too. Is it common though? Do many people make payments in this 

way? 

PENNELLS: It’s quite hard to find out how many people shop online using bank 

transfers, but bank transfers account for around 10% of all transactions. Now many of 

those payments will be for things like credit card bills or maybe moving money to 

savings accounts, but it’s still over £200 million a year, so it’s quite a lot of money. 

I’m sure there are other people who have been asked to make transfers where the 

transaction has gone through without a problem, so I’m sure Julie, the listener, isn’t 

alone. 

LEWIS: No and people have said to us that they feel reassured. It’s a British bank, 

the website is .co.uk. They think it all seems safe because of that. 

PENNELLS: That’s right. And also I mean if money had been taken fraudulently 
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from her account, it would have been a different story because in that case, no matter 

how the transaction was made, the bank would have been obliged to refund the 

money. And I think there’s some confusion because obviously what happened here 

was she made the payment; it’s just that the goods didn’t arrive. But if money had 

been taken fraudulently, she would had comeback. 

LEWIS: And how can you protect yourself though? Should you just never make a 

payment like this? 

PENNELLS: Well personally I would say use a credit or debit card because you do 

have better protection. 

LEWIS: But this was the best deal. That’s why she went for it. I suppose that’s how 

it works really, isn’t it? 

PENNELLS: It’s very difficult because these days you don’t just shop on sites that 

you’re familiar with and we do all search around online for good deals. But I would 

recommend not using bank transfer for precisely this reason and also to do some 

checks on the website itself. So just because it has a  .co.uk ending doesn’t 

necessarily mean it’s anything to do with a UK based company. And also do what 

Julie did - sadly after the transaction - which is look online, look at review sites and 

then see what other people are saying about it. 

LEWIS: Yes because you can just google a name and the word ‘complaint’ and you 

will find an awful lot out about a company, won’t you? And you were mentioning pay 

by debit or credit card. Just remind us what protection you have if you do it that way. 

PENNELLS: Well there are two levels of protection. You get protection under 75 of 

the Consumer Credit Act if you pay for something costing £100 or more, but less than 

£30,000. But there’s also chargeback if you pay by credit or debit card and that 

doesn’t have a lower limit, although there are time limits by which you have to make 
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the complaint. And that is essentially a kind of reversal of the transaction in the first 

place, so the card company will try and get your money back. And there’s also a 

consumer protection, buyer’s protection, if you pay by PayPal. 

LEWIS: So go back to the credit or debit card company or PayPal? 

PENNELLS: That’s right. 

LEWIS: Sarah Pennells of Savvywoman.co.uk, thanks very much for that. 

Now we’ve discussed before on Money Box what an offer of ‘free for life’ might 

mean. Santander and Halifax have both tried to get out of ‘free for life’ offers on 

business accounts and pet insurance, but both changed their minds after bad publicity 

and threats of legal action. Well between 2006 and 2009 Orange, the phone company, 

promised customers “free broadband for as long as you remain a pay monthly 

customer,” quoting there from its publicity material. Now Orange is changing that. To 

keep free broadband, it says customers must now pay £14 a month for an Orange 

landline. Alan from Surrey is one Money Box listener who contacted us. 

ALAN: I’ve continued to keep my mobile contract with them and received this letter 

and was quite disturbed that I was now expected to a) move my line to another 

provider, and also at an expense which is greater than I currently enjoy from my 

current provider. I feel that if they have got a clause which is a get out clause that 

perhaps entitles them to change the terms and conditions of any deal they choose to 

enter in with you, then it obviously isn’t worth the paper if they find that at some time 

in the future it doesn’t suit their current business model. 

LEWIS: Another listener, Richard, who lives in Devon has complained to the 

regulator Ofcom. 

RICHARD: It seems to be with the rebranding to everything everywhere that Orange 
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have decided that they’ve got some customers that they don’t want anymore. And 

they made promises back in 2007 and they got an awful lot of people, hundreds of 

thousands of people subscribing to them because of those promises, and now they’re 

breaking them. 

LEWIS: It’s not just Money Box who’s getting complaints. Guy Anker is the news 

editor of the website Moneysavingexpert.com. Three thousand people have 

commented on his site’s message board after he wrote about the topic. I asked him 

what he’s advising unhappy customers to do. 

ANKER: Well what I’d say the first thing to do is actually complain to Orange and 

try to keep your old terms and conditions. We’ve seen sporadic reports - and I stress 

sporadic - that Orange is giving some concessions you know such as cheaper line 

rental for those who complain. 

LEWIS: So haggle with Orange? 

ANKER: Indeed. And then if you get nowhere with Orange, you can complain to the 

arbitration service called The Communications And Internet Services Arbitration 

Scheme. Bit of a mouthful. But that organisation can also look at your complaint and 

make a decision. If you really like that deal, if it was a great deal for you, do your best 

to keep it. One of the reasons I stress that is because we’ve seen over the past year or 

so other companies go back on ‘free for life’ promises and the reinstate it after a huge 

outcry. So if people put up enough of a fuss, make enough complaints, Orange may 

do the same. 

LEWIS: Guy Anker of Moneysavingexpert.com. And there’s a link to that arbitration 

service, which Guy mentioned, on our website: bbc.co.uk/moneybox. But what legal 

rights do customers have to enforce terms which were promised in publicity material 

and (according to some customers) by sales staff in Orange shops, but then taken 

away by the terms and conditions? Adam Samuel is a lawyer and a consultant on 



 

 

 

 

8 

 

 

 

compliance and contracts. 

SAMUEL: Well you can understand it from the wording of the advert because what 

it’s suggesting is that if you keep a BT landline and you are a pay monthly mobile 

customer, you are entitled to free broadband for life. 

LEWIS: What Orange has said to us though is that this was simply a headline offer. 

If you look at the terms and conditions, the company has the right to change this offer 

at any time. 

SAMUEL: You can’t make offers and then take away in the small print. Even in big 

commercial cases, the court of appeal has regularly decided that it’s the headline 

promise (as long as it is clear) that binds the company, not the small print. 

LEWIS: Another point that Orange uses in its defence is to say well people will still 

get free broadband They just have to buy something else from us - a landline - in 

order to get it. 

SAMUEL: Unfortunately that’s not what they’ve put in their advert. They didn’t 

promise that. If they had said all you need is an Orange landline, then they would 

have no problem with that. Unfortunately they never said that; they made the wrong 

promise. When companies make these sorts of offers, they need to check them. They 

need to make sure that they can really deliver what is promised. The history of 

consumer Britain is littered with examples of companies that made these types of 

offers in an attempt to drum up business and fell flat on their faces when people 

pulled in the promises concerned. The most famous example of course was Hoover 

and its free flights to America, which actually bankrupted the company in the end. 

Basically do not let your marketing department dominate the rest of your business. 

Companies like Orange provide a perfectly respectable service which they can market 

on its merits without making these glossy headline offers which are designed to pull 

in business but which ultimately end up costing the company more than it’s worth. 
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LEWIS: Adam Samuel. Orange wouldn’t put anyone up to be interviewed, but the 

company repeated in a statement: “We continue to provide free home broadband. 

However we now require customers to switch their home phone line to our 

competitively priced service.” Orange also told us that it will match customers’ 

current line rental charge if that is less than £14 a month and pay the costs of 

switching.  

Last week Money Box reported on the growing practice of car insurers to renew 

customers’ policies at the end of the year rather than just letting them run out, and 

they do it whether the customer wanted that or not. After the programme many 

listeners contacted us very unhappy about how they’d been treated and raising new 

issues. Bob Howard’s here. He’s been looking further into it. 

HOWARD: That’s right, Paul. Last week we reported that insurers were saying that 

auto-renewal was important to make sure that motorists were complying with laws 

which mean vehicles must always be insured. If they don’t, they face points on their 

licence and a fine. Nevertheless, we were told by most insurers that you could opt out 

of auto-renewal, but that wasn’t the experience of Vishal from London. He took out a 

policy with Admiral car insurance in September last year. 

VISHAL: He told me that “You will be on an auto-renewal basis.” I questioned this 

and I said, “Do I have the option to opt out? It is my responsibility at the end of the 

day to make sure I’m insured or not?” And the gentleman at the other end said, “That 

is not available at the moment. There is no opt out.”  

HOWARD: When we put this to Admiral, it said that motorists were allowed to opt 

out of auto-renewal and Admiral said it was happy to record this if Vishal still wanted 

to make this choice. But Swinton, who we reported on last week, told us this week 

that customers could not opt out at the point of buying the policy. It said this was “in 

the interests of complying with continuous insurance enforcement” and for the 

“customer’s own protection.” 
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LEWIS: And Bob, if you’ve agreed or been forced (as you feel) to opt in, can you opt 

out at any time? 

HOWARD: Well some insurers told us you could, but that wasn’t the experience of 

Lindsay from Kent. She took out her car insurance with RAC at the end of November 

last year and signed up to auto-renewal. Her renewal notice has not yet come through, 

but she’s already decided she wants to change provider. So she wrote and emailed the 

RAC and then phoned up, but she was told it couldn’t act on this until the renewal 

notice was sent. 

LINDSAY: She said that I could do nothing until they sent me the renewal policy. I 

was furious. 

HOWARD: When we asked RAC about this, it confirmed customers couldn’t cancel 

auto-renewal until their renewal letter came through. It said this gave the customer a 

chance to make an “informed choice”. And I should add we had two other interesting 

comments from listeners about auto-renewal of car insurance. Pat from Sheffield told 

us she wished her insurer had auto-renewed her policy. She says she was stopped by 

the police and had six points put on her licence and fined £450 for driving without 

insurance. But Paul from Bolton told us that only after listening to last Saturday’s 

programme did he find out he’d been doubly insured for at least 2 years after one 

policy auto-renewed without him realising. He thinks that may have cost him more 

than £2,500 for cover that he didn’t need. 

LEWIS: Yes, the pluses and minuses of auto-renewal, Bob. But it’s not just car 

insurance, is it, that listeners are complaining about auto-renewal? 

HOWARD: No, that’s right. I mean insurers have made much of the fact that 

auto-renewal of motor insurance keeps people on the right side of the law, but they’re 

auto-renewing many other products as well including building and contents insurance. 

And Jen contacted us to say a one year travel insurance policy she took out last year 



 

 

 

 

11 

 

 

 

was auto-renewed when she didn’t want it. So, Paul, I think the general rule is any 

policy you take out, check if it’s going to be auto-renewed. If you don’t want it at the 

time, clearly say so. And if you decide you want the chance to shop around when the 

renewal notice comes, make sure you clearly respond to the renewal notice and keep a 

note if you’ve phoned or emailed or written to them. 

LEWIS: Thanks very much for that, Bob. And of course you could also instruct your 

bank that you don’t authorise further payments rather than just relying on your insurer 

to cancel the policy. And, as we’ve talked about before on Money Box, the banks 

have to act on that instruction if you give it clearly to them. 

Savings rates are plunging. National Savings and Santander are just the latest to cut 

them in the last week or two. Savingschampion.co.uk says the average best buy 

instant access rate has fallen from 3.25% to just 2.5%, and that’s since the summer. 

So if you have money to save, the temptation must be to find an alternative way to get 

it to provide a better income. So-called income funds invest your money in shares 

which pay dividends. The figures sound impressive - £23 billion of dividends paid out 

in the third quarter of this year - but what about the risk and how realistic is investing 

for income if you have only modest savings? Well live now to talk to Jason Hollands. 

He’s an IFA and Managing Director at Bestinvest. Jason Hollands, tell us the good 

stuff first. What sort of return do you think you can get from income funds? 

HOLLANDS: Well from equity income funds … 

LEWIS: Equity shares, you mean? 

HOLLANDS: Which is shares … the UK stock market’s yielding overall around 

about 4% at the moment, but obviously there are funds out there that focus on those 

companies with particularly strong dividends and companies where they believe that 

income stream is quite stable and so you can get around about 4% to 4.5% on those 

funds. But obviously the downside with that is clearly there is more risk to your 
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capital because share prices do fluctuate. So of course you know with the higher 

headline number comes more risk to capital. 

LEWIS: Yes and where can you get that sort of return from? 

HOLLANDS: Well that sort of return is available on an ever wider number of 

companies. Now in the past high dividend paying stocks tended to be in areas like 

utilities or tobacco stocks, but actually, as you alluded to, we’re set for a record year 

of payouts this year and that’s a phenomena we’re seeing not just in the UK but in 

many other markets. And that may seem surprising given the tough economic 

circumstances, but the reason behind this, Paul, is that companies have lots and lots of 

cash on their balance sheets and they’re earning very little on that cash, so they’re 

more inclined to pay it out to shareholders.  

LEWIS: Yes and not reinvest it because they’re worried about the economy. But 

some firms - First Group for example I was reading this week - that used to pay good 

dividends, but because of its problems with the West Coast rail franchise, it’s actually 

slashing its dividends now. 

HOLLANDS: Sure, but that is always a risk and I think that’s one of the things to be 

very, very careful with, particularly if you’re going to try and pick shares yourself. 

LEWIS: If you want to pick shares though, just give us some names of companies 

that you think are good or indeed funds that you think are picking well. 

HOLLANDS: Well our firm specialises in funds because we think that’s a better way 

for most investors to get access to these companies; and a fund like Fidelity money 

builder dividend, which has actually been the least volatile of these equity income 

funds, that’s yielding about 4.5% which is pretty attractive. 

LEWIS: Yes it is attractive, but there is a risk, as you say, that the share price might 
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fall and in fact the high return is more like some of your capital being paid to you. 

You can actually get more than 3% a year, can’t you, in a fixed term cash investment? 

The AA, for example, is paying that. Why wouldn’t you just put your money in cash, 

then you know you’re going to get that return? 

HOLLANDS: Well it depends how long you can tie your money up for because with 

an equity clearly there is the prospect there for that dividend to be able to potentially 

rise, and at the moment actually company profitability is quite strong, so there’s an 

opportunity for the income to rise in the future. And obviously there’s also the 

opportunity for the share price to rise, but of course it’s not guaranteed. 

LEWIS: No, absolutely not guaranteed. 

HOLLANDS: So you would not want to be buying these types of investments unless 

you had a fairly long-term horizon of at least 3 or 4 years. 

LEWIS: And those returns you were talking about, is that after charges and after any 

tax that’s due? 

HOLLANDS: That would be after charges clearly, yes. 

LEWIS: But of course the return I mentioned on cash of course is before tax, so you 

have to take account of tax on that. Is there a danger though that these are becoming 

quite fashionable now these kind of funds and that that’s the very time you shouldn’t 

be putting your money into them? Pension funds, for example, have ended their love 

affair with shares. They’ve got more in fixed interesting investments. 

HOLLANDS: Well actually that’s a very good point because in fact it’s quite the 

opposite. Where investors have been piling into for many, many months is actually 

bond funds investing either in government bonds, gilts or corporate bonds. In fact you 

know steadily that’s where most fund flows have gone in the UK. And what’s 
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happened there is as they’ve piled into these investments that are perceived as safer 

than shares, it’s actually pushed the prices up and pushed the level of income down, 

and in fact shares now are actually yielding more than bonds at a higher differential 

than at any point since the Great Depression and are arguably a lot cheaper. 

LEWIS: Cheaper but riskier. 

HOLLAND: Cheaper but a bit riskier exactly. 

LEWIS: Sarah Pennells from Savvywoman.co.uk is still with us. Sarah, this question 

of taking a risk and getting more money. I mean you can’t guarantee you’ll get more 

money because it wouldn’t be a risk then, would it? 

PENNELLS: That’s right. I think especially when as you say savings rates are so 

low, it is tempting and understandable that people want to get a higher level of 

income. But you do have to be very realistic about the risk that you can take; and the 

risk is not necessarily so much that the income level will go down, but for example if 

you need to sell some of your investments before you’ve given them a long timeline. 

And I’d actually suggest investing for much longer than 3 or 4 years. I think you have 

to give it sort of nearer to 10 years. That’s the kind of timeline you need before you 

can sort of ride out the ups and downs of share investments, even income paying ones 

which traditionally are far less volatile. 

LEWIS: And, briefly, what about protection? Are you protected in any way with 

these kind of funds? 

PENNELLS: You have to look at this carefully. The general rule around investments 

is it’s probably going to be a limit of £50,000 for each fund, but there are some … 

LEWIS: That’s if they go bust, not if you simply make a mistake. 
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PENNELLS: If they go bust. Yes indeed, indeed. But there are some that will fall 

through the net, so check very carefully. 

LEWIS: Sarah Pennells of Savvywoman.co.uk, thanks very much, and also Jason 

Hollands, thanks to you from Bestinvest. And Bob Howard, just a moment to mention 

the electrical retailer Comet. Some developments. 

HOWARD: Yes, Paul. A week ago the shops were not accepting gift cards or 

vouchers, but on Wednesday the administrators relented for personal gift cards and 

those issued by the family fund, but not for cards provided by insurance companies or 

employers. But bad news for some staff. The administrators have laid off 330 staff in 

head office and customer support. The 236 shops remain open and there’s currently a 

liquidation sale. 

LEWIS: Thanks very much for that, Bob.  

That is it for today, we’ve run out of time. There’s more on our website: 

bbc.co.uk/moneybox. You can find out more, download the programme, send us your 

ideas. You can email us: moneybox@bbc.co.uk. Many of you are. Vincent 

Duggleby’s here on Wednesday with Money Box Live. This week he’s taking 

questions on banks and banking. That’ll be busy. I’m back with Money Box next 

weekend. Today the reporter was Bob Howard, the producer Ruth Alexander. I’m 

Paul Lewis. 

mailto:moneybox@bbc.co.uk

