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LEWIS: Hello. In today’s programme, 2 years after Money Box first reported on the 

way it mis-sold ID and card insurance, CPP is fined £10.5 million and ordered to pay 

an estimated £14.5 million in compensation. One customer is failed by a mobile data 

cap while abroad: back from a week in Turkey, she faces a £2,400 bill which 

Vodafone says she must pay. Fund managers are under fire for taking their fees from 

investors’ capital: a Money Box listener debates this practice with the industry. And 

should 8 year olds be given their pocket money on a Visa card? 

But we start with the firm CPP, which has been fined a record amount for mis-selling 

card protection and ID theft products over a period of 6 years. The £10.5 million fine 

will be followed by £14.5 million in compensation for hundreds of thousands of 

customers misled by CPP sales staff who told them things that were not true. The 

majority of policies CPP sold were in collaboration with the banks when customers 

phoned to activate credit and debit cards. So far, the banks have not been fined. 

Money Box’s Bob Howard exposed CPP’s selling practices on this programme 2 

years ago. He’s with me now. 

HOWARD: Yes Paul, this is the joint largest retail fine the FSA has ever issued. As 

you said, we started looking at CPP 2 years ago, but the FSA began in 2005. Since 

then it’s told CPP many times it had to change its ways, but CPP has a poor track 

record in making the sort of changes which the FSA is demanding. Steve from 
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Aberdeen phoned CPP in April last year in order to activate a Santander bank card. A 

month before, CPP had announced it was under investigation by the Financial 

Services Authority. By April, CPP had been told by the FSA that once a customer had 

been told about their products and said they were not interested, they must not persist 

in trying to sell to them. But here’s what Steve was told when he rang to activate his 

card. 

CPP ADVISER: I can confirm the activation of your new card for you today. 

They’ve all gone through successfully for you. 

STEVE: Thank you. 

CPP ADVISER: Just one other important matter I have been asked to quickly discuss 

with you today. I’ve been asked by Santander to talk to you about the protection we at 

CPP offer, which is to help if your cards are ever lost or stolen. Okay? 

STEVE: No, thank you. 

CPP ADVISER: I mean we do find that our customers don’t always realise the risk. I 

mean would it be okay just to take a couple of minutes to explain some of the risks 

…? 

STEVE: Do you realise that if you carry on with this call, you are breaking the law? 

CPP ADVISER: Not a problem. As I said, your card is activated for you. 

STEVE: Thank you very much. Bye bye now. 

LEWIS: Steve, of course a Money Box listener, telling the sales staff what they were 

and weren’t allowed to do. Well it’s 7 years since the Financial Services Authority 

started investigating CPP, but only now has it been fined. I asked Tracey McDermott, 
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the FSA’s Director of Enforcement, why it had taken so long. 

McDERMOTT: We did find problems when we visited in 2005. We went back again 

in 2007. We were not happy with what we had seen. Again recommendations were 

made for improvements. We subsequently looked again at the firm in 2009/2010 and 

were not satisfied with what we saw, and that’s what’s led to us stopping them selling 

and taking this action. 

LEWIS: Yes but in that 6 years, more than 6 years, CPP sold and renewed more than 

23 million policies and took more than £840 million off customers. You may have 

started in good time, but it certainly took you a long time and all that time it was 

mis-selling things to 23 million potential customers. 

McDERMOTT: I think it’s worth saying that it’s not necessarily the case that 

they’ve mis-sold to all 23 million customers, but certainly we do accept that there is a 

large number of customers who were potentially affected by CPP. 

LEWIS: So why did it take so long? 

McDERMOTT: What we were doing as the regulator was attempting to ensure that 

systems were improved, ultimately we came to the view that actually the firm was not 

able with the management it had in place at the time to actually make those changes 

and that’s why we’ve taken the more formal action that we have now. 

LEWIS: And why didn’t you just end its authorisation completely? 

McDERMOTT: Ending its authorisation completely can only happen where a 

particular set of circumstances are met and, in particular, it doesn’t meet what we call 

our threshold conditions. 

LEWIS: Sure, but hang on, I mean you’ve said in your report agents lied to 
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customers, telesales material contained misleading facts and other lies about ID theft 

and how long it took to deal with. It’s clear this company was exploiting the general 

ignorance of its customers. What more do you need to take authorisation away? 

McDERMOTT: We actually stopped the firm selling in early 2011 because of 

concerns we had over their sales practices, but you have to bear in mind that there is a 

legal test in relation to authorisation which is not just about individual sales practices. 

LEWIS: The firm is still renewing one of the products you banned. This is the card 

protection plan. It’s still renewing it and yet you’ve said it can no longer sell it. Why 

are you allowing it even to renew it? 

McDERMOTT: We have agreed with CPP a revised renewal process which is 

designed to ensure that there is an opportunity for customers genuinely to cancel the 

product. So we have a process which is very different from the process before, 

including a longer notice period, a longer cooling off period, and also requiring CPP 

not to try and take steps to dissuade people when they call to cancel. 

LEWIS: Have you any idea how many people will be getting redress through this 

scheme in the final notice and how much they might get? 

McDERMOTT: Per customer redress will actually be relatively small because these 

are not hugely expensive products, but some people could be due a few hundred 

pounds at a maximum; most people would be due significantly less than that. 

LEWIS: Is there any scheme even now to register, that customers can ring up and 

register, because a lot of people are contacting us saying, “What should I do?” 

McDERMOTT: If people want to register their interest, they should call CPP. I think 

they will be contacted more formally in the new year, but if people want to ensure that 

they are on CPP’s list and that their interest is known, there is no reason for them not 
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to contact CPP now. 

LEWIS: And this redress covers direct sales by CPP, but the vast majority of their 

sales were through the bank, weren’t they? Banks put little stickers on credit and debit 

cards saying ring this number to register receipt or activate your card. Why aren’t the 

banks being fined? 

McDERMOTT: The action we’ve publicised today is in relation to CPP and in 

relation to the sales and the failures of CPP. I can’t comment on any action in relation 

to any other institution. 

LEWIS: Well we asked CPP for an interview several times this week. It refused. It 

sent us a long statement of which this is a small part. 

EXTRACT FROM CPP STATEMENT: We are deeply sorry for what happened 

between 2005 and 2011. The business has changed radically in the last year with new 

management, new governance, a new approach and new customer focused priorities. 

We are committed and determined to continue the transformation of our business, pay 

for our past mistakes and build a new customer led future. 

LEWIS: We also asked the four banks (Barclays, Santander, RBS and HSBC) who 

were business partners with CPP for a comment. All they would say was that they 

were in discussions with the FSA over the issue. John Mann is a Labour MP who sits 

on the House of Commons Treasury Select Committee. I asked him what blame the 

banks should take over what’s happened. 

MANN: There was deception on the way they were sold and there was deception in 

the profit margins that weren’t revealed to people, these phenomenal profit margins. 

People presume that there’s honour within banks and that they’re getting albeit an 

expensive service, a fair service for what they’re paying for. This isn’t the case here. 

This is exactly the opposite. People were being diddled. I think that’s the best word 
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for it. Not quite a fiddle because it was legal, but it was as close to a fiddle as you 

could get and it’s right and proper the FSA have taken this action. And yet again we 

see this incredible culture of greed within the banks where profits comes first and 

customers come second. And that’s the fundamental problem with British banking, 

and my view is that the only real sanction that will change behaviour is the ability to 

have criminal convictions of those at the tops of the banks. If that power’s there, then 

it will fundamentally change the behaviour of banks.  

LEWIS: In order to prosecute someone and maybe convict them and possibly even 

jail them, they have to have broken the law. Do you really think laws were broken in 

this case? 

MANN: No I don’t and I think that’s a weakness in the law. And I think what we 

need are stronger laws that ensure that the position of the consumer is at least 

transparent in what is going on. 

LEWIS: John Mann MP. People who were mis-sold these products should get back 

all their premiums plus interest, but you’ll have to wait - details of the compensation 

scheme are not expected until the new year. 

Modern phones let you surf the internet, download films and follow a live map of 

your location as you travel around the world, but if you use those facilities outside the 

UK it can cost you a fortune. We’ve covered stories in the past of people who’ve 

clocked up bills - in one case approaching £10,000 without realising it. Well since 

July a new European law means that it should have solved this problem with clear 

rules about warning people and cutting off data roaming if the cost gets too high. And 

you might think this would mean we didn’t need to do this kind of story anymore, but, 

as Ben Carter’s been finding out, it’s not that simple. Ben? 

CARTER: That’s right, Paul. Norma Appleby’s been a Vodafone customer for more 

than 4 years. Her average monthly bill is around £50, which is always paid on time by 
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direct debit. And when she uses her mobile phone abroad she’s anxious to keep 

control of the costs, so she signed up for various special deals such as Vodafone 

Passport and Euro Traveller to avoid getting a hefty bill for her texts and calls abroad. 

Last month she travelled to Turkey and used her phone to check a few emails, her 

Facebook page and access weather reports without worrying about a hefty bill at the 

end of her 7 day holiday. She knew it wouldn’t be cheap, but she’d done it before and 

it had only cost an extra £50. But when she got home, Norma received a text from 

Vodafone with alarming news about how much she’d clocked up. 

APPLEBY: The bill in total was £2,457, which is absolutely astronomical. 

LEWIS: And Ben, why didn’t these new EU regulations protect Norma from what 

we’ve often called shock bills? 

CARTER: Well since July 1
st
 this year, a new EU law has meant that all mobile 

phone operators have had to apply a cut off limit once a customer’s mobile internet 

bill reaches 50 euros (that’s around £40 a month) wherever they’re travelling in the 

world. They must also send them a text alert or email when they reach 80% and then 

100% of the agreed limit. 

LEWIS: So Norma should have got a text alert? 

CARTER: Yes, you should always get a text alert unless you opt out of this 

protection, which is what Vodafone says Norma did. 

APPLEBY: I have absolutely no recollection of opting out at all; and certainly until 

this scenario came about, I had no knowledge that opting in or opting out was an issue 

at all. 

LEWIS: But surely, Ben, she should have been able to remember if she’d opted out 

and the new law only started in July? 
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CARTER: Well according to Vodafone, Norma opted out of warnings and 

protections on 1
st
 May 2011 by text message and has never opted in again. Vodafone 

say the European law and the fact she has only just signed up for a European data 

package makes no difference and Vodafone says it has no obligation to send her a 

warning text. 

LEWIS: Now Ben, we all know how these stories work and how Money Box has got 

involved. What’s Vodafone agreed to? 

CARTER: Nothing. They say Norma should pay the full amount. Their line is she 

used the data, she opted out, she’s got to pay. Norma’s going to continue her 

complaint and take her issue to mobile phone ombudsman CISAS and we’ll be 

following what happens.  

LEWIS: Well that’ll be interesting. And tell me what the other phone operators do 

about data roaming. 

CARTER: Well Orange has an automatic cap, so when you hit 50 euros (that’s about 

£40) of roaming charges in a month, you can opt out; but if you, do they’ll send you 

an alert when you’re abroad to ensure you realise what you’ve done. T-Mobile won’t 

let you access the internet abroad unless you’ve bought one of their booster packages. 

It’s like a prepaid card, so you’ll always know how much you’re spending. O2 

automatically charges £1.99 for 25 megabytes in Europe - enough, it says, to keep up 

with friends on Facebook and send some emails on your mobile, but not enough to 

watch videos or download music and you’ll get a text when you exceed that amount. 

Outside of Europe data is capped at 50 euros and you can choose to exceed that by 

contacting customer service. And, finally, Three has a 50 euro cap whether you’re in 

Europe or anywhere else in the world, and to opt out you have to phone customer 

services. 

LEWIS: Thanks very much for that, Ben, and much safer to turn off data roaming 
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when you’re abroad and never opt out of that valuable protection. 

Now are fund managers, investment managers hiding the cost of running their funds 

by taking their charges out of the capital rather than from the returns they’re paying to 

investors? One Money Box listener thinks they are. Tim Masters, an accountant based 

in Sussex, was looking for an alternative to the low rates his cash was earning, but 

when he looked into the real returns for investments, he became concerned. And Tim 

Masters is with me. Tim, what did you find? 

MASTERS: Oh good afternoon, Paul. I looked at three potential investment funds. I 

looked at one of the Newton funds, I looked at one by Hanson and I looked at one by 

M&G, and I found quite different treatment of the distributions. In a couple of cases, I 

found the distributions were much higher than the income that was actually being 

generated from the assets of the fund. 

LEWIS: So they were giving investors more money than they were actually earning 

on the fund. Where was it coming from? 

MASTERS: Well the money was coming from the fund itself. The cost of the 

management charge was shown under income, but then there was a transfer which 

enabled a higher distribution to be made. 

LEWIS: Well with us is Richard Saunders, Chief Executive of the Investment 

Management Association. Richard Saunders, is that a reasonable thing to do? 

SAUNDERS: Yes it is, Paul, and let me explain why. Managers have a choice 

between charging the fund charges to income, which would be the normal thing to do, 

or to capital. Now why would they want to charge it to capital? The answer … 

LEWIS: Well because the income isn’t as big as they would like it to be, 

presumably? 
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SAUNDERS: No, it’s in order to cater for the needs of different investors. Funds 

basically are used in two ways: one is to build a nest egg for the future; the other is to 

generate income from your nest egg. When you’re in the state of generating income 

from your nest egg, some investors at least will prefer to take as much income out as 

they can, even if it means a sort of gentle attrition of the capital … 

LEWIS: Sure, but … 

SAUNDERS: It’s an investor choice. 

LEWIS: But are they actually given that choice or are they told well we’ll give you 

6%, and then quietly, without telling them, a couple of per cent or more is taken out of 

their capital and they don’t realise it’s disappearing? 

SAUNDERS: Well the IMA issued guidance to members about 5 years ago in which 

we say that when that is the case, it should be made very clear to investors that’s 

what’s going on. 

LEWIS: Now Tim, as I understand it, you came to all this as a new investor. You 

were fed up with how much your cash was earning in the bank. Did you find it clear 

when you looked at these things? 

MASTERS: The only source of this information is from the long document, the long 

annual report which has full audited accounts. There is no information about how 

charges are levied against capital in any of the key information documents or the fact 

sheets or the information provided by brokers. 

LEWIS: So you think you could have gone into one of these funds if you hadn’t done 

all this background research, expected x per cent and only discovered later that it was 

coming out of your capital? 
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MASTERS: Exactly, yes. 

LEWIS: Richard Saunders, it’s not clear. 

SAUNDERS: Well it should be. The key … 

LEWIS: Well we know it should be, but Tim’s saying it’s not. 

SAUNDERS: … the key investor document to which Tim refers is a document that’s 

mandated by European rules and that actually doesn’t, you’re correct, it doesn’t deal 

with income and distribution. The reas…  

LEWIS: So the rules don’t lay down that you have to do this? 

SAUNDERS: That’s correct. The European rules don’t do that because European 

funds don’t have the same … continental European funds don’t have the same clear 

distinction between capital and income that UK funds do. That’s why in the 

accounting guidance that we give to our members, we tell them that this is what they 

should do. 

LEWIS: But that’s guidance, isn’t it? And this document you get … I know it’s a 

European thing, but it’s called ‘key information’ document. But Tim, does it contain 

the key information from your point of view? 

MASTERS: Well clearly it doesn’t, no. I think the point is that we’ve got companies 

doing completely different things with these management charges operating exactly 

the same type of fund, a high yield fund for example. One company were charging 

against income; the other capital. 

LEWIS: And Richard Saunders, how do you respond to that? I mean you’ve got your 

own guidance which you say is better than the key information document, but you 
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know Tim’s experience as a new investor was the information just wasn’t there. 

SAUNDERS: Well it’s a legitimate thing to do, as I say, because it caters to the needs 

of different investors. But managers should be making this clear, absolutely. 

LEWIS: Richard Saunders from the Investment Management Association and 

accountant Tim Masters, thanks very much for your time. 

Now a new pocket money Visa card for children as young as 8 has been launched this 

week. The card is called PKTMNY, which is sort of text speak for pocket money. The 

firm behind it … I can’t really say that, can I? The firm behind it says using a card 

will help children learn to manage money, use plastic cards for payment and even 

save, but its website confirms there can be nine separate charges levied on the card, 

including fees for putting money on and taking cash out from a cash machine. So is a 

Visa kiddy card a good idea? Well I expect he’ll say yes, but first live to Southampton 

to talk to the founder of PKTMNY Mark Timbrell. Mark, tell us the good things first 

and then I’ll ask you some questions. 

TIMBRELL: (laughs) Okay, happy to. I’m just here with my children today. I’m 

between football and netball, so it’s a busy day. The good things you would expect 

me to say about PKTMNY are the main emphasis of PKTMNY is actually about 

saving. I’ve spent … I think I travelled about 38,000 miles last year talking to parents 

and grandparents and children about the engagement tools they had for understanding 

about how to save, so … 

LEWIS: What’s an engagement tool? 

TIMBRELL: Well an engagement tool for us I think is essentially creating a highly 

visual savings account which parents can look at and talk through with their children 

and help children to understand how to save and begin to appreciate the value of 

money. The component part of it, which is also extremely interesting, which was built 
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very much by parents with us was to create a framework for children to learn the 

value of money by doing a task based menu which parents can set up. 

LEWIS: And they can see graphically what they’ve got in there. But let me ask about 

the charges: £5 to join, £12 a year, £5 if you lose your card; 50p to get cash from a 

machine, more abroad; 50p to add money from a debit card; £1.21 to load £10 from a 

credit card; 2.75% to spend abroad. And if you get fed up with that lot, £5 to close the 

account. Have I missed any? 

TIMBRELL: No, I don’t think you have. That’s a very fair summary. 

LEWIS: But why are there all those charges? 

TIMBRELL: Well the most interesting thing I think about PKTMNY is us providing 

a mechanism for parents who currently try and create their own mechanisms for 

teaching children about money. Yes we do charge and we’re very upfront about our 

membership (as we call it) subscription cost, which is just £1 a month. Now that’s 

something the parents have worked with us to create as a pricing level which they 

seem very happy about and in real terms it’s no more than two pints … two litres of 

milk a month or an iTune a month and considerably less than, for example, a 

Smartphone subscription. There’s nothing else like it which exists today which 

provides a framework. So a pound we think, and most parents agree, is a perfectly 

reasonable … 

LEWIS: (over) Is fair enough?  

TIMBRELL: Yeah. 

LEWIS: And just let me say, in my summary I did get one figure wrong. It actually 

costs about 12p or 13p to load £10 from a credit card, not what I said. 
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TIMBRELL: That’s right. Thank you for correcting that. 

LEWIS: (laughs) That’s alright. Tracey Bleakley is with me. She’s Chief Executive 

of PFEG, a finance education charity. Tracey, a Visa card for 8 year olds. What do 

you make of it? 

BLEAKLEY: Well we believe that all young people should gain the skills, 

knowledge and confidence to manage money well. Now we’re in schools helping 

teachers teach about money, but it’s not just about the knowledge; you need to go and 

create those habits for life. So we’re broadly supportive of this initiative which allows 

young people to practice and talk to their parents and build good habits. 

LEWIS: So these “engagement tools” as Mark calls them, these actually do help 

because you can see things on it, you can see graphical interfaces, you can see where 

your money’s gone, how much you’ve got left. This is a spending card essentially, a 

prepaid card, but it’s being used as a saving card. Is that realistic? 

BLEAKLEY: I think it is realistic because what it’s allowing is for young people to 

talk to their parents and set goals. And what we’re seeing is something like 55% of 16 

to 20 year olds use a debit card, so by using these tools earlier young people can get 

into good habits without being able to go overdrawn for example. 

LEWIS: And Mark, 8 year olds with a Visa card - will shops really take … If they 

sort of reach up to the counter and pop it on, will they really take them seriously? 

TIMBRELL: Well I think retailers take anybody spending with them very seriously. 

(Lewis laughs) Can I just say one thing? 

LEWIS: Yes. 

TIMBRELL: It’s a real pleasure to meet Tracey, somewhat remotely admittedly. But 



 

 

 

 

15 

 

 

 

we’ve looked with interest at what PFEG are doing directly in education and I think 

we are (as I think Tracey sees) really complimentary to what PFEG are trying to 

achieve in schools. And what Tracey believes - and it’s very clear from her website - 

is that children need to enrich real life by learning, enrich by real action to learn about 

real money, and that’s where we stand. 

LEWIS: And I mean I hate to go back to the charges, but they will learn about the 

charges on these prepaid cards, won’t they? 

TIMBRELL: Yes. 

LEWIS: Why wouldn’t they be better with just an ordinary account and a Visa debit 

card at the age of 11? 

TIMBRELL: Well I think you know if you look very carefully at what a debit card 

provides, it’s merely a transaction mechanism. And it was very interesting talking to 

my children this morning about you know how the media see what we’re doing. They 

really see this as a savings mechanism which is fun, and I’m delighted to see that my 

children are getting very excited about saving because they can see their money 

growing and they can learn how to save it. So they really don’t see it as being about a 

card, but clearly a card is an important way for money to be taken out. An 8 year old, 

I don’t really think is likely to have a card and be out in the high street. It’s up to the 

parents to decide how a card is used. 

LEWIS: I think your children are politely saying I’m an old fogie really. 

TIMBRELL: No, not at all. They just see it differently. They don’t understand 

plastic. They do understand saving. They understand learning and they love to learn. 

LEWIS: Okay, we must stop it there. Tracey Bleakley from PFEG and of course that 

was Mark Timbrell from PKTMNY. Thanks very much for that. 
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But that is it for today. We’ve run out of time. More information on our website: 

bbc.co.uk/moneybox. Download the programme, send us your ideas as so many of 

you do. Vincent Duggleby’s here on Wednesday with Money Box Live taking 

questions on divorce and separation. I’m back with Money Box next weekend. Today 

the reporter was Ben Carter, the producer Bob Howard, and I’m Paul Lewis. 

  

     


