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LEWIS: Hello. In today’s programme, we launch the great Savings Challenge to 

Britain’s banks after National Savings does the decent thing and moves its customers 

to its best paying cash ISA. On the trail of missing commission: why your financial 

adviser could keep more of your money if they do nothing. Bob Howard’s here. He’s 

been looking at credit card limits. 

HOWARD: Yes, are the banks cutting them responsibly? 

PETER: This is ridiculous because what they’ve done is reduced my credit limit to 

less than the amount I’ve already spent on it. 

LEWIS: And the lawyer who challenged her mobile phone company over roaming 

charges and won in court. I’ll ask her if others can do the same. 

But we start with the Money Box Savings Challenge. National Savings and 

Investments did something remarkable this week. It decided to give nearly 100,000 

savers more interest. And not just a bit more. Here’s John Prout, Retail Customer 

Director at National Savings, who explained to me what’s happening to customers 

holding T Cash ISAs and Cash ISAs. 
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PROUT: They have been receiving a rate in recent times of .5% of these largely 

paper based accounts and what we’ve decided to do is to move them automatically 

into the Direct ISA Account in May. We will write to them all a couple of months 

before that change and from May 25
th

 they will benefit from a rate of 2.25%.  

LEWIS: So nearly 100,000 cash ISA customers will be getting 4.5 times more 

interest at 2.25%, one of the best on the market. John Prout explained why. 

PROUT: We had a number of choices here. We could have simply closed the 

account. We just didn’t think that was the right thing to do. And obviously the ISA 

privileges once they’re lost can’t be clawed back and we felt the right decision was to 

actually move people into this better account with the better interest rate. 

LEWIS: There has been some scepticism, I’ve heard, about that rate. When you’ve 

got all these new people, are you going to be able to afford it or are you going to cut 

that rate? 

PROUT: Clearly I can’t make commitments right out into the future, but I think 

people will find that NS&I has tried not to change its rates very often and we also 

don’t offer short-term bonus rates and so on. We’re much more concerned with a very 

transparent rate that, as long as the conditions stay roughly the same, is something 

people can rely on for a reasonable period of time. 

LEWIS: John Prout from National Savings and Investments. Well with me is Anna 

Bowes. She’s founder of the comparison website Savingschampion.co.uk. Anna, 

when I heard about this move, I thought it was unique. Is it? 

BOWES: It’s very unusual, Paul. We know that Tipton and Coseley earlier this year 

raised not on its ISA rates but some of its rates, it merged them together and put the 

rates up for people. And the Coventry actually has announced that it’s going to be 

raising the rates on its existing ISAs as well. 
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LEWIS: And that’s from what to what? 

BOWES: They’re all going to be going up to 2.5%.  

LEWIS: Right, so slightly better than National Savings. And I have to say when I did 

say to them was this in response to National Savings - as we say, they didn’t deny it. 

And apart from National Savings and Investments, how many accounts are still 

paying 0.5% or less? 

BOWES: There are nearly 100 cash ISAs and over 600 normal savings accounts that 

are paying 0.5% or less. So there are masses of them and it really is important for 

people to check what they’re earning. 

LEWIS: And there must be millions of people in them. And do all these providers 

have a better account for new customers? Could they move people if they want to? 

BOWES: There are going to be better accounts, so it’s worthwhile - if nothing else - 

checking with your provider. Halifax, for example, has got a variable rate ISA saver 

which is now closed. It’s paying 0.1% up to a massive 0.2% for 27,000. If people 

were to move, they could go to their ISA Saver Variable - which is a different 

account, just got the words round a different way - paying 1.6%.  

LEWIS: And it does make it hard to find out, doesn’t it, because to a normal person 

variable savings or savings variable is much the same account? 

BOWES: Well the name sounds exactly the same, so you’d be forgiven for thinking 

you were on a better rate if you had a quick look. 

LEWIS: So lots of providers with older customers or longstanding customers on 

0.5% or less and new customers on 2%. Do you think it would be easy? Could they 

simply say flick a switch or do a bit of software and move them? Would it be that 
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easy? 

BOWES: I think that it depends on the provider because they’re all going to have 

different ways of working things. But it’s probably quite expensive as well, so I think 

we have to take that into consideration. 

LEWIS: Right, well certainly good for the people who get it. And while we’re talking 

rates, Anna, not everyone is putting rates up, are they? 

BOWES: No, we’ve had a huge amount of rates coming down this year, so it’s 

happening to all people - existing and new customers. So we’ve had the Post Office 

has made some quite hefty cuts to it, and up to 0.5% the rate cuts have been on those. 

LEWIS: And we’ve had complaints from listeners saying that the first thing they 

heard of it was an email after the cut had been made. 

BOWES: Yeah that’s right, we’ve had customers as well who’ve said thanks. We’ve 

told them about the rate cut, otherwise they wouldn’t have known because the Post 

Office hadn’t told them. 

LEWIS: Yes, well that is rather unfortunate, isn’t it? Anna Bowes of 

Savingschampion.co.uk, thanks. Well we raised the matter with the Post Office. After 

we checked on the rules, we think they should have written to all customers giving 

them notice. The Post Office has told us, after a bit of umming and ahhing, it’s 

“reviewing the matter and takes it very seriously”. 

LEWIS: (Fanfare/Music) And now for the Money Box Savings Challenge. Savings 

account providers, banks, building societies, all savings institutions of Great Britain, 

will you move the millions of customers languishing in accounts paying 0.5% a year 

or less to your best paying account? That is the Money Box Savings Challenge. And 

of course if any bank or building society does agree to move its savers to a decent 
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bonus free rate, we’ll report that fact here on Money Box. 

Now since the end of last year, financial advisers can’t receive commission for 

investment or pension products they advise people to buy. But for deals done before 

31
st
 December commission can still be paid. It’s called “trail commission”. We’ve 

talked about it before. It always gets me into trouble. But we’re raising it again 

because listeners are raising it with us. We’ll hear from one listener in a moment, but 

first Neil Liversidge is Managing Director West Riding Personal Financial Solutions. 

He’s an independent financial adviser. Neil Liversidge, you’ve been critical in the 

past of how commission issues have been dealt with. How do you explain to your 

clients the changes to commission in this new RDR as it’s called, what it means for 

them? 

LIVERSIDGE: Well for our firm there’s no real change because we’ve operated a 

fees based model since we opened the firm in 2004 and we made it clear to them at 

the outset what we would charge them, what we would give them in return. And of 

course when we started the firm commission was still going, so where an insurance 

company for example would pay more commission than we wanted in fees, we simply 

rebated the difference to the client. For us now, it’s a little bit easier. We don’t have 

rebates to contend with because we just charge the client what we would have charged 

anyway and again it’s all completely transparent.  

LEWIS: And what about trail commission? 

LIVERSIDGE: Trail commission, again it was all made clear to the client when we 

took them on that we generally charge one half of one per cent per annum. It’s a lot 

less than some people charge, and that has carried on as an half a per cent fee. And 

again it was signed up as an half per cent fee was made to the client. Although the 

company pays this to us as commission, in effect this is the fee that you are paying for 

the ongoing service that you’re getting.  
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LEWIS: That sounds straightforward and I’m sure your customers understand exactly 

what’s going on, but just have a listen to Money Box listener Michael. He’s got up to 

£90,000 in investments dating back 20 years or so. 

MICHAEL: I’ve had some longer term investments, insurance type managed fund 

investments, and I’ve never really been clear whether there’s an ongoing commission. 

Obviously I paid a fee at the start. Now that the changes are in, I’m still not 100 per 

cent clear on exactly what the commission will be. It’s particularly unclear on the 

older investments which I took out with a previous IFA. 

LEWIS: So Neil Liversidge, what should Michael be told and does he have to ask? If 

he doesn’t ask, can you be told nothing about this commission? 

LIVERSIDGE: No, he must be told. It’s quite clear, the rules are perfectly clear on 

this. You have to give a client a client agreement document when you do business 

with them. 

LEWIS: Sure in the future, but what I’m saying is he doesn’t know about the past. 

Does he have to be told under the Retail Distribution Review, the RDR, afresh - oh by 

the way, there’s 0.5% trail commission and I’m going to earn it for a long time? 

LIVERSIDGE: If somebody took out an investment 20 years ago, then I’m not 

aware of any rule which requires the adviser to go to them now and say we are getting 

one half one per cent or whatever under this investment. 

LEWIS: No. And what does a financial adviser have to do for that one half of one per 

cent from trail commission? 

LIVERSIDGE: Well in theory, he doesn’t have to do anything because he’d carry on 

receiving it, but … but if he’s an ethical financial adviser, which most are in my 

experience - and I know you’re laughing, Paul, because you like to present an 
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alternative image which is at odds with the truth - that those people will tell them 

what they are getting. And I also find it almost impossible to believe that Michael has 

kept these investments going all this time and he’s never had any interaction at all 

with his adviser, and I would question (if that’s the case) why he is still with his 

original adviser. 

LEWIS: Yes, well I think many of us would wonder that. Stay with us, Neil. 

Listening to us in Portsmouth is Gill Cardy. She’s Chief Executive of the IFA Centre, 

a trade body for independent advisers. Gill Cardy, how long does trail commission go 

on for? 

CARDY: Indefinitely.  

LEWIS: So it doesn’t ever come to a halt? 

CARDY: I mean if an investment that was taken out before the Retail Distribution 

Review came into place was paying 0.5% trail commission, then as long as that fund 

or that investment stays in place, that trail commission will continue to be paid. Now 

there are circumstances when if, for example, an adviser suggests let’s say to your 

listener, Michael, to switch one of his ISA funds, then the trail commission will stop. 

But in fact that’s really only because he’s switching out of a pre-RDR fund into a new 

one when the adviser charged would have to come into play. 

LEWIS: Is there an incentive then to do nothing because then you keep the trail 

commission? And I mean I fully accept what Neil said about most IFAs being ethical 

-  I’ve never said most of them weren’t - but there are some out there that we hear of. 

I mean we spoke to one this week and he said, “I think trail commission for many is 

money for old rope. IFAs are building their model on trail commission, building pots 

of millions, so they can retire on trail commission of hundreds of thousands.” That 

can happen, can’t it? 
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CARDY: It certainly can, but what you need to remember is that there’s actually an 

interesting little query … Well it isn’t a query in the rules. It’s a little novelty in the 

rules as it were that says if you’ve got ISA funds and I switch from a pre-RDR fund to 

a new one, then the pre-RDR trail commission will switch off and then I have to agree 

with my new adviser what those ongoing charges are going to be. But if I had my 

money in an investment bond - and your comment from Michael did mention that - 

then the switches within that product can happen absolutely legitimately and the 

adviser could still keep the trail commission. So switching could still carry on. It’s not 

necessarily a licence to do absolutely nothing and let something languish for 20 years.  

LEWIS: Right, so incentives work in different ways depending how well people 

understand the rules, I suppose. Well also with me in the studio is Justin Modray of 

the website Candid Money. Justin, in the past we used to worry that commission made 

advisers move your money. Now it seems commission, the remains of it, is making 

them do nothing. 

MODRAY: That’s right. I mean it’ s a perverse situation in that if the adviser does 

rock the boat and actually try and look after you, having done nothing for some time, 

they could actually lose out because they have to slap a reviewer fee, slap you with a 

fee. And if you don’t want to pay that fee, they could lose you as a client and lose that 

commission they would have got had they kept quiet. 

LEWIS: Yes, I mean we are talking about the worst practices here and, as Neil 

Liversidge quite rightly said, most advisers probably don’t do that and they do look 

after their clients … 

MODRAY: Sure. 

LEWIS: … and, as he does, they say okay it was trail commission 0.5%, now it’s a 

fee of 0.5%. People listening like Michael, who I mean first of all he should find out 

what it is, what if they don’t want to pay it? Is there any way that you can get that 
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money paid to you rather than your adviser? 

MODRAY: Fortunately there is. If you go and use what’s called a discount broker or 

go direct to what are called fund platforms, you can often get that commission paid in 

part or in full back to you. That in itself presents quite a bit of confusion because they 

all have various ways of charging you instead of the commission - some far better 

than others - and again, depending on the type of investment, there may be some trial 

there, there may be a lot of trial, there may be very little. 

LEWIS: And of course people will have to pay for financial advice in the future. 

They always did, but sometimes they didn’t know they were paying. People who’ve 

got, I don’t know, £20,000, £30,000 - IFAS, do they need them, can they do it 

themselves? 

MODRAY: I think in most cases, if we’re talking about fairly straightforward 

situations - ISAs, pensions, for example - then you can generally do it yourself. 

Obviously you need to take an active interest - if you hate money and hate finance, 

don’t bother. But if you have some sort of interest, yes you can definitely go on the 

web. There are plenty of websites and they give a lot of useful information on what to 

do. 

LEWIS: And Neil Liversidge, is there a danger now that IFAs, good IFAs like you 

and many others, are charging yourself out of the market? 

LIVERSIDGE: Well I have absolutely no concerns about the future whatsoever. The 

fact that most of my clients come by referral from existing happy clients proves that 

we’re doing the job right. And I’ll still be doing the job - assuming I’m alive and 

healthy - 5 years from now, 10 years from now, and I intend to be still going it when 

I’m 80. 

LEWIS: Well …  
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CARDY: And I think … 

LEWIS: Gill Cardy, very briefly if you would. 

CARDY: Yes, I was just going to say I think, as with most services, they’re available 

at different prices. So if you find that one adviser is too costly for you or won’t advise 

you on a smaller amount of money, keep looking because there are advisers out there 

who are very happy to advise clients with smaller amounts to invest. 

LEWIS: Gill Cardy, Justin Modray and Neil Liversidge, we’ll both be here 

interviewing each other in 20 years, I’m sure. Thanks very much indeed to all of you.  

Now how much notice should your credit card provider give you if it decides to lower 

your credit limit? One Money Box listener was sent a letter by his bank this month 

which effectively set his new limit below his current balance.  Next day a letter 

threatened him with a debt collector if he didn’t pay up. Bob Howard’s been 

investigating.  

HOWARD: Yes, Paul, January is traditionally the month when some people look at 

their credit card bills accumulated over Christmas with horror, but Peter from 

Somerset thought he was managing his card responsibly. He had a £2,000 limit on his 

Halifax credit card and had a balance of £700 when last week he had his car serviced. 

He decided he would add that to his existing balance to pay off later. 

PETER: I knew my credit limit was roughly £2,000 and so that purchase of the car 

service, which is about £470, would have bought me close to £1,200. So I knew I was 

well within the overall credit limit and so just thought nothing of it and thought oh I’ll 

pay this off eventually during the course of the year like I normally do. 

HOWARD: Because of the recent snow, mail to Peter’s house had been delayed, so 

this week he finally received a letter from Halifax dated 16
th

  January, the day after 
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he paid for his car service. 

HALIFAX LETTER: We’ve recently reviewed all the products and accounts you 

have with Halifax. As a result, we’ve changed your credit limit, which is now £750. 

We’ve taken this action to make sure your credit limit is at a level that we as a 

responsible lender think is appropriate. 

HOWARD: Peter was worried by this because he knew the day before the letter had 

been sent, he was already over the new limit of £750. But also in the same batch of 

post was another letter from Halifax dated 17
th

 January, the day after the first one, 

which had a very different tone. 

SECOND HALIFAX LETTER: Urgent notice. Your account is seriously over your 

credit limit. To avoid us instructing a recovery agent to collect the amount you owe 

us, you must immediately pay the full amount shown above. Do not try to use your 

card to pay for goods or services as it will be rejected. 

HOWARD: Peter thought Halifax was not treating him at all fairly. 

PETER: I thought this is ridiculous because what they’ve actually effectively done is 

reduced my credit limit to less than the amount I’ve already spent on it. I don’t mind 

them reducing my credit limit, but they really shouldn’t reduce it to below what I’ve 

already spent. 

HOWARD: Peter was still in discussion with Halifax about what his credit limit 

should be and over what time frame he should pay off his balance when Money Box 

contacted the bank on his behalf. Halifax told us it would never intentionally set a 

new credit limit below an existing balance, but it said this could sometimes happen if 

a customer spent whilst their limit was being changed, as it explained in a statement. 

HALIFAX STATEMENT: Unfortunately, as a result of this cross-over, Peter 
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exceeded his limit through no fault of his own. To help him through this situation, we 

have subsequently decided to increase his limit to cover his current balance and any 

related fees will be waived. 

HOWARD: Money Box contacted other credit card providers to see if this could also 

happen with them. Barclays said it now gives three days notice prior to lowering a 

limit, but most other credit card providers said that, like Halifax, they didn’t as this 

might encourage customers who could already be in financial difficulties to then 

spend up to the old limit increasing their debts. The Office of Fair Trading currently 

regulates consumer credit. It told Money Box in its view credit card providers should 

notify customers in advance if they were intending to lower their card limit. 

LEWIS: Thanks Bob. Well Peter Tutton is Head of Policy at the debt counselling 

service Stepchange. I asked him if Peter from Somerset was right to be angry with his 

bank. 

TUTTON: Yeah, I think he does have a right to be angry. Obviously if you have a 

credit limit and you’ve borrowed to a certain point and then the bank says we’re going 

to cut your limit to below there and if you don’t pay off the difference within a short 

period we’ll do x, y and z, I think that’s pretty unfair practice. It’s creating a situation 

where someone could be put in potential default and under financial stress solely 

through the action of the bank. 

LEWIS: What effect could this have on Peter’s credit record? 

TUTTON: I suppose the worry here is if they are asking him to repay the difference 

all in one go and they’re threatening with debt collectors, it could be recorded as a 

default eventually and quite quickly on his credit record. That may affect his credit 

score in the future. However, I would have thought that the bank should think about 

what it’s done here and it can’t be fair that you cut someone’s credit limit to back 

below where their outstanding balance is. It just doesn’t seem to be a reasonable or 
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fair thing to do. 

LEWIS: So is that the real unfairness here that the sequence of events that he wasn’t 

told, he spent some more money as he was then entitled to do and then the next day 

they cut his limit, so he went into default without telling him that was going to 

happen? 

TUTTON: There’s two things here. One is there’s the kind of cutting it further back 

than the balance is. There’s probably a second point here about if credit limits are 

being reduced, perhaps because a bank may have some justification in thinking you 

know they may see early warning signs of financial difficulty in a borrower’s use of 

credit and they may think that okay well we’re going to cut the credit limit back to 

stop you because we think you’re getting into debt. Well if that happens, then I think 

what a bank or any credit provider should be doing is talking to that borrower and 

ensuring that when they do that, that it isn’t making … they’re having a sort of 

bounce effect on their finances more generally. So not adding extra charges; if it has a 

bounce on effect to current account; making sure they don’t add charges there and 

helping people towards advice. So they need to do a lot more than just cut someone 

off. 

LEWIS: Peter Tutton from debt charity Stepchange.org.uk.  

A lawyer has challenged the high costs of using her mobile phone outside the UK and 

one in court. Angela Walsh was persuaded by her network provider T-Mobile to 

upgrade her phone just before a trip to Australia. While she was away, she used it 

very little. But unknown to her, the smartphone was busy downloading data, as they 

do. When she returned to the UK, she found a bill waiting for her of £750 and her 

phone had been cut off. Well Angela is herself Head of Litigation at a city company 

and she thought T-Mobile had no legal right to make these charges. She’s with me. 

Angela Walsh, when you upgraded your phone, what did you know about data 

roaming and charges? 
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WALSH: I didn’t know a great deal, to be honest with you. I was a little bit naïve, I 

guess. I obviously knew that the phone was capable of accessing the internet, 

collecting emails, but what I didn’t know was that it was capable of downloading data 

without me actively doing anything with the handset. 

LEWIS: And didn’t they warn you about that when you upgraded? 

WALSH: No. 

LEWIS: Now you came back, you found this bill for £750 and indeed a disconnected 

phone. Your bill’s quite modest, in fact, compared to some of the thousands people 

have had to pay. What grounds did you use to challenge the bill? 

WALSH: Well the first thing that occurred to me when I actually managed to get 

hold of the terms and conditions were that the provisions regarding data roaming 

didn’t make any sense. I didn’t understand the language. 

LEWIS: Hang on, you’re a lawyer. You read the terms and conditions. 

WALSH: Yes. 

LEWIS: You couldn’t understand it? 

WALSH: Yeah, exactly, yeah. 

LEWIS: What hope do the rest of us have? 

WALSH: Well yeah, good point. They use their own language, which is not everyday 

language, and it just doesn’t have everyday meaning. 

LEWIS: And is that the point you took to court? 
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WALSH: Yes, there was a couple of points. There was that and also it occurred to me 

that I hadn’t seen the terms and conditions until that point in time and they hadn’t 

been drawn to my attention. 

LEWIS: Right. Because I mean you said it was a struggle to find them. They are on 

the website if you look, but it can be difficult to find. 

WALSH: Yeah, there’s a whole … 

LEWIS: Are you saying that in that conversation, the upgrade conversation if you 

like, you should have been told there are terms and conditions, they’re on the website 

and then you should have agreed to them before you carried on? 

WALSH: Absolutely, given the opportunity at the very least to have a look at them. 

LEWIS: And the judge agreed with you. They found in your favour and you’re going 

to get the money back. Now, as I said, you’re a lawyer, a very senior lawyer, not a 

typical mobile phone user in many ways. How easy would it be for other people to 

follow what you’ve done now and go to court and challenge their provider? 

WALSH: Well there’s a system in place within the courts for individuals to take their 

own cases. Before that, you can use an adjudication scheme that the companies sign 

up to. In my experience, it found against me, so I don’t have a great deal of faith. 

LEWIS: No, we’ve heard things like that. But you say there’s a system. Do you mean 

the sort of small claims court? 

WALSH: That’s correct, yes. So you can use a small claims court. That covers claims 

up to a value of £5,000. You can make the claim online, you can use the court service 

website. And the fees are quite modest, so they range from £35 to £120. 



 

 

 

 

16 

 

 

 

LEWIS: And just in a word or two, what sort of points should one make in that 

claim? 

WALSH: Well they should consider whether they’ve actually seen the terms and 

conditions, and there’s an argument (if they haven’t been drawn to their attention) 

they’ve not been incorporated. But also the provisions. They should look at those, and 

if they don’t make sense then challenge them because the judge indicated that they 

probably weren’t enforceable. 

LEWIS: Angela Walsh, thank you very much. And T-Mobile or EE wouldn’t do an 

interview except it said it respected the court decision and would reimburse the 

charges. 

That’s it for today. Time has got the better of us, as ever. Just time though to remind 

the three million people who haven’t yet filed their self-assessment tax return. The 

deadline is midnight on Thursday. Our website: bbc.co.uk/moneybox. Vincent 

Duggleby’s here on Wednesday, Money Box Live, questions on insurance. (Fanfare) 

I’m back with Money Box next weekend. Meanwhile banks of Great Britain, don’t 

forget the Savings Challenge. Today the reporter was Bob Howard, the producer 

Emma Rippon, the music by Strauss, and I’m Paul Lewis. 


