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LEWIS: Hello. In today’s programme, we’re celebrating Money Box listeners and 

their tenacity - also known as sheer bloody-mindedness: people who’ve taken action 

over the past year when they’ve been treated unfairly by a financial firm. Some have 

got money back for themselves and often helped other listeners by their example. 

We’ll be looking at why loyalty doesn’t pay. 

ELLYAT: There is no such thing as loyalty, very sadly. Insurance companies do not 

stay loyal. 

LEWIS: How to scare off a cold caller. 

WOMAN SINGING STRICTLY COME DANCING THEME MUSIC 

LEWIS: And a Money Box challenge: how much can you get back from your energy 

supplier in 2014? 

But we start with the price of loyalty. We like to think our listeners are loyal to us and 

benefit from that weekly commitment, but loyalty to a financial firm can be a waste of 

time and money. One of the stories Money Box featured in the spring showed the 

dangers of being too loyal to the insurance company you trusted to cover your home 

and contents. Listener Alison Gann had been loyal to NatWest Home Insurance for 

almost 40 years until her renewal came in at over £1,000. Earlier this year, Money 

Box reporter Bob Howard went to meet her. 

GANN: The last quote in August was £1,010.18p payable. I trusted them, stupidly. 
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HOWARD: So that all changed in the summer. Just explain what happened. 

GANN: A neighbor came round, and when I quoted to him that it was £1,010.68p, he 

nearly fell through the floor, and said you know “What on earth is that all about?” I 

contacted NatWest Home Insurance and asked for a quote (giving my daughter’s 

name) on the same property for the same cover as they had been giving me, and they 

gave me a quote of £320. 

LEWIS: Well after we broadcast Alison’s story, we received more than 100 emails 

from listeners in similar circumstances, and they told us, spurred by her example, they 

challenged their insurers and saved thousands of pounds.  

LISTENER 1: I’ve been with the same provider for 15 years for house and contents 

insurance. They wanted nearly £1300. A quick ring round to other providers saved me 

almost £800. Many thanks. (Fx: cash register) 

LISTENER 2: Thank you for your recent item on insurance. I went online, got three 

quotes, and I’ve just saved my mother over £300 on her house insurance. (Fx: cash 

registerl) 

LISTENER 3: I saved nearly £700 after I argued them down. (Fx: cash register) 

 LISTENER 4: I’ve stayed with the same building and contents provider for the last 

few years due to laziness. I went online after your programme and saved myself £150. 

I will never be lazy again. (Fx: cash register)  

LEWIS: Well sadly Alison herself has not got a refund, but I asked her what she 

thought of the impact her story had made and the money other listeners had saved. 

GANN: I’m over the moon that it’s had this effect, quite honestly, and that you know 

it’s been able to help people out there. 

LEWIS: It’s sad and ironic though, isn’t it, that the person who started this all off for 

us has in fact not got anything back yet herself? 

GANN: Absolutely. 
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LEWIS: Tell us what happened about your complaint after the programme. 

GANN: After the programme, I had a letter from the bank saying they weren’t 

prepared to give me any money back. When renewing my policy, I received a letter 

each year and it was up to me whether I renewed it or not. 

LEWIS: How has it changed your attitude towards financial firms? 

GANN: In all honesty, Paul, I don’t trust anybody anymore. How can you? 

LEWIS: Well stay on the line … 

GANN: I will. 

LEWIS: … because after your interview hundreds of Money Box listeners got in 

contact, as I said, with their experiences. One of them was Trish Ellyat. She was 

concerned about her mother. She was in her nineties, paying a lot for her home 

insurance with Saga. She’d stayed loyal there for 20 years and renewed her premium 

yearly. And Trish is on the phone now. Trish, you heard Alison talking on Money 

Box earlier this year. What do you want to say to her? Did she really spur you on to 

challenge your mother’s quote? 

ELLYAT: Yes, it was a catalyst actually because I was in a very similar position, 

realising what my mother was paying. Hearing Alison on Money Box just really, 

really fired me up and I contacted you and got letters off. I’ve really come to the 

conclusion that loyalty really means absolutely nothing … 

GANN: Nothing. 

ELLYAT: … and I would recommend anybody just to really get new quotes. 

GANN: Yes, you’re absolutely right, Trish. I have a very helpful step-daughter, bless 

her heart, and you know my insurance for the last 2 years since all this cropped up has 

gone down to you know very little. It’s £170 this year instead of £1,010. 

ELLYAT: I’ve got my mother from just under £1,000 to £191 or something like that. 
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GANN: Yeah, exactly. 

LEWIS: After the programme, Trish, we put you in touch with Roger Ramsden, the 

Chief Executive of Saga, and you actually got more than the reduced quote for the 

future, didn’t you? 

ELLYAT: Yes, nigh on £6,000. 

LEWIS: So you got your mum nearly £6,000 back? 

GANN: Oh Trish, can I invite you down to stay for a week? 

ELLYAT: (Laughs) Well once I get my teeth into something, I can be a bit ferocious 

at times. 

GANN: Well so can I, but you’ve obviously had more effect than I have. (Laughs)  

LEWIS: So is being ferocious the answer? I mean what lessons do you ladies learn 

from what’s happened to you? 

GANN: I find having to ring round every year and wait and go back and all the rest of 

it, I just find it such a paraphernalia but I’m going to have to do it. 

LEWIS: Trish, final word. 

ELLYAT: There is no such thing as loyalty, very sadly. Insurance companies do not 

stay loyal. 

LEWIS: A Money Box friendship blooms there, I think. Well with me is Sarah 

Pennells, founder of the money website Savvywoman.co.uk. Sarah, we heard from 

Alison that she was what she called “resigned” to ringing round to get the best quote 

every year, but why should she have to do that? 

PENNELLS: I completely agree with her. I think it’s absolutely crazy that insurers 

treat their loyal customers in this way. I think that they should actually be rewarding 

their customers for loyalty because, after all, they know the level of risk they are; they 

knows that they are actually fundamentally going to be loyal to that company. And I 
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can understand why companies want to get new customers, but a lot of the customers 

who are switching at the moment aren’t particularly loyal, so they spend this money 

and effort trying to get new customers, offering them a discount. More than likely 

they’ll go to another insurer in 2 or 3 years’ time. 

LEWIS: And of course Alison was ringing round. She doesn’t have a computer to 

use a comparison site, as we often recommend. Is that a real disadvantage? 

PENNELLS: I think it can be. I mean I must confess I don’t think that buying 

insurance on a comparison site is as simple as maybe it appears because although it’s 

a useful starting point and it will help you to narrow down the choices, unless you go 

to a good broker or unless you’re prepared to really look at the policy documents - 

and I don’t just mean the summary, I mean the actual detail - to find what you’re 

covered for, you could find you’re saving money and getting a cheap policy, but it’s 

not actually the one that you want. 

LEWIS: Now Saga’s refunded Trish’s mother, though she says it’s because she’d put 

4 bedrooms on her application when in fact she only had 3. That’s why they 

backdated the payments. But NatWest is insisting it hadn’t overcharged Alison and 

she is still fighting her claim through the Ombudsman. 

PENNELLS: It’s interesting because the financial services industry has this whole 

idea that was forced on it by the regulator called “treating customers fairly”. I think 

the concept that most people have of fair treatment by their insurer is that they don’t 

lower the premium year after year after year. It wasn’t that her insurance went up by a 

small amount. I mean she was paying over £1,000 for a small-ish terraced house, as I 

understand it, where she could get insurance for less than £200. That is just 

scandalous.  

LEWIS: When you get your automatic renewal round, it usually says (in my 

experience) in big letters you needn’t do anything, so that’s encouraging you to accept 

something. If it said it’s gone up 10% and it’ll go up 10% every year, then you might 

be more motivated to take action. 

PENNELLS: Clear information, although I think it would be welcome, is not really 
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the answer. I actually think that the insurers should take a good, long, hard look at 

themselves and how they treat their customers. I thought Alison was very telling when 

she said she didn’t trust any of them anymore. That’s a really bad message to send out 

to people. 

LEWIS: Sarah Pennells, thanks. Stay with us though because we’ll need you a bit 

later. 

Throughout the year we’ve featured some stories about people getting their own back 

- money that is - sometimes with our help, but there’s one recent challenge that’s still 

going on, so we want your help to see how easy it is to get back some money on your 

fuel bills. Yes, it’s the Money Box Energy Challenge. (Music) Well earlier this 

month, we featured two listeners - Graham and John - who, along with millions of 

others, had switched energy supplier. But after they moved, they realised their old 

supplier hadn’t repaid the credit on their account. Graham Burford switched from 

EDF, then to Ovo, then back to EDF. You’ve got to love them, haven’t you? But both 

firms hung onto his money. 

BURFORD: You have to request the money to be paid into your bank account if you 

want it back - which I did - and I received the money back today. I then contacted 

EDF, who I’ve transferred back to, and asked them about my old account. They said 

“Ah yes, you’re £30.14 in credit.” “How do I get that?” “You have to request the 

money back” - which I’ve now done. 

LEWIS: And John Murphy had a similar experience. 

MURPHY: I knew that I was quite well in credit with Scottish Power, so I thought 

maybe a few weeks down the line that there might be a rebate forthcoming, but it just 

became apparent I was going to have to chip away at them to try and get it released. 

LEWIS: Well all three firms have now refunded Graham and John. Indeed Ovo has 

changed its policy and from the New Year says it will refund everyone automatically. 

EDF says it normally does that already and Scottish Power refunds amounts over £30. 

But we wondered how much listeners can save by chasing up money owed to them by 

old energy providers. More of the challenge in a moment. Sarah Pennells is still with 
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me. Sarah, what are your rights on getting your credit back after you’ve switched 

energy supplier? 

PENNELLS: Well there’s a very clear code that tells you that basically you should 

get any money that you’re owed back within 28 days of giving your final meter 

reading. So understandably it is going to take a bit of time for the companies to work 

out exactly how much you’re in credit by and to get that money back to you; and, 

depending on how you pay, it could obviously take a few days longer. 

LEWIS: But Scottish Power told us it didn’t do that with amounts under £30. It just 

kept them. And Ovo admitted it didn’t do it at all, though it’s now changing its policy. 

That can’t be within the billing code, surely? 

PENNELLS: I think it is not fair at all that companies decide either that they’re 

going to keep some of your money below a certain level or that their systems aren’t 

up to refunding money. I think that if they want to attract customers, they must also 

pay money to customers if they owe it when they decide to leave. 

LEWIS: And I suppose it’s partly up to us if we switch. We’ve got to read that meter 

and let them know, so they can do the calculation as to who you owe what for which 

energy.  

PENNELLS: Yes, I mean if you want to switch providers, you will always have to 

do a final meter reading for your old provider and also give your new provider your 

sort of first reading. But if you don’t get the money back, I mean my advice is to wait, 

to give them the time they’re allowed by law under this code, and complain to the 

Energy Ombudsman if you don’t find the money in your account. 

LEWIS: Another gripe with energy firms of course is people who pay by direct debit. 

You stay with the same firm, but they seem to hang onto a very big credit. Your credit 

gets bigger and bigger because you’re paying more than you’re actually using in 

energy. Anna Boyle, for example, needed our help getting back cash from her current 

energy supplier, which was Scottish Power, as she told us a few weeks ago. 

BOYLE: My account’s been credited, my meter readings are up to date. Probably at 
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the present time it’s probably about £700. Completely frustrated. You’re just not 

getting anywhere because I mean they’ll come back to you and say they’re sorry, but 

they’re still not doing anything. So far, I still haven’t received anything. 

LEWIS: So, Sarah Pennells, what are the rules? 

PENNELLS: Well there are two different rules. One is if you ask for money back. 

Basically under the Ofgem rules and regulations that govern sort of the licences that 

these energy companies have, if you ask for money back because you’re in credit, the 

company should give it to you. If it doesn’t, it should come up with a really good 

reason why not and you can challenge that reason. The other thing is when companies 

automatically give you money back when you’re in credit, and here that really varies. 

It all seems to hinge on when you last took an accurate meter reading, you know an 

actual one rather than an estimated one. But even then some companies will give you 

your money back if you’re more than £5 in credit once you’ve done a meter reading. 

Some will wait until you’re over £100 in credit. 

LEWIS: Thanks Sarah. So here is the Money Box Energy Challenge. If you switched 

- and there were more than 5 million switches in the last 12 months - are you owed 

money from your old supplier? Time to dig out that paperwork and find out and ask 

for it back. And if you have a credit with your current supplier, how easy is it to get it 

back? Let us know how you get on. Oh and we’ve just heard this good news from 

Anna Boyle. 

BOYLE: I’ve been trying to get my refund back from Scottish Power since 

September. But with Money Box intervening, within 3 hours I then got a email back 

to say that I would be refunded my money, which has credited into my account for 

£672. I also got an additional £100 on top of that, which was very good. You 

intervening has certainly made my Christmas. 

LEWIS: See, it does work. 

Now during 2013 almost all of us will have received a cold call urging us to put in a 

payment protection insurance compensation claim or something like it - even if we’ve 

never had PPI, we get them - and Money Box listeners have their own ways of 
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deterring them. (Music)  

HARVEY: My name’s Jan Harvey. I got a PPI call from an Indian company, the 

second call I’d had in the same week. And I knew what I was dealing with because I’d 

googled the telephone number and it came up straightaway that it was a scam. So 

when the chap said to me, “You’ve taken out a loan for £5,000 with a major bank in 

the last 10 years,” I knew I hadn’t, so I said to him, “Look, I have no interest in 

anything you’ve got to say. Why don’t you go and get yourself a job where you’re 

dealing honestly with people instead of trying to scam them?” And there was a bit of 

silence and he said, “Yes, you’re absolutely right. Thank you. Goodbye.” I never 

heard from him again. 

PEARSON: I’m David Pearson from St. Alban’s and my solution to the problem is I 

scream. (screams) I’ve never heard from them again. 

CROFT: My name’s Emma Croft and I’m from Bradford on Avon in Wiltshire. My 

tactic now is to answer the phone and sing the theme tune for Strictly Come Dancing. 

It tends to put them off their stride and they hang up straightaway. (sings tune)  

LEWIS: Money Box listeners and their techniques to stop cold calls. But one of the 

scariest took a more practical line. Richard Herman told callers that if he got another 

cold call, he charged the firm responsible £10 a minute for his time, and when they 

called again he did just that. He sent a recording of the calls with an invoice and then 

used the small claims procedure in the court to enforce it. He got hundreds of pounds 

back. But now Richard’s gone further, suing a major international firm of solicitors 

who had been behind a spate of cold calls about injury claims. 

HERMAN: I get annoyed being cold called and disturbed, especially when it’s illegal 

and especially when the cold caller obviously doesn’t care about the person they’re 

calling, making up lies and they’re trying to get you to lie as well. They don’t care 

about you as an individual. And so for me, to put the time into trying to stop that 

makes me feel better than it does just lying there and accepting it. 

LEWIS: We talked to you before when you’d had a couple of minor successes. 

You’ve now got a lot more money back. Who’s paid that to you? 
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HERMAN: Yes, I got £5,000 from a firm of solicitors, and that was under the 

privacy of electronic communications regulations. So I was very pleased to get that 

much money. 

LEWIS: So what had they been doing wrong? 

HERMAN: They had been cold calling me, although they said that it was their kind 

of lead supplying company that had been doing the cold calling. Not for me to know 

and under the privacy of electronic communications regulations it’s the company who 

ultimately benefits or instigates who’s responsible. So when I was cold called, I 

played along until I got to the company at the top, the firm of solicitors. They actually 

came to my house to visit me, so I knew exactly who it was, and then I wrote them 

my 5,000 word letter claiming £10,000 from them for illegally cold calling me. 

LEWIS: Now we’ve talked to people about this many times over the years and 

people get very frustrated that they can’t stop it. We’ve tried the regulators of various 

sorts - Information Commissioner, Office of Fair Trading. None of them have been 

able to stop it and yet here you are - an amateur, if I can put it like that … 

HERMAN: Yes, absolutely. 

LEWIS: … who’s written a very long and detailed letter to a solicitor. You asked for 

£10,000, they gave you £5,000, so you must have been right? 

HERMAN: Absolutely right. I’m absolutely positive about it. I was almost sorry that 

it didn’t go to court because I would have enjoyed having a go at it. (Laughs) But it 

shows that it’s possible to do it. 

LEWIS: When you first got your money back, you actually set up a website, so 

people could do it themselves - Saynotocoldcalls.com. Now at the heart of that and at 

the heart of your technique is recording your own phone calls. Now that is quite 

difficult, isn’t it? 

HERMAN: No, there’s a myriad of different ways of doing it. In the high street 

electronic shops, you can see recording gadgets to plug into your recording device or 

iPhone or cassette recorder, whatever it is. It doesn’t have to be high tech, it doesn’t 
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have to be expensive. It’s just that it does give that proof. 

LEWIS: Richard Herman. But how easy is it to adopt Richard’s techniques? With me 

is David Hickson of the Fair Telecoms campaign. David, Richard makes it sound 

easy, but will enough people be bothered to do it? 

HICKSON: I think it’s lovely to hear Richard’s story and some of the other ones, but 

all this really does I think is demonstrate to us how very angry and very frustrated 

people are made by this experience. I doubt that there are many people who’d have 

the time, the energy and the wit to follow Richard’s route. It’s great for those who do, 

but in fairness we have to look to the regulators to act in the interests of all of us to 

stop people doing this rather than taking action against them after they have. 

LEWIS: But we’ve got these laws, the privacy of electronic communications 

regulation. I think they’re about 10 years old now, aren’t they? We’ve got the 

telephone preference service where you can sign up and say no cold calls at all. They 

still come through and people get very frustrated. Who needs more powers to deal 

with them? 

HICKSON: The regulations will have to stay in place. There’s nothing wrong with 

them, but it hasn’t worked. And I think that after 10 years we have to say that has not 

stopped cold calling; we must now look at more radical measures. So that, for 

example, in certain sectors - if not all perhaps, some would say all – the whole process 

of obtaining business by telephone marketing simply needs to be outlawed by the 

appropriate regulator by making this a condition of licensed people. That would make 

it much easier for it to be stopped. You’d be stopping it much nearer the source, far 

less investigation and hopefully much more compliance and effect. 

LEWIS: And how would you deal with companies that ring you from outside the 

jurisdiction of not just the UK but the EU? 

HICKSON: There will always be a problem over there and there has been some 

useful work done by international cooperation with regulators. A lot of stuff that used 

to happen from Florida selling holidays was dealt with in cooperation with the 

American regulators, which was great. The point is that most of what’s been done is, 
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even if done from overseas, in support of UK based business; and, therefore, by 

addressing the UK companies properly even the international ones would be stopped. 

LEWIS: David Hickson, thanks. The Department for Culture, Media and Sport told 

us it was looking at various measures so the ICO can act against calls that are 

annoying rather than those that cause substantial damage, and they’re shortly to 

publish an action plan. You can take your own action using Richard’s website, 

Saynotocoldcalls.com. Sarah Pennells from Savvywoman.co.uk is still here. How do 

you deal with cold calls, Sarah? 

PENNELLS: Well I think with my singing, I ought to actually think about singing to 

them. I’m afraid I’m a bit more conventional. I just rather crisply tell them they’re 

breaking the law and they should take my name off their list.  

LEWIS: I’m sure that works. I say “hang on a minute” and then just place the phone 

down until they hang up, which is rather cruel but it works for me.  

(Music: Rescue Me) This year Money Box came to the rescue for Lorna, Calvin, 

Moira and tens of thousands of pay as you go Asda mobile customers. They were told 

they had to use all the credit on their phones by the end of April or lose them when 

the supermarket moves network provider from Vodafone to EE. That would have cost 

Lorna £66, which she couldn’t afford. 

LORNA: It’s such a lot of money for me to lose. When you’ve been frugal, you just 

can’t waste money like that. Like the heating’s all gone up again - the gas, the 

electricity - and you just can’t afford to waste money like this. 

LEWIS: After Money Box got involved, Asda clarified its position and agreed to 

give all its pay as you go customers an Asda gift card for any outstanding credit. And 

in February listening to Money Box saved Martin from West Yorkshire from handing 

over his lifetime pension savings to a pension liberation scam. 

MARTIN: The lesson I’ve learnt is just check everything out and don’t be blinded by 

the fact that you need money. Twenty four thousand now, you’re not going to get a 

great pension from it, but it’s your money. Don’t give up your pension.  
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LEWIS: After listening to Money Box, Martin cancelled the deal and left the money 

where it was for his retirement. Several listeners have helped rescue others from low 

interest rates. Putting cash into some current accounts pays far higher interest than 

many rubbish savings accounts. Most prolific was Brian who opened 20 current 

accounts for him and his wife. He explained his technique. 

BRIAN: Start with one bank - Santander - and they will pay me (on four accounts), 

up to £20,000 they’ll pay 3%. Lloyds Bank, you can have 3 accounts with them with 

5,000 in each account; and they’ll pay you 3% on that. You have to move £1,000 

between the accounts, but it does give you better than the average rate and that’s what 

you’re about. 

LEWIS: Another money saving top tip brought to you by those clever Money 

Boxers.  

But that’s it for this last programme of 2013. More information and links on our 

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

past episode, send us ideas and so on. There’s no Money Box Live on Wednesday, but 

I’m back live with Money Box next weekend. Keep sending those money phrases to 

end the programme. More of those next week. Thanks to Richard Strauss and Fontella 

Bass for the music. A very happy new year from producer Lesley McAlpine, me Paul 

Lewis, the whole Money Box team. And we end with this financial tip from Will who 

writes from a church yard in Warwickshire. 

WILL’S MONEY TIP: Neither a borrower nor a lender be for loan oft loses both 

itself and friend, and borrowing dulls the edge of husbandry. 


