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LEWIS: Hello. In today’s programme, are home insurance premiums rising before 

new flood maps are published and in anticipation of a deal being done over the future 

cost? We try to track down a firm that buys old mobile phones but hasn’t been 

sending some customers their payment or returning their phone. Some banks are 

finally giving back money they used to keep when we absentmindedly left it in a cash 

machine. And the new alternative to shouting: a website that leads you gently through 

the process of making an effective complaint.  

But we start with household insurance. Everyone of course should make sure their 

home is insured and if you have a mortgage or you want to sell it to someone who 

has, then it’s essential. So a sudden rise in price of this cover is an alarming matter. 

Money Box listener Arthur got in touch from Uxbridge after his household insurance 

premium went up from just under £500 to more than £860. He phoned his insurer, 

Barclays, to correct what he thought was a mistake. 

ARTHUR: She said, “Well there’s nothing wrong with it.” I said, “Yes, there is.” I 

said, “It’s 73% increase.” “That’s nothing to do with us.” I said, “What do you mean 

it’s nothing to do with you?” She said, “It’s the Environment Agency.” She said, 

“They’ve changed your flood rating from low to high, and this reflects the cost.” And 

I just couldn’t believe it. Nothing has changed, we’ve never had a flood. I accept that 

because we live close to a river, there is always a risk of a flood, but it’s never flooded 
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in my lifetime. I’ve lived beside it for over 60 years and I’ve lived in this area all my 

life. 

LEWIS: Well Arthur contacted the Environment Agency himself and got written 

confirmation that his property is in an area it assesses as low flood risk, but when he 

sent that written proof to Barclays, it refused to change his quote. Another listener, 

Diane, also lives in an area of low flood risk, but her insurance also went up. In her 

case, it more than trebled from £330 to £1,100. Diane was also told in writing that the 

Environment Agency had reclassified her home as high risk. She’d never been 

flooded and the agency website confirms her home is low risk. Fortunately other 

insurers agreed and she’s now got insurance for about the old price; and Arthur found 

insurance found at the same price as last year through an independent broker. Well I 

put these stories to Aidan Kerr. He’s Head of Property at the Association of British 

Insurers. 

KERR: Flood risk is an extremely complex area. The science behind it is always 

improving. Insurers tend to use the Environment Agency’s data, but they’ll also use 

their own modelling and they’ll also use maps provided by other private sector 

consultants. The Environment Agency in December will be launching a revised map 

which starts to bring together all sources of flood risk - so not just flooding from 

rivers in the sea, which is what their mapping currently only shows, but they’ll also be 

bringing in surface water flood maps as well and that will start to bring all sources of 

flood risk under one banner at the Environment Agency. 

LEWIS: So there could be a lot of people who suddenly find in December that the 

place they thought was pretty safe from flooding suddenly is classed as high risk? 

KERR: Well the Environment Agency’s maps may show a household that previously 

wasn’t shown to be at risk from say a river or from the sea is actually at risk from 

surface water flooding. 
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LEWIS: Aidan Kerr. And Barclays has now told us that it did mislead Arthur. It used 

its own flood mapping to reclassify his property; not - as it told Arthur three times - 

the Environment Agency maps. Well live now to Worcester to talk to Mary Dhonau, 

Chief Executive of the Know Your Flood Risk campaign. Mary Dhonau, two different 

insurers putting up premiums and telling customers it was the Environment Agency’s 

fault when it wasn’t. Is that something you’ve come across? 

DHONAU: Yes actually, only this week somebody contacted me to say exactly the 

same thing. He was actually buying a property that was deemed low risk of flooding, 

and it was on the Environment Agency’s website at low risk of flooding but the 

insurance industry were absolutely insisting that he was at high risk of flooding and 

they were in fact blaming the Environment Agency maps. 

LEWIS: It’s a worrying trend, isn’t it? But we’re expecting more detailed maps, 

aren’t we - as we heard from Aidan Kerr - which will show surface water, not just 

rivers and the sea. What impact’s that going to have on homeowners? 

DHONAU: Well, first of all, the Environment Agency are launching these maps on 

12
th

 December. There’s a bit of slippage because of the Autumn Statement. But then 

you’ve got to remember that they are very generic maps. They will say whether an 

area is at risk of surface water flooding, not a particular home, and that’s where the 

problem will lie from my point of view. 

LEWIS: Yes because I mean Aidan Kerr again spoke of the very detailed maps that 

the insurers themselves have, which are much more specific - down to postcodes or 

even individual homes. That should mean good news for some people though, 

shouldn’t it, and bad news for others? 

DHONAU: Well yes indeed. Some people will find themselves perhaps paying less 

because they’re not deemed at any risk of flooding and the insurance industries do use 

far more sophisticated mapping than just the Environment Agency’s maps. 
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LEWIS: And we’re going to have this new deal that you and I have spoken about 

before called Flood Re, a special insurer for the high risk properties. That’s 

proceeding a bit slowly. Will it be in place by the June 2015 target? 

DHONAU: Well we have to have fingers crossed. The Government published their 

findings of the consultation and have put it into the water bill only yesterday or the 

day before. Now the ABI are at loggerheads with the Government on two of the 

clauses that they weren’t expecting, and I will expect there will be a lot of debate, 

there may be some slippage, but we just have to keep our fingers crossed here that this 

goes through. 

LEWIS: Well indeed because it will be good news for most people.  

DHONAU: It will indeed. 

LEWIS: To go back to Arthur and Diane, they did both manage to get insurance from 

other insurers at a reasonable rate. How do you go about finding a cheaper alternative 

when flood risk is the issue? 

DHONAU: Well first of all you need to either contact the Environment Agency and 

get a generic flood insurance letter. That costs you nothing. But we’ve got to 

remember that isn’t detailed, so go and buy something like a home check report or an 

Argyll Environmental report. They’re about 24 quid and they cover every aspect of 

flooding. You can also go onto the British Insurers Brokers’ Association website, hit 

on ‘find a broker’ and go to a local insurance broker who will have local knowledge 

that your area is or is not at flood risk. 

LEWIS: Mary Dhonau of Know Your Flood Risk, thanks very much. 

A website which offers to buy unwanted mobile phones for cash is being accused of 

not honouring the deals it makes. Hundreds of people have complained to one Trading 
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Standards office alone about cash4phones.co.uk. Some got less cash than promised; 

others got none at all; and others have struggled to get their phone returned. Money 

Box highlighted criticism of this firm two years ago, but more complaints have come 

in and Bob Howard’s been on the trail.  

HOWARD: Yes Paul, cash4phones.co.uk is one of a number of websites which 

offers to buy your old mobile phone. The process sounds quite simple: you put your 

phone details into a form on the website, it gives you a quote and sends you an 

envelope to post your phone to its address. If your phone is in good condition, it’s 

supposed to pay the agreed money into your account. Ben from London was quoted 

£186 for his old smart phone last month. He sent the phone recorded delivery and was 

supposed to receive his cash within three working days. But after a week no money 

had arrived. When he tried to contact the firm, he ran into problems. 

BEN: At that point, I realised there was no obvious way of contacting them at all. The 

form on the website didn’t appear to work unless you had the barcode from the pack 

you sent back, which wasn’t mentioned on any documentation. No phone number, no 

other email address or any way of contacting them. 

HOWARD: Ben found numerous complaints about cash4phones.co.uk on consumer 

forums, so he started sending recorded delivery letters threatening to go to the small 

claims court. No money, nor phone has arrived. And Andy from Buckinghamshire 

told me he’s going through the same process after waiting for two months for 

payment. Money Box has seen evidence of at least 16 county court judgements 

against cash4phones.co.uk. In each instance, the firm has not yet paid up. Money Box 

tried to contact cash4phones.co.uk, but got no response, so I decided to visit the most 

recent address registered at Companies House. Cash4phones is the trading name of 

C4P Trading Limited according to the cash4phones website, and the address stated at 

Companies House is  Suite 21 - sounds very grand - 5 Spring Street, Paddington in 

London. So I’ve come to 5 Spring Street. I can’t see any sign of a Suite 21. All I can 

see is a few residential flats and a newsagent. So I’m going to pop into the newsagent 

and see if he knows anything about cash4phones or C4P Trading. 
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NEWSAGENT: We do a service which is a mail box rental. You go onto the 

website, register your details and then you can rent my mail box from me. But they 

haven’t actually activated the account because they haven’t shown any proof of ID 

documents through the company and I’ve been getting a lot of letters recorded 

delivery - court letters, demands. It’s getting very annoying.  

HOWARD: What can you do about it because there are a lot of complaints coming 

through to this company … 

NEWSAGENT: I know. 

HOWARD: … and you might have people turning up here, I guess, won’t you? 

NEWSAGENT: I’ve had people turning up here asking me where’s this C4P 

cash4phones company. And I told them “Look, I called Companies House to confirm 

to them I don’t know this company. They said yes well they’ve changed their 

company to this address.” But it’s getting very worrying because I don’t want any sort 

of police or bailiffs coming to my shop because I’ll be like, “Look, mate, I’ve got 

nothing to do with this.” 

HOWARD: I’ve now come to North London, to Bounds Green, to an address which I 

know Trading Standards in Haringey were looking at. They say that cash4phones, 

C4P Trading has moved on from here, but I’m just trying to see if that’s in fact the 

case. And they are listed as 15 Gateway Mews. I can’t see anything outside number 

15 which says C4P Trading or cash4phones, so I’m going to give them a quick bell 

and see if anybody answers.  

MAN: Can I ask you what you’re doing?   

HOWARD: Now? 
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MAN: Can I ask you what you’re doing? 

HOWARD: I’m just recording my visit here. 

MAN: I see. You can’t actually stay there, mate. 

HOWARD: No? 

MAN: No. 

HOWARD: Well a man did come to the door. He said he was the manager of that 

particular office, but he didn’t work for C4P Trading or cash4phones. He said so 

many people have been calling that he had been directed to speak to people. He said 

that nobody from C4P Trading or cash4phones was around to speak to us at the 

moment, but the firm was still based there. And, Paul, those premises are in the 

London Borough of Haringey. The council spokesperson told me its Trading 

Standards has received more than 300 complaints about cash4phones.co.uk. It’s 

passed details onto City of London Police, which runs the e-Crime Unit, but it 

wouldn’t comment on the case. Haringey Council says because cash4phones.co.uk is 

now registered in Paddington at the address I first visited, this is now a matter for 

Westminster Council. Westminster Council told me it was investigating but 

understood that the Paddington address was just a forwarding address. 

LEWIS: Thanks Bob. Well if you can’t find them, not much hope for unhappy 

customers, I fear. Gareth Shaw is a money expert at the consumer organisation 

Which? It’s recently investigated the second-hand phone market. What did its readers 

say? 

SHAW: We’ve certainly had a lot of complaints about the full range of mobile phone 

recycling companies where people have been dismayed about the offers that they’ve 

had when they’ve put the details of their phone into the website and when they’ve 
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actually then sent it over to the company who have lowered their offer for quite 

spurious reasons that they can’t countenance. So, for example, they may have been 

offered £45 for their old Samsung phone, yet when they’ve sent it in the offer’s been 

dropped down to £15 or £20 for wear and tear. 

LEWIS: And what can you do in that circumstance? 

SHAW: Well you can challenge it, so you can say I don’t agree with that valuation 

-and we did find some evidence of some of the companies actually upping their offer - 

or you can just ask for your phone back. But there is a problem with that: only two of 

the eight companies that we looked at will send you back your phone for free; the rest 

will charge you to send you your phone back. And the most expensive of those was 

actually Apple Recycling who will charge you £17 just to get your phone back after 

their valuation. 

LEWIS: So what can you reasonably expect from an old phone? I mean supposing 

you’ve got … I don’t know, you’ve upgraded to the latest Samsung or the latest 

iPhone  which seem to be the sort of most common smart phones now. What will 

you get for the one before the latest? 

SHAW: Well what we did is we looked at the valuations for a number of phones - 

one of them being the Apple iPhone 4, so that’s a few years old now. The highest 

recycling quote that we got was £105.37 and the lowest was £63.97, and that’s from 

these recycling websites. But what we did is we actually tracked the prices of these 

phones being sold on eBay over a week, so a number of different sales on the auction 

website found that on average you could get £164.84 by selling it through eBay.  

LEWIS: If you’re fed up with all these problems and you think it’s just too much 

hassle, one alternative I suppose is to give it to charity because some charities collect 

old phones and then at least you know whatever they get, it will go to do some good 

somewhere. 
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SHAW: Yes, absolutely, you can give your phone to charity. You can make sure it’s 

going to be used again by somebody that really needs it, and you don’t have to worry 

about going through all the rigmarole of trying to sell it again. But these days phones, 

even old phones are very valuable. So if you do want to make some money from it, 

there are options out there but you’ve just got to be very careful when you’re using 

these websites. 

LEWIS: Gareth Shaw from Which?  

(Music: John Williams) A long time ago, with a mind far, far away, the notes that had 

just popped out of the cash machine slid back in before you could collect them. You 

were distracted - the phone rang, the parking meter was running out, the children were 

mithering you. Whatever. Somehow the £50 you really, really needed became less 

important and while you lost concentration the machine took it back. But now, after 

many years, it may well pop back out again.  

RICHARD: I received a letter last week from First Direct. Forty pound had been 

debited and as a consequence they had now refunded my account plus interest. I do 

wonder why it’s taken in excess of 5 years to deal with this matter. That seems 

strange. 

TRACY: I just received a letter out of the blue from the Royal Bank of Scotland 

saying that 4 years earlier I had been to the cash point, tried to withdraw £50. The 

money hadn’t been given to me, but my bank account had been debited and they were 

giving me a refund. 

MARK: I just assumed it had been taken. Just put it down to bad luck, didn’t think 

I’d ever see the money again. I didn’t report it or anything, so I wasn’t expecting it at 

all - especially after so long, sort of 4 years later. 

LEWIS: Well that was Richard, Tracy and Mark all getting a surprise windfall from 
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First Direct, RBS and HSBC. And they’re among hundreds of thousands of customers 

whose minds a long time ago were far, far away, but who are now being reunited with 

the ATM cash they left behind. So why is it happening now? Dan Plant is Head of 

Editorial at MoneySavingExpert.com. Dan Plant, those listeners have had their money 

quite recently, but this has been brewing for some time, hasn’t it? 

PLANT: Absolutely. There was a rule change back in 2011 which said that all banks 

should make sure if money is retracted back into a till, that gets rectified and placed 

back into the customers’ accounts. Before that, most ATM machines were doing this, 

but a few from the RBS Groups - that’s RBS, NatWest and Tesco, HSBC (which also 

includes First Direct) - weren’t doing so, so they weren’t rectifying the balances. The                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                      

key thing to know here though is it is the ATM you use, not the bank account you 

have, so anyone who’s got a bank account with any bank - if you’ve used a cash 

machine run by those banks, you could be in line for this money back if you forgot to 

take it. 

LEWIS: Yes, so if you didn’t claim those withdrawals before 2011 - maybe you 

assumed, like Mark, someone else had taken the money - you wouldn’t have got your 

money back if those banks were involved even though they had the money and knew 

who it was owed to? 

PLANT: Absolutely. It seems like commonsense that if you didn’t take the money 

and it went back into the till, it should just go straight back into your account. We’ve 

spoken to the banks and they say as they weren’t doing it at the time as a matter of 

course, which is now policy that they’ve changed, it’s just taken a long time to look 

back through all the paper receipts, they say, match them up with the daily balances of 

the cash tills and put them back in. The other banks that weren’t mentioned there, the 

big banks, they said they did do it at the time anyway. So you should have just got 

your money straight back, so therefore there’s not a problem.  

LEWIS: Yes Barclays and Lloyds have said that. The Co-op though didn’t and it told 

us yesterday it still won’t go back for these old customers, though obviously since 
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2011 it follows the current rules. 

PLANT: Well absolutely and we heard that off you earlier, and that actually 

contradicts something we were told last year when this story first came here. So what 

that sort of says to us is if you think there’s any chance this happened to you, contact 

your bank and say am I owed any money. The problem there might be that the very 

nature of the problem is that you don’t know that it happened in the first place, but it 

does really redefine the message of go to the bank, say I think you need to check this 

account for me and see if I need any money re-credited. 

LEWIS: Yes. What about if someone took it and it wasn’t you that was distracted 

yourself by a phone or something; you feel you might have been distracted by a 

stranger, by a criminal gang and then they nicked the money. Could you get the 

money back then anyway from the bank even though the machine hadn’t taken it 

back? 

PLANT: Under those circumstances there’s no obligation for the bank to pay you the 

money back, but what you should do is speak to your bank and see if they have any 

CCTV in the area which recorded the incident happening. You can then request they 

send that to the police and help you track down the criminal. Banks may decide to 

make a good will payment dependant on the circumstances. That’s a conversation for 

each customer to have with their banks, but there isn’t an obligation in that case. 

LEWIS: And briefly some of these pre-2011 cases people won’t be found, will they? 

People change banks, they move address. People perhaps should contact the bank if 

they think it might affect them. 

PLANT: Absolutely. Certainly if you’ve changed bank account, banks complain all 

the time it’s quite hard to keep track of people once they leave or move to a new bank. 

So if you had a new baby during that time perhaps or were going out a lot late at night 

and think this might apply to you, contact the old bank and see if any of the banks 
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which weren’t refunding the money have contacted them and tried to give them your 

money back because they might have it instead of you. 

LEWIS: Dan Plant, MoneySavingExpert, thanks very much. 

Now if you’re not happy with the way you’ve been treated by a financial firm or a 

telecoms provider, complain. That’s the common advice often given here on Money 

Box, but sometimes you need a bit of help. Who do you complain to and what do you 

do if your complaint is rejected or, perhaps even worse, just ignored? Irene contacted 

us this week after getting very fed up with Vodafone. 

IRENE: The handset was faulty, in my view, and I wrote to complaints and you get 

no reply. And so you write again a few weeks later and send it recorded delivery and 

you get no reply, and you go back into the shop and they shrug their shoulders and 

say, “Well you know that’s not down to us. We’re just kind of the retail end of the 

line.” And it is that feeling of frustration. Over the years I’ve had it with credit card 

companies, for instance, and you really just feel that as one person you’re immaterial 

to them. 

LEWIS: Well a new website has been launched this week to help with the what, 

where, who and when of making a complaint, and we got Irene to try it out for us.  

IRENE: I thought it was a splendid experience. As a site, it’s extremely easy to use. 

It is very well laid out. Again I’m over 60, my eyesight’s not what it was. Some of the 

websites you get to, you’re peering to read. This is large, it’s easy to use in those 

terms, and I wait to hear if indeed this has more impact on Vodafone than just me as a 

punter writing to them. And indeed later today I’m going to have a try at using it with 

First Capital Connect and see whether that’s included in their … 

LEWIS: I think you’ve just got a new hobby, haven’t you Irene?  
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IRENE: (laughs) Hey it’s time for a new one. 

LEWIS: Well the new website is Resolver.co.uk and I went online with Resolver’s 

creator, James Walker, to have a look for myself. (to James) So we’re on the Resolver 

site and I’ve got a number of choices and I want to make a complaint about my boiler 

insurance. So that’s under ‘energy’. ‘What happened?’ (keys in following) I waited for 

the engineer for a whole day, missing a day’s pay, but they didn’t turn up. Which 

would be very annoying. ‘And what would you like the company to do?’ (keys in) I 

would like the company to pay me a day’s wages and send someone round on Friday 

morning. Now it says ‘how are you feeling about your case?’ What’s the purpose of 

those smiley faces there? 

WALKER: We’re going to now help create an email or a letter that you can send 

through. We take the emotion and we help put in some additional information into 

that template about how you’re feeling. 

LEWIS: If I click on ‘angry’, will that put swear words in there? 

WALKER: We never swear, but what we will do is help explain that you really have 

a serious issue and you really want this dealt with quickly. 

 LEWIS: I am really angry. Okay, I’m going to put in ‘annoyed’ and now click on 

email and see what it produces. Here we go. Right so ‘Dear Customer Relations’, it 

gives my reference, ‘I am writing to highlight my frustration with the service your 

organisation has delivered.’ And then it explains the appointment was unattended at a 

time set aside. ‘I find this unacceptable from a reputable service provider.’ And then it 

says upload a file. So could I show them the document which had the appointment 

date or something like that? 

WALKER: Absolutely. So at this point if there’s any other information that you want 

to put on with that - it may be a photo of the boiler issue, it may be the appointment 
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letter - what it will do is it will save the email and save all those documents into your 

file, into your case file. 

LEWIS: So a photo of my boiler without the engineer there? (Walker laughs) To 

show he or she didn’t turn up. 

WALKER: This is where you should have been.  

 LEWIS: (laughs) Okay. I send this email off and it’s got the right level of anger in 

it. What happens next? 

WALKER: We record a case file, electronic case file. And what we will put in there 

is every email that you send, every response that you get, you can also put any 

supporting notes, more documents that you want and we hold it there in a repository.  

LEWIS: What happens when I just get no response, which is something people 

complain about - they send an email, nothing happens? 

WALKER: If it goes into the big black hole, we will give that company 2 weeks to 

be able to respond and that’s the right level of time to allow them to be able to look at 

what your issue is. If they don’t respond after 2 weeks, we’re going to send you a 

reminder. It’s now time to escalate your case. You can go back into the system, we 

can help you prepare another email, and we have who to escalate it to for you. And 

then if you can’t resolve, the system will bundle all the communications that you’ve 

had and your supporting documents to send through to the Ombudsman for you. 

LEWIS: Right. So you have on your database those escalation points, so you’ve got 

the managing director’s email or with another company you’ve got the whole 

escalation process for getting up to the person right at the top? 

WALKER: Yes absolutely. So we’ve got over a thousand companies in the system 
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carrying over energy, water, telecoms, travel, insurance and key shops. We have the 

complete escalation processes built up for all those companies.  

LEWIS: How is it paid for? Do I have to pay at any point? 

WALKER: There is no fee to you at all. 

LEWIS: But you’ve got to be paid, all your developers have got to be paid.  

WALKER: We never use any consumer data, but what we do do is we start to look at 

trends - number of complaints against different company types, how well they’re 

being handled. So when you’re providing that feedback on your emotion, we can 

actually see how well you think that company is doing - are they doing a good job or 

are they doing a bad job and trying to resolve it, and help those companies to be able 

to improve their services. So what we’re trying to do is help consumers to engage and 

help businesses to be able to understand what they need to do to make this better for 

us. 

LEWIS: James Walker, inventor of Resolver.co.uk. And if you use it, do let us know 

how you got on.  

But that’s it for today. Our website: bbc.co.uk/moneybox. Ruth Alexander’s here on 

Wednesday with Money Box Live taking questions on borrowing and debt. I’m on 

BBC2 for the Autumn Statement on Thursday from 11. Money Box back next 

weekend. Today music John Williams, sleuthing Bob Howard, production Emma 

Rippon. I’m Paul Lewis.    

  


