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LEWIS: Hello. Are you happy with your bank? Hundreds of thousands of us 

complain to our bank each year and many of those end up with the Financial 

Ombudsman Service. But for most of the time banks do what they should: they keep 

our money safe, they move it in and out of our accounts accurately and, nowadays, 

quickly as well. Well usually. The big issue still is Payment Protection Insurance, 

which is heading to be the biggest single mis-selling scandal we’ve seen, and some 

people are finding it hard to get compensation. And recent events in Cyprus have 

made us all wonder just how safe our money is in the bank despite the Bank of 

England’s rescue yesterday of the depositors in UK branches of Laiki Bank and 

Cyprus Bank. But if things did go wrong in the UK, again would all our savings be 

protected? And safe or not, why are we being paid such tiny rates of interest? Even 

the best is barely half the rate of inflation. And yet to tempt us into current accounts 

some banks are offering more on those than they pay in savings accounts. Even 

current accounts though are not free from potential mis-selling - so much so that new 

rules began this week to reform the way banks try to get us to pay by adding on 

insurance or cheaper overdrafts. Those accounts can cost up to £300 a year. The rules 

about that will be enforced by the new Financial Conduct Authority, which takes over 

consumer matters from the old FSA and with a strong brief to protect us. What 

difference will we notice? Well whatever your issue with your bank, whatever 

question you have, call Money Box Live now: 03700 100 444. With me today to 

answer your questions, I have Martin Dodd, who’s Customer Service Director for 

Lloyds Banking Group; Sylvia Waycott is Editor at the comparison site Moneyfacts; 
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and David Cresswell, Director of Communications at the Financial Ombudsman 

Service. Our first caller is Dean who’s calling from Peterborough. Dean, your 

question? 

DEAN: Hello. What it is is I took a loan out in 1998 for £1,000 and I had PPI 

insurance with that which was £4 a month. And I paid the loan off after a year and 

I’m still paying PPI to this day, and I’m wondering if I can claim anything back? 

LEWIS: Well I should certainly hope so. Who wants to take that first? Martin Dodd 

from Lloyds.  

DODD: Hi Dean. What I would recommend you do is contact your bank direct, so 

you could either go into the local branch, you could call them up. Explain the 

situation just like you have done to us and what they’ll do is they’ll capture your 

details. There’s a simple form that you’ll need to complete. And what I would say is 

give them as much information as possible in terms of what you remember, account 

numbers if you’ve got them, the details of the account it’s been going out of. And 

they will respond to you within the next 8 weeks in terms of what’s happened and, if 

you’re eligible, you’ll get a refund at the end of it as well. 

LEWIS: And interest as well on that or …? 

DODD: You will get interest back across the time period as well. 

LEWIS: Okay. David Cresswell from the Ombudsman Service, you get a lot of 

people who when things don’t work with the bank, after the 8 weeks they come to 

you. 

CRESSWELL: That’s right. We always say first of all give the bank an opportunity 

to try and put things right for you. And, as my colleague Martin just said, the really 

important thing is try to get together bits of paper, so you’ve got a clear sort of idea in 

your head of what happened when because that’s going to be really important. But if 
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you don’t feel the bank’s able to sort it out for you after 8 weeks or you’re not happy 

with what they’re telling you, that’s when you can get in touch free of charge with the 

Ombudsman. It’s really important you don’t have to pay a claims manager to do it. 

They don’t make any difference in terms of the outcome of the complaint. You would 

be just as likely to win compensation if you did it yourself.  

LEWIS: And details of the Ombudsman Service will be on our website: 

bbc.co.uk/moneybox. And, David, before we leave PPI claims - Dean has got a 

particular sort of claim but there’s been many others - how far back can you go? Can 

you go right back? I mean he’s 15 years ago. 

CRESSWELL: The answer actually is a question of practicality. It’s really going to 

be how far back have you got paperwork, how far back can broadly you show that  

what you’re talking about really happened. In reality that probably means it’s unlikely 

in a lot of cases to go back more than 6 or so years simply because so few people 

actually do keep the paperwork. 

LEWIS: Yeah but in Dean’s case, because he didn’t even have the loan for that time, 

he should be able to. Martin? 

DODD: Yeah, I think the only other thing I’d add, it’s really about the evidence, as 

David said, so anything you’ve got in terms of account numbers, statements, as much 

evidence as you can. It just helps us. 

LEWIS: But shouldn’t you keep that? I mean shouldn’t the bank have that 

information? 

DODD: There’s a practical point about how far back can we keep records. So you 

know for the last 6 or 7 years, no problem at all. As you start going back 10 and 20 

years, it gets very difficult to find exact information. We just need something to go 

on. 
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LEWIS: Okay, thanks for that. Thanks for your call, Dean. I hope that helps. Thanks 

very much and I hope you get your money back. I hope you do. Sarah’s next from 

Stevenage. Sarah, your question? 

SARAH: Hello, good afternoon. Yes, at the end of last year we formed a new 

Hertfordshire county branch of Equity, the actors union, and we wanted a free 

community account which Barclay Bank do. Three of us who are going to be 

signatories set this up on 14
th

 January, we filled in the paperwork, and I am still 

waiting.  

LEWIS: That does sound a long time. 

SARAH: The so-called business manager, I’ve phoned him so many times he actually 

comes up as a ‘favourite’ on my mobile phone.    

LEWIS: Well I’m sure he’s glad to be your favourite, Sarah, but I suspect not in a 

nice way. 

SARAH: But it’s not acceptable. 

LEWIS: So has he given you any reason for this? 

SARAH: Well the first reason was that I put down two Christian names - my legal 

one and my one that I’ve always been called, which is Sally. And after 2 months he 

said, “Oh well there was a mistake on the form.” So I thought well maybe you should 

have actually pointed that out on the day. Although the business manager isn’t the 

person that we saw on the day that we set the account up, but it has caused a lot of 

problems. 

LEWIS: I’m sure it has, Sarah. Well let me ask David Cresswell to sort … well tell 

you how to sort this one out. 
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CRESSWELL: Hello there, Sarah. 

SARAH: Hello. 

CRESSWELL: Now the key thing on this to bear in mind is it’s your right to 

complain if you’re not happy about something and then subsequently to come onto us 

at the Ombudsman. But in many cases, the problem is actually kicking that off, really 

starting that process, because it is a process, so unfortunately it has to be a little bit 

formal really. Because otherwise we often see when people talk to the Ombudsman 

about this that they think they have started the complaint process, but the bank often 

just says no, we thought you were quite happy, you came in, we talked about it, it 

didn’t go very well but we thought it was all settled now; and then the consumer, like 

yourself, who’s sitting there waiting for something to happen and it doesn’t. So we 

always say be very clear when you’re not happy. Make sure you express it formally as 

a complaint. 

SARAH: Yes. 

CRESSWELL: Ask about the complaint procedure. And often although in theory 

you can complain in person, you know just talking about it, it’s often so much better 

to do it in writing and make sure you keep a copy. 

SARAH: Oh yes, that’s what I feel. I just didn’t know who to approach at Barclays 

Bank. 

CRESSWELL: If you’re not sure, you can get in touch with the Ombudsman in the 

first instance anyway … 

SARAH: Okay. 

CRESSWELL: … because it’s a big issue for people. I’m not quite sure where in a 

great, big bank to actually go with my complaint. If you come to us, we’ll get in touch 
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with the right bit of the bank for you. 

LEWIS: Sylvia Waycott. 

WAYCOTT: You know, Sarah, I am absolutely amazed at your patience. I think the 

question you’ve got to be asking yourself is do they actually deserve your custom? If 

they’re taking this long to open your account, what is the service going to be like once 

you’ve got the account? Are you happy with that? 

SARAH: Well … 

WAYCOTT: I think you do need to consider that and perhaps look for alternatives. 

SARAH: Yes, the trouble is there are very few alternatives that are free and it’s such 

a tiny amount of money going in and out every year that we don’t want to be charged. 

My local church has a similar account, a Barclays Community Account, and there’s 

no trouble with it at all. 

LEWIS: Right, well it’s obviously a question of setting it up. But, Sylvia, before we 

leave this, there is a problem with these non-personal and non-business accounts 

whether it’s a charity or a community organisation or something. The service can be 

bad and the interest rates are negligible on it, aren’t they? 

WAYCOTT: Well yes because they’re offered, but I mean if we look at it honestly 

there’s very little money that’s going to be made out of those accounts for the banks 

and building societies. So they’re sort of second class, they’re at the back of the 

cupboard and not really given the attention that the normal accounts would be. 

LEWIS: Yes, so that may be something the banks would like to look into. 

SARAH: Well thank you very much. 
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LEWIS: Thank you very much for your call. I hope that helps, Sarah. Get that 

complaint in. I suspect I’ll be saying that a lot this afternoon. We’ve had an email 

from Barbara with a very practical question. ‘I requested a new chequebook on 22
nd

 

March. This was from Halifax. I was told it would take 3 to 5 working days and it still 

hasn’t arrived.’ She said that this morning. ‘And today the lady in the bank told me it 

would arrive in 10 working days.’ And she says, ‘When you can transfer money in 

seconds, why can’t a chequebook be printed and posted in 24 hours?’ That’s from one  

- and this is in capitals - VERY UNHAPPY CUSTOMER, Barbara. Martin, I’m going 

to give that one to you, I think. 

DODD: Well I think the simple situation is we should have sent the chequebook 

when it was first asked for. So 22
nd

 March. We’re now into April. It should have been 

there. 

LEWIS: How long does it take though? I mean Easter’s in the middle, I suppose, so 

you don’t work at Easter, do you? 

DODD: I think Easter would have been difficult, but it should still be there in 3 to 5 

days. 

LEWIS: It should. 

DODD: So you know there’s a practical point about we don’t print chequebooks in 

local branches or anything like that, but a simple request that comes in like that, we 

should be there within a week. 

LEWIS: Right. And I suppose 3 to 5 working days with Easter, that could have  … 

DODD: That could have elongated the process. 

LEWIS: But an old cynic like me sometimes thinks you don’t really want us to use 

cheques, so you know you make them smaller, you take longer to send them out. Am 
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I just completely off the mark there? 

DODD: I think you’re slightly off the mark. So what I would say is you know 

banking’s a personal thing, so you know we have people who want to bank through 

mobile phones, through the internet, through the telephone, still with their local 

branch, still using cheques. They’re all there as a range of services and people can 

pick and choose the ones they want to use. 

LEWIS: Okay, thanks for that and thanks for your email, Barbara. Actually I think 

I’ll just take another one because this is another customer service issue that Bernard 

from Hull in Yorkshire has sent. His bank is three miles from his home, but he can’t 

communicate with his bank. He says, ‘They might as well be on the Planet Mars. I 

don’t want to pay for an expensive 0845 number just to speak to them.’ And he says, 

‘That’s a scandal.’ Why do banks make people ring up when something goes wrong 

on a number that costs them money? Any …? Well Martin again, that’s you in the 

frame, I’m afraid. 

DODD: Shall I go first? So I think this is … 

LEWIS: I don’t think it’s your bank, but I’m sure you do it. 

DODD: So I think there’s a couple of things I’d talk about here. So here’s quite an 

interesting fact. So in a previous role within the company, I was responsible for the 

call centres and I set up the Lloyds TSB telephone number, which is 0845 3000000. 

And the reason why we did that was it was simple and easy for people to remember. 

LEWIS: Yeah but people have to pay … Particularly from a mobile, you can be 

paying 41p a minute for an 0845 number.  

DODD: Well I think it depends on tariffs. I think it depends on which particular local 

tariff you’re on. What I would say - and we see a variety - so for example we have 

local numbers for our branches. So if they know their local branch, they go in and talk 
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to them, they can have the local number for the branch, they can call the local branch 

direct. There’s also, I have seen with telephone packages, you can get different 

systems set up for the 0845 numbers. 

LEWIS: And how do they find the local branch number? I mean I’ve tried it - with 

another bank, I must say - and it was completely impossible. They just wouldn’t give 

it to me. 

DODD: Well I think it varies by who is there on the high street. So some publish. 

Others, if you go in and talk to your local bank manager, they will give you the local 

number, so you can speak to them direct. 

LEWIS: So if I go on your website, I can put my town in … 

DODD: You won’t find it on the website, but you will by talking to your local bank 

manager. 

LEWIS: Ah right, okay. So I’ve got to go to the branch, get the number. Right, okay. 

And why don’t … Sorry, Sylvia? 

WAYCOTT: The unpalatable truth is that it’s another way of making money out of 

the customers that are giving you their business. And the fact that we’re giving 

business, the fact that there’s so many other ways of charging that go on, the very 

least I think we can expect as customers is to be able to contact you for free. 

LEWIS: Yes, or at least an 03 number which can be substituted and which just is a 

normal geographic number. David, yes? 

CRESSWELL: It’s really just to point out for us this reminds us constantly that not 

everyone is using smartphones and has the latest gadgets. For example, over 3,000 

people last year phoned the Ombudsman from payphones, which a lot of us don’t 

even think exist any longer, and I think sometimes we do have to remember that older 
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people, people with disabilities, they are going to face more problems contacting 

organisations that are increasingly becoming more faceless. And that certainly is not 

helping the Ombudsman resolve a lot of complaints because the starting point is the 

relationship has broken down. 

LEWIS: Yes, that’s very interesting. Thanks very much for that. And thanks for your 

message, Bernard. We’ll now go to the next call who is Michael in Aberdeenshire. 

Michael, your question? 

MICHAEL: Yes, I changed my current bank account to Santander’s 123 Account 6 

months ago, principally to get cashback - i.e. they offered to give cashback on direct 

debits set up to pay various utilities. When I started the account, I queried with their 

agent whether they would pay cashback on LPG gas as opposed to Towns gas. 

LEWIS: This is a gas that comes in a cylinder that sits by your house if you’re not on 

the mains gas, yes. 

MICHAEL: Yeah, we have a bulk cylinder. 

LEWIS: Sure. 

MICHAEL: “Yes,” said the bank’s agent. “You will get 2% cashback.” I didn’t get 

any cashback on this. I got cashback from my other electricity bills, etcetera. I then 

wrote to Santander who replied that they had made a decision not to provide cashback 

on oil providers. Now we’re not talking about oil here, we’re talking about gas. I then 

wrote another letter to Santander pointing this out. This was oh in December. Didn’t 

get a reply to that and thus I’ve still got the 123 Account, but the gas that I purchased, 

the LPG, is my biggest cost. I’m paying over £1,000 a year for LPG. 

LEWIS: Well let’s come onto whether you were misled or not in a moment, but I’m 

just looking at the printout from the Santander website and it actually limits this 2% 

cashback to just seven suppliers, I think Sylvia. So although this account does seem 
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good, it’s not absolutely everything. 

WAYCOTT: It’s looking at mainstream, yes, and if you’re slightly different in any 

way then that particular part of the account is probably not going to benefit you. 

Having said that, it’s actually an innovative account. 

LEWIS: Just remind us what it offers.  

WAYCOTT: Yeah well it offers you from the credit card point of view, if you’ve got 

savings and you put them in there, it will give you interest on them, and if you pay 

certain direct debits, it will add to that interest. And basically it’s a way of earning 

while you’re spending is the theme that they’re going down, and it is innovative and 

you know we haven’t seen a lot of innovation come from the financial sector for quite 

some time. So it’s a shame that you have perhaps been misled or feel that you’ve been 

misled in this, but I do wonder if at any point you know the terms and conditions 

would have clarified this at the beginning. 

LEWIS: I suppose they probably would, but you know we don’t all expect to plough 

through terms and conditions. David Cresswell, I mean if Michael was misled when 

he took out this account, can he make a complaint? 

CRESSWELL: Yes he can and in fact a lot of the disputes the Ombudsman gets 

involved in are where the consumer has a clear memory of what was said, but then 

later on, subsequently the paperwork emerges, it seems to be a different picture 

entirely, and our job is almost forensically to try and work out what really happened. I 

think for other listeners, the point about this is in life sometimes we’ve got to be a 

little bit suspicious and it’s almost when people make promises to you, ask them 

where in the paperwork does it say that. We’re often generally very optimistic and 

hopeful that when people tell us things, that’s what’s going to happen. The 

Ombudsman comes from a gloomy place where we only ever see things where that 

hasn’t happened unfortunately. But if you’re not happy, Michael, I think certainly just 

complain and explain why you actually took out the 123 Account in the first instance. 

It sounds as though this was a key bit of that decision. 
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LEWIS: Yes, I mean quite often a strong complaint will produce an ex gratia 

payment at least even if they won’t change the terms and conditions, won’t it David? 

Or Sylvia, sorry? 

WAYCOTT: I was going to say and at the end of the day if you’re not satisfied with 

the complaint, you can move. You know ultimately they can lose your custom. 

LEWIS: Yeah, sure. 

MICHAEL: Yes. So complain once again to the bank? 

LEWIS: David? 

CRESSWELL: I think that’s right. Yeah complain to the bank. Make sure you do it 

in writing.  

LEWIS: (over) In writing. 

CRESSWELL: Yeah do it in writing and explain particularly the point about why 

you took out the account anyway. If you’re not happy with the response, give them a 

few weeks and then get in touch with the Ombudsman and we’ll obviously have to 

look at both sides of what their terms and conditions actually now say, how clear that 

was, and what you say actually happened at the time. 

LEWIS: Yes and they have 8 weeks, don’t they, to sort it out? 

CRESSWELL: That’s right. 

LEWIS: Martin, just briefly? 

DODD: The only other point I’d add, Michael, is make it really clear where you think 

the confusion has arisen. So you know speaking on behalf of a bank, where it 
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becomes easy for me to make a decision is if you can tell me where we got it wrong, 

we can then do something about it. So I think if you make it really clear where you 

were misled, I believe the bank can do something to help you. 

LEWIS: Yes and I suppose that helps you make sure it’s put right for other people in 

future as well. 

DODD: Exactly. 

LEWIS: Michael, thanks very much for your call. Again a bit of work to do. There 

often is for Money Box Live callers. 

MICHAEL: Yeah, okay, well thanks for your help. 

LEWIS: A bit of work. Good luck with that. Thank you for your call. Alan is calling 

now from Wiltshire. Alan, your question? 

ALAN: Good afternoon. Yes, like previous caller, Sarah, my issue is with Barclays 

Bank. I’m actually speaking on behalf of my daughter and son-in-law who are both 

nurses and are, therefore, on shifts and working. They wanted to buy a caravan and 

found on the internet an item that was suitable for their needs. When they tried to 

purchase it, they were told that they needed to deposit £5,000 in a holding account, 

which was a Barclays Bank account, and they were given the bank details, etcetera. 

And they did this and it then transpired that the item was either not available or had 

never existed. So they went first of all to the police to report it and were issued with a 

crime number and the police told them it was what’s known as a scam. They went to 

Barclays Bank, our local branch of Barclays, and told them that this issue had 

happened and Barclays took a note of it. The ladies behind the desk at Barclays were 

able to get onto their computer system, identified the account number as being one of 

their accounts and confirmed that the £5,000 had been transferred from my daughter 

and son-in-law’s Lloyds account into the Barclays account. However, since then they 

have refused to discuss the situation further with my daughter and son-in-law and they 

are not able to ascertain whether or not they’re likely to recover their money from 
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Barclays. This is a fraud that has been perpetrated. The police acknowledge that and 

have issued a crime number to that effect. Barclays appear to be colluding with the 

people who are perpetrating this fraud by not taking any action against the 

perpetrators. 

LEWIS: (over) Well Alan, yeah I’m sure Barclays aren’t deliberately colluding with 

a fraud. But are you saying the money is in Barclays or have the scamsters taken it 

out? 

ALAN: That is not known … 

LEWIS: You don’t know, okay. 

ALAN: … because Barclays refuse to discuss the situation any further. 

LEWIS: Okay. Well we haven’t got anyone from Barclays here, but Martin Dodd 

you’re here representing the banking industry. Martin Dodd from Lloyds, I mean 

what would you do? What’s the procedure you’d expect in a case like this? 

DODD: So, Alan, what I would recommend in terms of your daughter and son-in-law 

is to be very vigorous in terms of their conversations with Barclays. You’ve already 

explained that they’ve reported it to the police. What the banks can do, the banks can 

investigate and get information to help the police with their inquiries, and that’s 

expected from us because we don’t want this happening to our customers. So my 

recommendation is you know speak to your daughter, speak to your son-in-law, get 

them to talk to Barclays direct and try and get as much information as possible. 

ALAN: But it does appear that Barclays refuse to talk to them. When they’ve gone 

into the local branch in order to say well what are you doing in order to try and 

recover our money on the understanding that it’s been taken from us under fraudulent 

pretences, Barclays say well we can’t discuss the circumstances.  
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LEWIS: No, I mean I suppose there is a question that it’s someone’s account and 

there’s the question of confidentiality. And also if they suspect a fraud, they may 

wonder who in fact is involved in that fraud. David? 

CRESSWELL: That’s very much the kind of situation that the Ombudsman has to 

get involved with and what Paul has just said is absolutely right - banks obviously are 

bound by confidentiality and sometimes it would be illegal for them to give too many 

details about this kind of situation. But that doesn’t stop you coming to the 

Ombudsman because we’re able to require banks to give us confidential information 

about other people’s accounts as well. So we quite frequently now see cases like this 

where we have to unpick quite a complicated story and broadly what we would be 

looking at is for your bank to have shown that genuinely it was doing everything it 

could do to help you even though ultimately I think we have to remember the bank 

here wasn’t responsible for the scam itself. 

LEWIS: Yes, so I think it’s just a question of persistence. And like any let’s call it a 

robbery - I mean it may not technically be that - but like any occasion when you have 

money taken off you falsely, then it is often difficult to get it back and there are 

maybe other people involved in the chain. But you know I think just be persistent, 

Alan, is perhaps the best advice. 

ALAN: And how does one contact the Banking Ombudsman please? 

LEWIS: Oh right, the details of that will be on our website. 

ALAN: Oh that’s splendid. Thank you. 

LEWIS: It’s the Financial Ombudsman Service if you want to look it up, but it’ll be 

on our website: bbc.co.uk/moneybox. I’ll move on now. Alan, thanks for your call, 

we’ve got a few more calls to take. Amanda is next and she’s in Newcastle upon 

Tyne. Amanda, your question? 
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AMANDA: Hello. I’d like to know whether I should move my credit card from 

Barclaycard to Tesco Bank. I have a friend, Barbara, who is presently paying for all 

her supermarket shopping and all the daily goods she needs to buy with a Tesco bank 

card and Tesco Bank are rewarding her with points. I use a Barclaycard and I don’t 

seem to get points in the same way on Barclaycard and I just wondered, given that - 

I’ve just looked this up - you get one point for every £4 you spend, I’d just like to 

know whether I should move my credit card to Tesco Bank so that I can benefit from 

getting these points? 

LEWIS: Okay, Amanda. Let’s ask Sylvia because Moneyfacts collects information 

like this. 

WAYCOTT: It’s an interesting idea. I don’t know that you have to go to the extent 

of actually moving your credit card if you’re actually happy with the credit card that 

you’ve got because you could just get one of the Tesco cards that get you the points as 

you go through the till. And I actually have one of those and I actually, my husband 

and I, we went to New York, we stayed in a hotel for a week, we flied out there. It 

didn’t cost us a penny. But it actually took us 8 years to save those points. (Lewis 

laughs) So whilst it sounds fantastic, it probably cost us thousands and thousands of 

pounds. What you really, really need to do … 

LEWIS: But you’d have spent that somewhere, wouldn’t you? 

WAYCOTT: I would have spent it somewhere. So for me, I would have spent it 

anyway, so I got a little holiday 8 years later and it was worth it. But really what 

you’ve got to think about is the whole premise of what you’re doing. So you’ve got a 

credit card. Are you happy with it? Are the rates that you’re paying on it good? And if 

you’re not happy and you’re looking around, then this may be one of the reasons why 

you would pick a Tesco card. 

LEWIS: Yes and you have to make sure the points don’t run out because they do 

sometimes, don’t they?  



 

17 

WAYCOTT: You do, yes.  

LEWIS: And I may also say if you go to the BBC Money Box website, you’ll see our 

programme on Saturday when we looked at loyalty cards and where the best deals 

were. I’m just going to read an email that’s just come in about PPI and I’m reading it 

out specifically because it affects your bank, Martin. ‘I’ve sent in several PPI claims’, 

Jonathan says. ‘to Lloyds Bank. I sent them by post. The Post Office said it was 

delivered, but Lloyds says they haven’t had it and this has happened twice. What can I 

do?’   

DODD: So what I would recommend Jonathan does is he could either call the main 

number and log his PPI complaint straightaway over the telephone. He could go into 

one of our local branches, talk to the colleagues there, and again they’ll take the 

details from him and we will get back to him within the 8 weeks. 

LEWIS: Okay and if you don’t, David Cresswell, they can go to you, the 

Ombudsman? 

CRESSWELL: That’s right. And in actual fact as well, it’s always worthwhile 

making sure that when you do complain initially it’s been acknowledged. In fact by 

law the banks have to acknowledge it and then you know it’s in the system. Because 

the thing with PPI is that there are probably hundreds of thousands of people ahead of 

you in a queue, so it might take some time for your case to be dealt with. 

LEWIS: Right. And you will also take calls before a claim, the Ombudsman, won’t 

you, on your number, which is on your website about PPI claims? 

CRESSWELL: That’s right because it can be confusing to know whether you’ve got 

PPI, where you should go first of all. So if you’ve got general questions about the 

next stages with PPI, get in touch with the Ombudsman.  

LEWIS: Okay, thanks for that. And Peter is calling from London. But, Peter, could 
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you just explain your question literally in ten seconds? 

PETER: Sure. I had a Visa card with, as it happens, with Lloyds Bank and they 

spoke to me when I went into the branch about a new card. I spoke to them briefly, 

but I didn’t take out a card. They processed it anyway in my absence. 

LEWIS: Okay, sorry that was more than ten seconds and we’re running out of time. 

Martin again, very briefly, five seconds for you. 

DODD: So, Peter, what I would recommend you do, either call in, go back to the 

branch, explain what’s happened and ask them to put it right for you. 

LEWIS: Okay, I must stop you there because we’ve run out of time. That was Martin 

Dodd from Lloyds TSB Bank of Scotland - thanks very much; David Cresswell from 

the Financial Ombudsman; Sylvia Waycott from Moneyfacts. Thanks for all your 

calls. Sorry we’ve had to rush you at the end. More on our website: 

bbc.co.uk/moneybox. I’m back at noon on Saturday with Money Box and Ruth 

Alexander’s here to take your calls on Money Box Live next Wednesday afternoon. 


