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LEWIS: Hello. Payday loans get a pretty bad press on the whole. Last week was no 

exception with Citizens Advice saying the industry showed a “complete disregard” 

for customers and drove many of them into debt by “irresponsible lending”. A 

committee of MPs joined in by accusing payday lenders of “predatory techniques” 

and encouraging people to take out loans they can’t afford. The Office of Fair 

Trading, which licences lenders, warned the biggest fifty in March that they must 

improve or lose their licence. Three have left the industry. Many payday and 

short-term lenders of course deny these charges and a group of them have set up a 

code of practice and the Short-Term Lending Compliance Board to make sure those 

eight stick to its rules. The payday loan industry has grown rapidly from almost 

nothing to more than £2 billion a year. Its attraction is it offers almost instant loans 

transferred straight into your bank account for a cash fee. You borrow small amounts, 

starting at perhaps £100, and at that rate you’ll pay about £25 on top, sometimes more 

than that, if you repay it within what is usually a month. And I worked out as an 

annual percentage rate these lenders charge more than 1000% APR, some 4,000% or 

5000%. They deny though that APR is a sensible way to measure the price of the 

loan. If someone cannot repay the loan though and the fee, they get time penalties and 

further interest can mount up and turn a debt of £100 into many hundreds or even 

thousands in a matter of months. So today Money Box Live takes your calls on 

payday loans - good or bad, expensive or reasonable, predatory or a useful service for 

people who need credit quickly. Whatever your question, you can call Money Box 

Live now - 03700 100 444. That’s 03700 100 444. With me today to answer your 
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questions: Dennis Hussey is an adviser with the charity National Debtline; Russell 

Hamblin-Boone is Chief Executive of the Consumer Finance Association which 

represents eight payday lenders; and David Cresswell is a director from the Financial 

Ombudsman Service. Our first question is from Angela who’s calling from London. 

Angela, your question? 

ANGELA: Good afternoon. My 18 year old grandson has managed to get a loan for 

£1,000. He’s a full-time college student. He has no job. He has only done casual cash 

in hand type of work, so he’s got no real employment record. My daughter’s just 

discovered this and is obviously worried sick as to how he’s going to repay because 

he has no job. Plus the fact, is he able to get this money when they’ve obviously done 

no check-ups on his ability to repay? 

LEWIS: Yes, it does sound a lot for a first loan from a payday loan company. Let’s 

start with Russell Hamblin-Boone. We don’t know if this is one of your members or 

not, but that does seem a lot for someone without any money. 

HAMBLIN-BOONE: Yeah and it’s very unlikely to be one of my members unless 

something has gone seriously wrong. For a start, somebody getting that amount of 

money for the first time is irresponsible to say the least. They are 18 years old, so they 

are eligible in that sense, but then they fail the criteria in the fact that they’re not in 

regular employment. So I think that while the lender has acted irresponsibly and I 

don’t think that there’s anything illegal in what they’ve done because I presume this 

was an online contract … 

ANGELA: I would think so, probably yes, and I’m sure my grandson has not entirely 

told the truth in order to get it. 

LEWIS: Well that doesn’t help, of course.  

ANGELA: No. 
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LEWIS: Stay on the line, Angela. 

ANGELA: Okay. 

LEWIS: I’ve got an email here from another lady. Her name is Liz and again it’s 

about a child of hers rather than on her own cause, her son. And she says her son was 

not in employment. He’d been made redundant. After he was made redundant, he got 

four payday loans from four different companies totalling £1100. And she again says, 

as you did Angela, how can someone borrow money when (in his case) he was 

unemployed; he certainly didn’t have a job either. And the first of those, Russell, was 

from QuickQuid, which is one of your members. He borrowed £250. So it does raise 

the question how can someone with no income, or at least benefit or a student’s 

income, be lent money? 

HAMBLIN-BOONE: Well I’m grateful that you’ve brought that to my attention 

because clearly that’s not only irresponsible, it’s also a breach of our code of practice. 

And I’m sure that QuickQuid are not aware that that’s happened, and that will be you 

know an isolated incident and they’ll need to deal with that. 

LEWIS: Well I have to say Liz does say she’s been in touch with them and they 

haven’t been terribly helpful. But anyway perhaps we can look at that one … 

HAMBLIN-BOONE: (over) I can certainly look at that. I’ll take that on. 

LEWIS: Okay. But it does raise this general point. And let me ask Dennis Hussey 

from National Debtline. You’re getting more and more of these calls. How do you 

respond? Is this unusual, Angela’s and Liz’s experience? 

HUSSEY: Not at all. The callers and the borrowers you’ve referred to there very 

much fit into the demographic we’re seeing, Paul. Over the last 6 years, I think that 

the number of payday related calls we’ve had has increased by something in the 

region of 4000%. It’s a burgeoning issue. 
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LEWIS: Well it’s a big per cent. How many numbers is that? 

HUSSEY: In numbers that’s well 400 odd in 2007; 20,000 callers about it last year; 

and already this year 8,000 calls on it in the first quarter of 2013.  

LEWIS: Right, so that is a big increase. And you’re saying that people who have no 

real income … I mean I’d always thought that you had to have a bank account, a job 

and over 18 obviously, and then you know it was up to you what you borrowed. But 

you’re saying people who’ve got no proper income are coming to you with these 

problems? 

HUSSEY: Not necessarily no income as such, just young people who may be in and 

out of work. May be in work at the time, but they get the loans and then their situation 

changes on a very fluid basis. 

LEWIS: And what can they do? I mean Angela’s obviously … Angela, you’re very 

worried about what’s going to happen with your grandson and what he can do. 

ANGELA: Yes. Well my daughter’s concerned as to whether she will be responsible. 

But as my grandson is over 18, we’re assuming not, but I’m not sure. 

HUSSEY: Can I … 

LEWIS: Dennis? 

HUSSEY: Just to clear that up for your peace of mind. In terms of liability, your 

grandson took out the loan; and unless anyone else has given a personal guarantee, 

which is most unlikely here, then liability can’t be inherited, it can’t be transferred. It 

will only be your grandson that is pursuable for the debt.  

ANGELA: Right. 
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HUSSEY: And in terms of what he does about it, well there are solutions. At 

National Debtline, we would walk him through those solutions in a very clear way, 

but the essence of it is about approaching the lender, showing them the level of your 

financial difficulty, why you’re in that difficulty, and negotiating an affordable 

repayment arrangement. There are ways and means around it. 

LEWIS: And will lenders do that because we’ve also heard from people - I have in 

the past - who say well we’ve gone to the lender and they just keep taking money out 

of my bank account? 

HUSSEY: Yeah, there are ways and means. Sometimes ringing a lender or 

approaching one’s bank for help is not necessarily going to give the desired outcome. 

It’s really important to get independent advice and people often approach the lender 

first. The one thing that a lender is not going to be is independent in the advice that it 

gives. 

HAMBLIN-BOONE: But I think it is important that you obviously go to the lender 

first of all because you know that’s the sensible thing to do, so that not least the lender 

knows your situation and can mitigate. 

LEWIS: And just tell us, Russell, what your code of practice says. If somebody like 

Liz or Angela or indeed the person who borrowed the money came to one of your 

members and said, “Look, I’ve got this problem”, what does your code of practice say 

should happen? 

HAMBLIN-BOONE: Well, for example, if somebody is vulnerable and in severe 

financial difficulty, we’ll freeze the interest and the fees on that loan, we’ll arrange a 

longer term repayment plan. We’ll refer people to people like Dennis at National Debt 

Advice or to Citizens Advice, Money Advice - we work with all of those charities and 

have a very good relationship with them - to help that person manage that financial 

situation.  

LEWIS: Right. Well I have to say not everyone finds lenders quite that helpful. But 
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anyway, Dennis, we’ve heard from you. Now let’s hear from David Cresswell. David, 

the Financial Ombudsman obviously gets complaints sort of at the last stage really 

when people have been through some of this. What do people bring to you? 

CRESSWELL: Well similarly payday lenders are now appearing more and more on 

our radar. In fact the number of formal complaints about payday lenders has doubled 

over the last year. And probably most worryingly for the ombudsman, it’s one of the 

highest uphold rates, by which we mean we uphold about three quarters of the payday 

loan complaints ... 

LEWIS: (over) So people complain to you. They have got a dispute with the lender. 

They come to you and three quarters of those, you uphold the complaint. In other 

words, you act against the lender? 

CRESSWELL: That’s right and we say the consumer was right and something 

needed to be done. I think the biggest challenge though for consumers is knowing that 

they can pursue a complaint formally because more worryingly we have about five 

times that number of people who get in touch with us informally and just don’t want 

to pursue it as a complaint. They’re very worried about how that might affect them 

right now in terms of yeah but what’s going to happen to my finances and 

complaining just seems to them to be too long-term, too much trouble, which is 

interestingly why increasingly we’re seeing parents and grandparents stepping in to 

pursue the complaint on behalf of children and grandchildren. 

LEWIS: So Angela, that seems to be that your son has to make a complaint initially 

to the lender - we don’t know which one it is -  

ANGELA: Right. 

LEWIS: … and if that fails, then go to the ombudsman. And meanwhile maybe stop 

paying himself. Is that a sensible thing, Dennis, to stop paying the interest? (Angela 

laughs) 



 

7 

HUSSEY: Yes certainly. The lender has to become aware that there is a problem. 

Sometimes in some cases parents call us on behalf of a child and say, “Well I’ve been 

helping them out.” Sometimes that’s done with the best of intentions, but it may only 

perpetuate the problem. If you’re bailing someone out of the water all of the time 

instead of teaching them how to swim, the problem may drag on and on and on. 

Sometimes they have to maybe approach them directly. 

LEWIS: But what do you do when the lender just keeps taking the money out of your 

bank account? I mean in a sense they’re going to the top of the queue for repayment 

because these people, for all we know, have other debts as well. 

HUSSEY: I’m glad you bring that up because often the problem people present to us 

when they call is that they have found their bank account empty. What the lender has 

often done - and I don’t think there’s enough knowledge about this out there at the 

moment - is that payday lenders often have a continuous payment authority, which is 

effectively something the borrower has signed saying you can check into my bank 

account as and when and effectively raid it to clear your funds out. People don’t 

always realise the significance of that. It cannot be cancelled in the same way as a 

direct debit. However it can be cancelled at any time by instructing your bank or 

indeed the lender. 

LEWIS: Yes. I mean you can cancel it, you can stop paying, but ultimately of course 

it has to be resolved either by agreement or by the court.  

HUSSEY: Of course. 

LEWIS: No-one’s suggesting people just stop paying their debts and trying to write 

them off … 

HUSSEY: No, no. 

LEWIS: … but you’ve got to do it in a sensible way to get an agreement. 
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HUSSEY: Absolutely. It’s not about avoiding the debt. It’s about establishing control 

over one’s situation first and then being able to approach the lender. 

LEWIS: Okay. 

ANGELA: If I … 

LEWIS: Angela, yes? 

ANGELA: Can I interrupt? Just if we contacted the lender and said we want the 

account or the loan frozen, so that no more interest is added, will they agree to that or 

could they disagree? 

HAMBLIN-BOONE: If you explain your situation to them, then they should agree 

to that. I mean I can only sort of speak for the larger lenders and one of the things that  

you know might be difficult is if it is one of these less reputable lenders, they might 

not have any contact details in which case I think you just have to bypass and go 

straight to the ombudsman. 

ANGELA: Right, okay.  

LEWIS: Okay. So try that, try negotiating. If all else fails, go to the ombudsman 

because the ombudsman’s there. As David Cresswell told us, in three quarters of the 

cases they do uphold it. But that does imply you know you’ve got a long time to wait 

in some cases for the ombudsman to do the job. 

ANGELA: We just want to stop the debt from growing or increasing, that’s the thing. 

LEWIS: I’m sure you do. And I know that some people have been contacting us 

saying well should I just pay this debt off, but, as Dennis said, well that’s sort of 

bailing them out without teaching them to swim … 



 

9 

ANGELA: Absolutely. 

LEWIS: (laughing) … so paying it off with perhaps a stiff talking to may be the right 

answer. Anyway thanks for your call, Angela, and thanks very much for that email 

from Liz … 

ANGELA: Thank you very much for your help. 

LEWIS: … who was going to speak to us but wasn’t able to this afternoon. Okay, 

let’s go to another tweet now because I’m getting an awful lot of tweets, I have to say. 

And this is one from Erin who says, ‘My ex has taken a lot of payday loans while 

claiming to still be living at my address. What should I do?’ Now that of course is not 

just a payday loan problem, it’s a general debt problem. Dennis, what do you advise 

in those cases? 

HUSSEY: Okay this ties in with one of your earlier caller’s worries about becoming 

liable for the debt. Presumably Erin is worried that somehow she’ll become tainted by 

association. If the loan’s been taken out in the ex’s name, there isn’t necessarily an 

issue of identity theft; it’s just that presumably a lot of mail and demands are arriving 

in her letterbox. Now she’s still not liable. That obviously has nuisance value, but it is 

the borrower that they are looking for. Her credit worthiness is not going to be 

affected by other people who may be using that address. Only if she has some sort of 

financial connection with that person like a joint mortgage or a joint bank account 

would she suffer any adverse credit as a result. 

LEWIS: Yes and if you did have that and of course you’re no longer together and 

you’ve got rid of that arrangement, you’ve got to get disassociated, haven’t you, on 

the credit record? 

HUSSEY: You do. You need to get in touch with the likes of Experian, the credit 

agencies, to take the relevant steps to sever that connection. 
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LEWIS: Yes so this fear that somebody with a payday loan will affect a parent or an 

ex-boyfriend or girlfriend or even a brother or sister, as we talked about on Money 

Box on Saturday with a same or similar name, that shouldn’t happen? If that happens, 

that’s a mistake? 

HUSSEY: If it happens, it’s a mistake. It’s a common concern amongst our callers, 

but it definitely falls into the category of urban myth, I’m happy to say. 

LEWIS: Okay, okay. Right we’ve got another caller now from Manchester. It’s 

Richard from Manchester. What’s your question, Richard? 

RICHARD: Yeah, I used to run a payday loan company some 10 years ago and we 

would always ask for bank statements and wage slips to prove affordability and we 

believe we were a reputable company. Unfortunately there was no room in the 

marketplace left for us because companies today don’t ask for any evidence of 

earnings or wages. Payday loan companies, it’s purely a numbers game for them 

-there are sufficient people who do pay to counteract the losses on the people that 

don’t.  

LEWIS: Well yes. 

RICHARD: The Office of Fair Trading has certainly got the power to change all this 

and for some reason they’re not doing that. 

LEWIS: Right well certainly what payday loans companies say to me is slightly 

different from that, Richard. It’s interesting that you have that perspective having 

been in the business. Let me ask Russell. You were shaking your head as Richard was 

speaking. 

HAMBLIN-BOONE: (over) Yeah well as a very short-term business model to lend 

to people who can’t afford to pay back. Certainly the larger lenders have invested an 

awful lot into their businesses and expect some longevity for and to be operating for 
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many years. The controls that are in place currently are self-regulatory. For the larger 

lenders that I represent, we have a code of practice which means that you do have to 

do all of these checks, and on top of that we now have an independent panel that does 

checks on those businesses and tests them against that code of practice to ensure that 

they are meeting the standards that we expect responsible businesses to meet. After 

all, they want to continue to exist in this country. They need to be able to prove that 

they’re responsible businesses and are lending to people appropriately. 

LEWIS: David Cresswell? 

RICHARD: I obviously don’t know which companies you represent, although you 

did mention one. You only have to look on the consumer forums. The one you 

mentioned perpetually people complain about, which goes against what you said. 

LEWIS: Well if you want to know, on the Consumer Finance Association website it 

does list the eight people, but one of them we did mention was QuickQuid, that’s true. 

David Cresswell? 

CRESSWELL: And if someone comes to the ombudsman to complain about any 

payday loan companies, they’re all covered automatically by law and actually we will 

use the code that Russell’s eight members use. The ombudsman uses that as a best 

practice benchmark for the whole sector, so whatever kind of payday loan company it 

is, we will have regard to what is generally considered to be the best practice, which 

should be applied by all payday loan companies when it comes to the ombudsman 

making a decision. 

LEWIS: It does raise the question though, Dennis from National Debtline, doesn’t it, 

if these checks are taken out, why did 21,000 people come to you and get into 

difficulties? 

HUSSEY: Well indeed. I mean whether we like it or not as a debt advice charity, I 

think payday loans are here to stay for the foreseeable future, and I think any lender is 

going to get things right and wrong. Big high street banks make poor lending 
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decisions and they make good ones; it’s just that we’re hearing more about payday 

loans at the moment more specifically. In terms of the number of calls we’re getting, I 

think they’re just gaining more of a foothold in the marketplace because banks aren’t 

lending at the rate they used to, people are having to turn elsewhere to fill the gap, 

benefits are being cut back and so people are having to find new ways to plug the gap. 

Whether that’s a good or a bad thing, well that’s another matter, but they are there. 

LEWIS: Yeah. Thank you very much for your call, Richard. And we’ve got Valerie 

now in Kent who’s asking a question along the lines you just mentioned, I think 

Dennis. 

VALERIE: Hello. 

LEWIS: Valerie, yes your question? 

VALERIE: Yes. I’m slightly a supporter of payday loan companies. I’ve had to use 

one in the past for a 6 month period when banks would not lend me money. I was in 

work, I was able to pay back, and this was the only way I could. And I think there are 

lots of people who use these loans short-term sensibly and I wouldn’t want the 

Government or anyone else to come down draconianly on the ones which are running 

properly. And I also think there needs to be then some alternative set-up. 

LEWIS: So you borrowed money short-term, small amounts short-term, and you 

managed to pay it back and it filled a gap for you? 

VALERIE: Yeah and I think a lot of people do use it that way. There are those who 

don’t as well, but you know it would be a shame you know to get rid of the firms 

unless the Government or someone can put something in its place. 

LEWIS: And you felt at the time there was no alternative?  

VALERIE: That’s right. 
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LEWIS: You couldn’t go to the bank, you couldn’t use a credit card? 

VALERIE: Yeah people only use them if there’s no alternative.  

LEWIS: Russell? 

HAMBLIN-BOONE: Hi Valerie. It’s unusual that I come on these programmes and 

people are prepared to say you know actually it’s a good thing. You’re in a category 

of more than 8 out of 10 people who pay back their loans in full and on time, but 

inevitably there is always the focus on those people who have problems. And you 

know we have to deal with that, but I think we also have to put this in context of you 

know the majority of people are using this for short-term small sums to get them out 

of a short-term situation. 

LEWIS: And Dennis from National Debtline, Dennis Hussey, there are people 

obviously like Valerie who do use them in that way. Do you find that people think 

they’re going to do that and then get into difficulties later? 

HUSSEY: I daresay. Obviously people don’t call our service to tell us “I’ve taken out 

a payday loan and everything’s hunky dory.” We will only see the financial 

difficulties, that end of the market. But again 20,000 callers to our service last year on 

this subject suggests there’s an issue there. But usually at the outset yes they’re taken 

out as a short-term measure, but often there isn’t necessarily a firm plan in place as to 

how to address it the following month. 

LEWIS: But their success is because they fill that gap, don’t they? If you went to 

your bank and asked for 200 quid over a month, they’d just laugh at you and the only 

alternative is a credit card which not everybody can get or perhaps you’ve got one and 

you’ve got no credit left. 

HUSSEY: True, there is a gap in the market and they have made a very effective job 

of filling it. The ethics of that, we could debate all day, but when there’s a gap in the 
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market someone will move in to fill it. That is what has happened here. 

LEWIS: And why don’t credit unions fill it? I am often asked that question because 

they’re available to most of the population one way or another. They charge, what, 

26% a year APR, I think, their rate. Why don’t they fill that gap? 

HUSSEY: That’s right. In an ideal world, I think they would because credit unions 

are maybe more community focused, they identify more closely with their local 

customers, but a lot of it comes down to sheer advertising power. Payday lenders can 

promote themselves in places that credit unions cannot hope to and that makes a huge 

difference. 

HAMBLIN-BOONE: And in fact if credit unions got the volume of customers, they 

probably wouldn’t be able to cope with that volume. They’re also capped into how 

much they can charge for a loan and it’s not a viable business proposition at the 

moment. 

LEWIS: And you mentioned advertising. Let me just read this tweet from Mike who 

said, ‘Payday loan companies spent £500,000 in the last 2 years targeting parents with 

ads which went out on children’s television’ and he was referring to a Which? survey 

that was reported in the newspapers in January and these adverts were going out on 

Cartoon Network, Nikelodeon and Boomerang for payday loans - obviously networks 

aimed at children, but because parents watch with children - and he was a bit shocked 

by this, I think. Russell, why do you advertise on children’s television? 

HAMBLIN-BOONE: Well this was one of those you know four and four, two and 

two making five … Sorry, I can’t do my maths. (laughter)  

LEWIS: I think it made £500,000 actually. That was what you spent. 

HAMBLIN-BOONE: Well you know of course you’re not advertising to children 

and you know it’s … 
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LEWIS: (over) But they were on children’s channels. 

HAMBLIN-BOONE: Yes and what they’re doing is making arrangements with the 

companies that offer this advertising. And it comes as part of a package and obviously 

there was an error there in that they didn’t identify that as well as advertising on 5 

Star or whatever it might be, that they were going to be advertising on children’s 

channels. Of course payday loans … 

LEWIS: (over) So it was a mistake? 

HAMBLIN-BOONE: Yeah and they’re not going to be targeting specific groups of 

people, certainly aren’t going to be targeting children. 

LEWIS: No, but I think the idea was it was targeting parents with young children. 

HAMBLIN-BOONE: I think someone’s imagination, yeah. 

LEWIS: Right, okay. So certainly one of your members was involved in that, but that 

was a mistake, you say. So thanks for your tweet, Mike. And Gary has a question 

from Blackpool or a point. Gary? 

GARY: (bad telephone line/interference) Hiya. Yeah it’s a point really. I’m an actual 

regular user of low volume money (not very clear). Now obviously we’re all hearing 

about payday lenders, they rip people off and they do this and that and the other. 

Unfortunately the high percentage of us work.  I’ve always worked, but I’m not what 

you would consider credit worthy. Now these companies offer me a solution. For 

instance, I needed money quite quickly yesterday. My bank won’t assist me with even 

a £100 overdraft, but this company will and it’s short-term. I pay £15 interest. It’s 

paid when I get paid. Unfortunately it’s made that … that they don’t hassle me at all. I 

pay it. I accept that it’s high interest, but they offer a service and we’re willing to use 

it. 
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LEWIS: Okay Gary, the line is very bad, I’m afraid, from Blackpool, but thanks very 

much for that point, which I’m sure Russell … Do you get many people who come to 

you and say, “Well I use it, it’s part of my lifestyle”? 

HAMBLIN-BOONE: Yeah, absolutely, and therefore a range of reasons. And 

because of the bad press we get people jump to a conclusion and turn it into a 

negative, so I’ll give people an opportunity to turn something into a negative or 

otherwise. I was up in Edinburgh and I was talking to some guys who were in the 

forces. They you know had a regular salary. They, like all young people … 

LEWIS: (over) Not very much in the forces, I have to say. 

HAMBLIN-BOONE: Well but they wanted to you know buy all the gadgets and you 

know they spent what they earned when they were home. They got a call to say they 

were being posted abroad and they needed to get train tickets to go and see their mum 

for the weekend before they got posted, so they went into a payday loan store. That’s 

a perfect example. Business people who can’t get business loans are actually using 

you know short-term loans because they understand there’s a premium, but they can 

build that premium into their business. 

LEWIS: It is expensive. Let me put the other side though - Belinda who’s emailed us. 

Again her daughter started a payday loan in 2009, she says. It was a £400 loan and 

she’s still paying it off or at least she’s still paying for it. Out of £400, she still owes 

£394, and Belinda says that she’s paid well over £4,000 in those 4 years. So that was 

a very expensive way to borrow money. Dennis Hussey, do you come across people 

like that? 

HUSSEY: Well that particular example, that’s beyond the pale really - paying back 

ten times what was originally borrowed - but it does happen. We don’t know of 

course here what Belinda’s daughter has done to address it over the past few years, 

whether she has (dare I say it) buried her head in the sand or whether she has actually 

approached the lender. I would like to think and if she were to call us, we would talk 

her through exactly what to do now to address it, to make it clear to the lender she’s 
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struggling, and I would like to think following those steps the lender would see fit to 

freeze further interest and look to make an arrangement to draw a line under the debt. 

LEWIS: Yes, I mean it’s not a great deal she owes in some terms, but she’s certainly 

paid a lot for it. 

HAMBLIN-BOONE: It certainly can’t be one of the larger members because they 

wouldn’t still be in that situation 4 years on. They would have helped, sorted that out 

by now. 

LEWIS: Right. And we’ve just got time for a call from Bernie who’s calling us from 

Livingston in West Lothian. Bernie? 

BERNIE: Hi, how are you? 

LEWIS: I’m fine. Your question? 

BERNIE: Yes. Well what it is, I’ve been getting … well I was getting a number of 

bank statements for different people at my address. I contacted the banks and to no 

avail, they kept coming. I did eventually contact the ombudsman who managed to 

stop some of them. Now I’m getting debt collectors coming to the door and also on 

one of the statements, one of the persons has three separate Wonga accounts. I know 

you’re saying about how obviously they’ve not been doing the right checks, but how 

on earth can not just the loan companies but even the banks lend money without doing 

the proper checks? 

LEWIS: So it’s checking that the people really did live at your address, which is 

pretty basic, isn’t it, Bernie? Well let’s ask Russell briefly and then go to Dennis. 

Russell? 

HAMBLIN-BOONE: Yeah, I mean clearly this is a case of identity fraud and 

lenders have invested a great deal into trying to tackle the criminals who are falsely 
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claiming on behalf of other applicants and I had a similar problem with a motor 

finance loan. 

LEWIS: But hang on, the basic check you do is name and address and electoral roll. 

HAMBLIN-BOONE: Absolutely. 

LEWIS: These people weren’t there, obviously.  

HAMBLIN-BOONE: Well this is clearly false information that’s been provided, 

isn’t it, so you know these people are criminals and they know how to get round the 

systems and we’re constantly fighting against that.  

LEWIS: Right, okay. Well it’s a battle you may not be winning in every case, but 

certainly thank you very much, that is all we have time for. Thanks to you for all your 

calls and thanks for your emails and tweets as well. Thanks of course to my guests: 

Russell Hamblin-Boone of Consumer Finance Association; Dennis Hussey from 

National Debtline; David Cresswell from the Financial Ombudsman Service. You can 

find out more about payday loans from our website: bbc.co.uk/moneybox. You can 

listen to the programme again and in a couple of days you’ll be able to read a 

transcript for all those fiddly bits you didn’t write down. I’m back at noon on 

Saturday with Money Box and I’m back to take more of your calls on Money Box 

Live next Wednesday afternoon. Subject: powers of attorney. 


