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DUGGLEBY: Good afternoon. Banking is rarely out of the news for long these days; 

no sooner has one problem been saved, then another one comes along. And when I 

say problem, that’s understating the massive impact of Payment Protection Insurance, 

the Libor scandal, and sundry charges of mis-selling. Confusion over emergency cash 

withdrawals, bank transfers and direct debits on auto-enrolment insurance policies are 

just three of the latest issues highlighted on Money Box. The way your account is run 

of course is always changing, but is it always for the better? For example, how do you 

react to the news that one of the big banks is planning to stop monthly paper 

statements as pressure mounts on those who do not wish to use the internet? Then 

there’s the question of charges for loans and overdrafts, which seem very expensive 

compared to the miserable rate of interest paid on savings. Not so surprising perhaps 

when the Government can print all the money it needs to help keep the banks solvent. 

But from a personal standpoint, do you think the bank is treating you well as a 

customer? Does it communicate clearly; and if you have a complaint, is it dealt with 

quickly and fairly? Just some of the issues you may wish to raise on this Money Box 

Live. I have with me in the studio to answer your questions Michelle Slade, Media 

Relations Manager at the Nationwide Building Society; Mark Mullen, Chief 

Executive Officer at First Direct Bank - he’s in Leeds; and Guy Anker, News Editor 

for Moneysavingexpert.com. And our first call comes from Joan in Edinburgh. Joan? 

JOAN: Hello. 
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DUGGLEBY: Hello. 

JOAN: I have a credit card at the moment which is due to expire because of a change 

in provider. The new provider has refused me a new credit card. How else would I get 

a credit card or what would I do? 

DUGGLEBY: Well can you tell us what … The situation is you hold a credit card. 

What credit card is it? 

JOAN: It’s through Asda. The provider is Santander. 

DUGGLEBY: Right, it’s a store card through Santander. 

JOAN: Yeah. 

DUGGLEBY: Okay, well can we first define this? Perhaps, Guy, could you define 

what sort of a card this is? 

ANKER: Well as you said … 

JOAN: It is a Mastercard credit card. 

DUGGLEBY: Okay Mastercard, right.  

JOAN: And the change of provider to Creation (because of problems within 

Santander and Creation) they haven’t transferred over the accounts. 

DUGGLEBY: I mean I can’t quite see why you can’t just open a credit card, a new 

… You’ve got a bank account, have you? 

JOAN: Yes I do. 
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DUGGLEBY: Okay, well I mean first port of call, I suggest there Guy, would be to 

just open another card? 

JOAN: I did try to open another card and they refused. 

DUGGLEBY: Okay, alright. 

ANKER: Who did you try and open that with? 

JOAN: With Asda. With this Creation, the new provider for Asda. 

ANKER: I mean one problem is unfortunately sometimes when you’re applying for 

credit, you need to understand the banks want profitable customers and they do refuse 

people even when they think their credit history is good. What I’d suggest is checking 

your credit file. You can check with one of the three agencies who are Callcredit, 

Experian or Equifax. Look for any mistakes that may be there. Maybe they’ve 

wrongly stated you’ve missed a payment. Maybe somebody’s been applying for credit 

in your name, for example. A lot of these telltale signs will be on your credit report. 

DUGGLEBY: But Mark, there’s no reason I mean for somebody with a bank account 

… I mean normally banks are only too willing to open credit cards for their 

customers. You don’t actually have to stick with a store card.  

MULLEN: No, that’s absolutely true. I think Guy’s advice is good advice, which is 

to check the credit file first and just make sure there’s nothing on the record. But 

beyond that, you know I can certainly speak for First Direct, we don’t have a policy of 

declining customers who pay off their credit card every month. 

DUGGLEBY: I mean you positively encourage them virtually, don’t you? 

MULLEN: Well I think you know some customers want to be able to revolve their 

balances; some customers want to clear down their credit card every month. It’s not a 
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question of one size fits all; it’s a question of trying to make sure that you’re 

providing a service for you know a range of customers. So you know we’re not 

forcing customers to be one thing or the other. 

DUGGLEBY: Back again a moment then, Guy. 

ANKER: Yeah, I mean Joan something else is just to make sure you’re on the 

electoral register. This is another classic reason why people sometimes get declined, 

when banks and building societies can’t actually identify you and they often seek help 

from the electoral register. 

DUGGLEBY: Well … 

JOAN: I am on the electoral register and I did check my credit history and everything 

is good and satisfactory with that. 

DUGGLEBY: Well, Joan, I think really the best thing to do is to go to another 

provider. I mean that’s all we can suggest. If there’s you know some sort of problem 

with Santander or with Asda, you know they are not the only providers of a card. So 

the thing is to go somewhere else and fill in the necessary forms, provide the 

necessary evidence that you need of identity, and hopefully you will get satisfaction. 

And on this subject of identity, Patricia’s emailed us. She’s one of these people who 

has not got the requisite identity verification. And I’ll put this to you, Mark. She says 

she’s never had a passport, she doesn’t have a driving licence and she doesn’t have 

any utility bills because the property is not in her name. Now then, she says that so far 

she hasn’t found a bank or building society who’ll let her open an account. I can 

understand her difficulties, but there must be a way somehow of getting round it. 

MULLEN: Yeah, it is an unusual case because most people do manage to find some 

form of address based identification. I think using a national insurance card, national 

insurance documentation or I think a suggestion is you know use a PAYE code card 

as a potential alternative. It’s quite a particular or unusual circumstance this because 

certainly you know by the time you’ve reached the age of 60 you would expect to be 
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able to find some documentation that you can use to prove who you are.  

DUGGLEBY: Sure. 

MULLEN: So obviously we’ve got an obligation to try and make sure that we have 

verified who we’re dealing with as an industry. But against that, you know a 

reasonableness check, I think some form of tax coding should really solve the 

problem for you.  

DUGGLEBY: Michelle? 

SLADE: Yeah, I mean she should also potentially have like a birth certificate, that 

sort of thing. But I mean I would say you know if she’s decided which bank or 

building society she’d like to go to, you know why not go into the branch, sit down 

with them and they’ll be able to give you a full list of exactly you know what they 

will and won’t accept and what you can do, and they’ll be able to talk you through the 

different options on how you can do that. 

DUGGLEBY: I know some people get worried about sending documents in the post, 

but in the case of a building society of course you can - or a bank - you can literally 

go in with the birth certificate and they won’t take it away from you; they’ll just 

photocopy it and that’ll be that. 

SLADE: Exactly, they will photocopy it and then make a mark that you know they’ve 

confirmed your ID and you can have that straight back. There’s no worries about that.  

DUGGLEBY: I mean I jotted down that council tax bills are acceptable. That’s 

another possibility. Or a credit card statement I think is even a possibility for some 

types of identification. And then of course, as you say, there’s the PAYE notice of 

coding, which is something that many people will have. And now to Clive who’s 

calling us from Luton. Clive? 
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CLIVE: Hello. My query is I’ve got a PPI claim that’s been agreed and I’d like to 

know how would I tell if it’s an acceptable offer? 

DUGGLEBY: Alright, you’ve put your hand up, Guy. 

ANKER: I mean, Clive, it’s quite simple. You need to be put back in the position you 

would have been had you been not mis-sold in the first place. So you need to tot up 

what you were charged for PPI … 

CLIVE: Oh god. 

ANKER: I’ll comment on how you can do that. How much interest you paid on those 

charges, and additionally you’ll be owed 8% interest on top of that. Now how you 

find out if you don’t have the statements to hand, just get in touch with the bank 

concerned and ask them. You do have a right. 

CLIVE: We do have a right? Because I’ve had this card for it must be 30 years plus 

now, long before there was PPI. And the other question I’ve got is why does it take 

such a hell of a long time for them to settle the claim? 

DUGGLEBY: Any idea, Mark? 

MULLEN: Well it shouldn’t in fairness because the regulator has laid out very clear 

and unambiguous timelines for all the banks to follow when it comes to how we 

handle inquiries and claims about PPI. So it’s sort of unacceptable if you’re being 

kept waiting. 

CLIVE: Well I’ve been waiting about 3 weeks for the offer letter and then they’ve 

told me it’s going to take at least 28 working days. 

DUGGLEBY: That’s the limit set by the regulator, isn’t it? 
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MULLEN: It’s 28 working days, I believe, to deal with the case. 

DUGGLEBY: Yeah, that’s it. Yes, so that’s correct, Clive. 

CLIVE: That is correct? 

DUGGLEBY: Yeah. 

CLIVE: So I need to contact the card supplier and ask them how much PPI I have 

paid and what would be the interest that I would have earned on that? 

DUGGLEBY: Nods from the studio. 

ANKER: Absolutely, yes. I mean it’s basic maths. It’s totting up what you paid. 

DUGGLEBY: Okay. 

CLIVE: Okay, thank you very much for your help. 

DUGGLEBY: And thank you, Clive, for calling us. And we’ll link your call with 

Eileen who’s emailed us from London. Again a payment protection question. And she 

says that they had one of these policies which was backing a mortgage, but it never 

paid out. And then the bank apparently wrote back when she contacted them saying 

well she wasn’t entitled to anything and since she’d paid off the mortgage then that 

was the end of the matter. Is there any point in pursuing a claim? On the face of it, I 

would have thought, Michelle, the answer was no, but perhaps you know differently? 

SLADE: Well I mean if she really feels that she has got a claim, then obviously you 

know she can of course take it to the next step and take it maybe to the Financial 

Ombudsman Service if she really feels that she does have a claim. 

DUGGLEBY: But she hasn’t established whether she ever could have claimed. 
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SLADE: Yeah, I mean I guess it’s worth looking at the policy and seeing exactly 

what she has on that. I mean I would say maybe go back to the provider, you know 

maybe find some old documentation (if she’s got it) of exactly what she’s got. You 

know but work out for herself you know was she eligible to claim, you know was 

there a reason why she thinks … what’s her reason for thinking that she’s mis-sold? 

You know was it, for instance, that she you know maybe couldn’t have been able to 

claim in the first place, maybe was self-employed, that sort of thing. So that’s 

probably worth looking into first. 

DUGGLEBY: Mark, I suspect possibly what lies behind this is not so much the fact 

that she had the mortgage and putting it you know from the point of view of First 

Direct - okay the mortgage is now paid off, everything seems to be happy, nobody’s 

suggested there had been missed payments or unemployment or anything like that - I 

suppose maybe the question is was it necessary in the first place? Is that a legitimate 

complaint? 

MULLEN: Yes it is a legitimate complaint, so a lot of the PPI complaints that the 

banks are now responding to are not in relation to if you like insurance that was or 

was not claimed against. A lot of the challenges are about whether the product was 

appropriate in the first place and whether when the customer bought the product they 

were fully aware of any inclusions or exclusions that applied to the policy. So it is 

entirely appropriate and reasonable for the customer to ask questions on that basis.  

DUGGLEBY: So just because the bank, Guy, has written and said well we don’t 

think you’re entitled to anything, you can continue to press? 

ANKER: I mean as Michelle and Mark have both said, there are so many different 

ways that banks mis-sold Payment Protection Insurance. I think another one is often 

they were just marked on the account even when someone said no. You know 

sometimes people don’t even know they had it. Obviously in this case Eileen knows 

she had it, but for all the other listeners have a look at your documents because some 

people don’t even know they had it. 
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DUGGLEBY: Okay. And we’ll now move onto Dorothy in Tunbridge Wells. 

Dorothy? 

DOROTHY: Oh good afternoon. Yes this is I think an important one because there 

may be many people it affected. I took out some years ago when it was Abbey a 

remote ISA. That’s what it was called. It’s now Santander. Now as it was a cash ISA, 

it isn’t something you have to declare to the taxman you know in the way that you 

would if it was a bank account. 

DUGGLEBY: That’s correct, yes. Yes there’s no tax on an ISA. 

DOROTHY: No, that’s right, so it’s not something you’d have give. Now I receive 

my information in audio format for various reasons and I listen to every terms and 

conditions. Recently I was told that you know instead of sending them in tapes they’d 

be in CD form and I said that’s fine. Then I find out … I ring them up and want to 

know how my cash ISA has done and I find out that years ago they have really made 

it dormant or closed it down because I didn’t give them more money. Now I have 

complained about this and this has been going on for weeks and they sent somebody 

up, but so far they’re still dealing with it. Now the point is I’ve checked with any 

other bank (like Intelligent Finance, for example) with whom I’ve ever put cash ISAs 

and no other bank except Santander has done this. 

DUGGLEBY: Okay, now I’m going to stop there because it’s getting quite 

complicated.  

DOROTHY: Yes. 

DUGGLEBY: But, as I would understand it, this is a sum of money that you put in 

on a one-off basis for a one year’s contribution to an ISA some years ago? 

DOROTHY: It was a cash ISA with a tax wrapper. 
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DUGGLEBY: Yes it’s a cash ISA, so it stays there as an annual allowance, as you 

may know. But after that initial payment, you didn’t pay any more in and you didn’t 

obviously have to because it wasn’t a regular savings account? 

DOROTHY: That’s right and it’s not something you had to produce for the taxman 

either.  

DUGGLEBY: So I think we’ve established that this is an ISA going back many 

years. And I suspect, Mark, that is there something which says that no activity on the 

account means it could be put into cold storage as it were? 

MULLEN: It may, it may be the case, but that would be different potentially from 

one bank to the other, so it’s worth checking whether there’s a dormancy clause in the 

agreement. But in general my advice would be, you know as with any problem with a 

bank, clearly start the conversation with the bank; and ultimately if you don’t like 

what they have to say or they don’t say it in the right way, you get to make the choice 

about you know where you’re putting your business. 

DUGGLEBY: And you can of course switch an ISA at any time? 

MULLEN: And you can do that.  

DUGGLEBY: So I think that’s the usual course to follow, Dorothy. First of all get 

whatever you can from the bank in writing as to what’s gone wrong; and then if you 

don’t like the answer, switch it to something else. Guy, you wanted to come in. 

ANKER: Yeah, also the other thing to say, Dorothy, is if you’re not happy with the 

service, if it’s gone really wrong, you can always complain to the Financial 

Ombudsman Service which can adjudicate.  

DUGGLEBY: Okay and on now to Graham who’s ringing us from London. Graham? 
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GRAHAM: Good afternoon gentlemen. 

DUGGLEBY: Good afternoon. And lady. 

GRAHAM: I have a joint bank account with my wife. All our monthly bills, 

household bills are paid monthly. 

DUGGLEBY: Yes. 

GRAHAM: Should anything happen to me, would that joint account carry on? 

DUGGLEBY: Right, this is quite a common question and it’s something which has 

caused some difficulties with banks and building societies because they haven’t 

always responded in quite the same way. So rather than tell you what they ought to 

do, I think I’ll get Michelle to say what good practice is on this occasion. 

SLADE: Yeah, I mean I think you know if something did happen to either one of 

you, then obviously, you know certainly ourselves, we have a dedicated team that 

would look after this for you. They’d talk you through all that. I’m not a hundred per 

cent sure around the rules over what would happen - whether it you know would go 

into probate or not - so we can check on that. But you know certainly … 

DUGGLEBY: It’s keeping the bills going I think, it’s keeping the account going. 

SLADE: Exactly, yeah. I mean I think if it’s a joint account, I think that you know 

that would maybe potentially continue because it has got both of you in. It would 

maybe move into the other person’s name solely.  

DUGGLEBY: Yeah, but you would deal with that … 

GRAHAM: You see my wife has her own bank account. 
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DUGGLEBY: Yeah, but it’s the joint account that’s paying the bills. 

GRAHAM: It is, yes. 

DUGGLEBY: And you can presumably draw on it yourselves individually with your 

own single signatures? 

GRAHAM: We can do, yes. 

DUGGLEBY: That’s right. Well the important point is the continued operation of 

this account on which you rely to pay … What you do subsequently … It’s the 

transition bit that I’m concerned about. 

SLADE: Yes, I do … 

GRAHAM: Sufficient monies will go into the account on my widow’s pensions and 

some of my private pensions. 

SLADE: Yeah, I mean I do believe that the account would transfer into a single name 

of your wife if that did happen, but obviously you know the pension itself may 

obviously go into probate and would obviously stop at that time. 

GRAHAM: No, no, no, they carry on. 

SLADE: Oh does it carry on? 

DUGGLEBY: Yeah, the state pension carries on. 

SLADE: Sorry, yeah. So, therefore, you know we would sort of look at you. But I 

mean I would certainly maybe speak to your bank provider and ask them exactly what 

they would do in that situation to maybe put your mind at rest. 
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DUGGLEBY: Mark, you get the point here? I think it’s the worry of Clive that 

somehow the whole thing will get gummed up because somebody will say well it’s 

not a joint account anymore, we can’t pay this or that and it’s on the wrong number or 

something. What’s your view? 

MULLEN: No that won’t happen automatically, so you know firstly you’d have to 

tell your bank, unfortunately, or the bank would have to be informed that the other 

signatory on the account had passed away. Because it’s a joint signature, it’s not a 

countersigned account, you can still gain access to the account in your own right, as 

would be the case with any joint account. The process of changing the name on the 

account would be a little bit more complicated for you know quite obvious reasons, I 

suppose, and then the process of you know changing the account, any other accounts 

relating to the deceased would also take a little bit more time. But the joint account 

itself shouldn’t be interrupted. 

DUGGLEBY: But would you take a sympathetic view you know to the fact that 

money might not be quite ending up in the right position? I mean not just Graham’s 

case, but once the deceased person ceases to be a signatory or a party to the joint 

account, then the bank will surely have to set up an executor’s account to look after 

money due to that deceased person? 

MULLEN: Yes, I can answer quite categorically that we and I’m pretty sure most 

other banks if not all other banks that you asked the question of would take a very 

sympathetic view in circumstances like this. It’s complicated by the legal flow of 

paper and often that’s delayed. 

DUGGLEBY: Yeah. 

MULLEN: So it’s a moment of truth and dependent upon how any organisation or 

brand handles it will determine whether you keep that customer in the future or not. 

DUGGLEBY: Indeed. Graham, I mean if the worst should happen, I hope you would 

get a very sympathetic hearing from the bank. 
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GRAHAM: The whole point of having a joint account is so that it shouldn’t be a 

problem, but I’m now wondering whether it will be. 

DUGGLEBY: No, it’s not a problem. The joint account as such will belong to the 

person who is the survivor. I think that’s right, isn’t it, Mark? 

MULLEN: Yeah. 

DUGGLEBY: Yeah because by definition it is a joint account, so you won’t 

suddenly lose the money. It’s any money due to your wife or yourself which is not 

part of the joint account that would subsequently arise. I mean, for example, a 

dividend payment or something. I mean you could just put it into the joint account if 

you want it, but if it was payable to your wife and she was dead, unfortunately you 

couldn’t just put it into the account without the probate, which of course is a different 

matter altogether and that does I’m afraid take some weeks to come through. 

GRAHAM: Rather complicated, but thank you very much anyway. 

DUGGLEBY: Alright, well thanks for the call. And Stuart in Bromley, you’re calling 

us now.  

STUART: Good afternoon. Recently my bank informed me that from January 2013 

they will be sending me a statement of my current account just once every 3 months 

instead of monthly as at present in order to save paper, but I do not believe this is the 

real reason. My bank is urging me to conduct my banking online where I can view my 

statements 24/7, but I do not wish to conduct my banking online. Will the panel 

suggest any other reason for the bank now wishing to supply me with a statement of 

account just once every 90 days? 

DUGGLEBY: Well I think I’ll get our banker who’s Mark Mullen, Chief Executive 

Officer of First Direct. I don’t know what your policy is, Mark, but, hmn. 
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MULLEN: Our policy is that we provide monthly statements and we do not force or 

insist that customers convert their statements into online statements, so we’re pretty 

clear on that. I mean I can speculate like anyone else who’s listening to this call about 

… 

DUGGLEBY: (over) It is the NatWest, I think. We don’t need to be … 

MULLEN: … yeah … about why an organisation wants to you know cut down the 

number of statements that it’s sending out. There is obviously a benefit in terms of 

paper saving and cost saving, and I think you know in an increasingly digital world 

then you can certainly understand that as a motive force. But again mostly there will 

be a breakout of commonsense and reason if you get in contact with your bank and 

explain why it is that you want the statements the way that you’ve had them. You 

know they ought to give you a sympathetic hearing, and if they don’t again I can only 

advise people that it’s a relationship. If it’s not working for you, find a new 

relationship and make it one that does. 

DUGGLEBY: I think you can elect with the NatWest to keep the monthly statements 

for the time being, can’t you, Guy? 

ANKER: That’s right. I mean they said you can opt back in to paper statements. 

DUGGLEBY: Yeah, but it’s an opt in? 

ANKER: Exactly, the default will be online now. I mean I must say I have some 

sympathy with banks in trying to get people to move online. As Mark said, it’s the 

way society is going. But as long as they keep the option open for those who are not 

comfortable online, for many different reasons - whether it’s fraud, whether they’ve 

got poor internet connection in their area. 

DUGGLEBY: Or not got a computer at all. 
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ANKER: Indeed, exactly where they’re just not online. 

DUGGLEBY: Michelle, what’s Nationwide’s policy? 

SLADE: Yeah I mean our policy is you know that people can still opt for monthly 

statements. I mean some people, you know you can opt to change the statement 

frequency if you choose to, but you know our default setting is monthly statements. I 

mean what I will say is obviously you know if they have to take any charges or 

something, they have to give you 14 days notice, so you know they will be able to tell 

you about that if you are concerned about that sort of thing. You know that could be a 

worry for some people - they won’t know about things that might be going onto their 

account. So you know they will get details of those sort of things. 

DUGGLEBY: I’d be a bit concerned that this is the thin end of a wedge that 

eventually says a pound if you want to keep or five pounds if you want to keep 

monthly statements, and that a year or so down the line that’s what would happen. I 

mean Stuart just briefly - I beg your pardon, Mark briefly - the banks could do that, I 

suppose - make a charge for it and you couldn’t do anything about it? 

MULLEN: I’m still recovering from the fact that Guy said he had some sympathy for 

banks. (laughter) The banks could do that, but here’s a thought. That if any bank 

decided to do that, then they’re obviously inviting their customers to go bank 

somewhere else. 

DUGGLEBY: Exactly. 

MULLEN: It’s a competitive market. We have to price and we have to behave in a 

competitive way and I can’t see that that’s you know high on the agenda any time 

soon. 

DUGGLEBY: On the competition front, we’ve had a call from, an email I should say 

from a couple in their eighties, who I may say are very internet savvy and they say 
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they don’t have a problem with dealing with computers. However, after many, many 

years they’ve decided that they want to shift banks. And here’s an interesting thing - 

they were originally with Williams and Glyn’s. Now that takes you back a few years. 

However, it’s time for a change, they say, so they’ve been looking around in the 

Solihull area and they’ve alighted upon two possibilities: Marks and Spencer’s and 

First Direct. And this is not a planted question. But we’re too old to benefit from the 

freebies that the banks offer, or not freebies but the things they offer for additional 

premiums - that’s travel insurance, car rescue and all this sort of stuff - so can we 

offer any advice about switching banks? Guy? 

ANKER: Well those two accounts you mentioned are two very high profile accounts. 

The Marks and Spencer’s account is expensive. It’s £180 a year if you don’t want its 

travel insurance option. If you’re a regular shopper at Marks and Spencer’s and in 

particular like its hot drinks (because you get a hundred and twenty pounds worth of 

hot drinks vouchers), it’s a great deal. But I suspect that won’t apply to most people 

out there. It is a niche account, the Marks and Spencer account, and Marks and 

Spencer freely admits this. 

DUGGLEBY: I think the most important thing for banking is, is it a convenient 

branch - that is if you want to use the branch? So if it’s a matter of saying what’s the 

nearest place, then restrict your choice there. But First Direct, any special offers from 

them, I wonder? 

MULLEN: That’s to me, I suspect, yeah? 

DUGGLEBY: Yes. I mean you don’t give free coffees, I take it? 

MULLEN: We don’t give free coffees. We give fantastic service. 

DUGGLEBY: Oh yes. 

MULLEN: So if it’s service that you value - and I think the specific issue here is you 
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know yes very comfortable banking online but really want the telephone to work 

when we need the telephone … 

DUGGLEBY: That’s right. 

MULLEN: … well you know the telephone works rather well at First Direct and we 

do have a joining incentive at First Direct for any new customer. 

DUGGLEBY: Okay, that’s enough of a commercial. You’ve had your little say. 

Right, back again to you, Guy. 

ANKER: Mark, I may send you into shock here because I’m about to say something 

nice again - about First Direct this time. When we do customer service polls, First 

Direct consistently outperforms the rest. Over 90% of its customers rate the service as 

great with us. 

DUGGLEBY: Michelle, you’ve got a quick thirty seconds. 

SLADE: Yeah, I mean I guess the thing is as well, depending on if they do want a 

branch, obviously you know we’ve got a lot of branches on the high street as other 

banks as well. But you know I mean certainly the thing about travel insurance, I mean 

we certainly offer … our travel insurance is part of the free benefits - up to age 75 on 

our current account. But if people are older than that, for a fee of £50 a month we do 

actually offer them that. And with our current account, they get access to other 

benefits as well such as discounted savings or exclusive savings deals and other 

products as well. 

DUGGLEBY: I mean we’ve just concentrated on the two that they’ve mentioned, but 

I mean of course there are lots of other accounts that should be considered - perhaps 

ones that you know pay money per month, £5 a month or an extra high rate of interest 

on credit balance. 
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ANKER: (over) Exactly. I mean Halifax has an account which pays £5 a month, for 

example. Santander’s got a decent account out there as well. It comes with a £2 a 

month fee, but you also get cashback on your water bills and your gas and electricity 

bills.  

DUGGLEBY: And Lloyds actually had quite an interesting offer recently where they 

were paying quite a high rate of interest on sums of money up to £5,000 or something 

like that, was it? 

ANKER: Yeah, I believe it’s 4% interest. 

DUGGLEBY: Yeah, quite a high rate of interest. But that I think may have closed 

now. But anyway the banks are competing in that area. 

SLADE: I think the point to make is that switching generally is easier than people 

think. I think you know people think oh it’s going to be a lot of hassle and stuff and 

don’t do it, but you know if you are unhappy and you do want to move, then you 

know you can move quite easily and most of the banks will do that for you and the 

building societies. 

DUGGLEBY: Okay, we’ll move to Caroline now in Manchester. Caroline?  

CAROLINE: Hello. Four years ago TV Licensing accidentally set up a duplicate TV 

licence for my mother and they set up a duplicate direct debit as well, and when I was 

trying to get to the bottom of this and I went into the bank and said can I see the direct 

debit mandate that she signed, so I could find out when it was signed and when it was 

set up and when she gave them authority to do this, they said “No, we don’t have 

those; we do it all over the phone now. TV Licensing just tell us to do it and we set it 

up”, which I was a bit concerned about. And the other issue is that they’ve debited 

about £600 from her account over 4 years and when I said well can we claim this back 

under the direct debit guarantee scheme, the bank said “Well you can but if TV 

Licensing won’t reimburse us, we’ll just take it out of your mother’s account again.” 
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DUGGLEBY: Okay, Mark, can you answer that one? 

MULLEN: Not easily, I’m afraid. I’m very surprised to hear that there’s no record of 

the transaction at your bank, but equally I think you need to contact the TV Licensing 

Authority because when  … 

CAROLINE: I have.  

MULLEN: Yeah, because when your mother signed the agreement, she will have 

signed the agreement with the TV Licensing Authority and given permission for them 

… 

CAROLINE: Well apparently it’s not on paper, it’s all done over the phone, because 

I asked the TV Licensing Authority. I said, “Well when was it signed? You know 

what have you got as evidence that she set this other one up?” and they said, “We 

don’t have any. It’s all done over the phone on trust.” 

MULLEN: No, I don’t think so. 

SLADE: (simultaneously) Do they have recordings? 

MULLEN: Yeah, I don’t think so. They’re going to have to produce a recording or 

some evidence that you’ve given permission. 

DUGGLEBY: Michelle? 

SLADE: Yeah, that’s exactly what I was going to say: do they have a recording of the 

telephone call that was made at the time? 

CAROLINE: Apparently they don’t keep their records that far back, they said. Four 

years ago. 
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MULLEN: Well again that sounds very strange because we’re keeping data now for 

a minimum of 7 years and sometimes a lot longer. 

CAROLINE: Well yes. Okay, so what about reclaiming the … so what about the 

bank just setting the direct debit up not with my mother’s permission but with TV 

Licensing telling them to because surely their contract is with my mother? 

MULLEN: Is that for me? 

DUGGLEBY: Yes it is I think, Mark. 

MULLEN: So we will have … Well I say we, but whichever bank is involved will 

have received an instruction from the TV Licensing Authority to set up the payments. 

And the instruction, you know because it’s from a state body, the instruction, we 

wouldn’t necessarily have seen the signed document as an industry before we did that. 

DUGGLEBY: Okay, one final email which I’ve just got time for. It’s a question from 

Jason and he wants to know … He’s setting up a new bank account, he’s interested in 

ethical. Can we give him some names to look for. Guy? 

ANKER: I mean classical names that come up, the Co-op is an example, the Ecology 

Building Society is another one. I mean Co-op, for example, going back to customer 

service, often scores very highly with us. 

DUGGLEBY: Triodos Bank is another one that occurs from time to time. But these 

are all fairly small niche organisations. Go on the internet if you want to get details 

because I’m afraid we have run out of time. But thanks to Mark Mullen, Chief 

Executive Officer at First Direct Bank; Michelle Slade, Media Relations Manager at 

the Nationwide Building Society; and Guy Anker, News Editor for 

Moneysavingexpert.com. Paul Lewis will be here with the next edition of Money Box 

at noon on Saturday. In the meantime visit our website: bbc.co.uk/moneybox. Listen 

again on BBC iPlayer, read a transcript, send us an email with your comments and 
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suggestions. I’ll be back same time next week with Money Box Live taking your calls 

on divorce. 


