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LEWIS: Hello. Thanks!  We can’t live within them, but for many people living with 

their bank is not something they really enjoy, whether its overdraft charges, the time 

to clear cheques, poor customer service, selling us useless insurance, charging us for 

our current account, paying low interest on our savings, but charging double figures 

on credit cards or maybe concerns about the banks ethics.  When you pay money in, 

what’s it used for?  Perhaps you’re interested in changing your bank using the new 

seven working days switching service, which began last week.  Are you convinced by 

the promises and the guarantee and how would you find a bank anyway to switch too 

that’s any better than the one you’ve left.  Perhaps you’ve put in a complaint and 

found it wasn’t taken seriously or tried to get a loan and being refused.  Whatever 

your question you can call Money Box Live now.  You can call ‘Money Box Live’ 

now 03700 100444.  And with me today to answer your questions, I’ve got Craig 

Donaldson, he’s Chief Executive of Metro Bank one of the newcomers with 20 

branches in London and the Southeast of England.  Emma Cox is the Senior Product 

Manager at First Direct.  That’s part of HSBC, but is different in some ways, not least 

customer service.  And Mike Daley is a Principle Solicitor, Consumer Rights Lawyer 

with Govern Law Centre.  Our first question is from Chris who’s in Harrogate, Chris 

your question? 

CHRIS:  My question is; I’ve just changed banks this week.  And no problem in the 

direct debit list and standing order listing going over, but my utility supplier sent me a 

note saying that since my direct debit had been interrupted, they now wanted the 



balance of this year’s payments in full.  And this is somebody with a a pristine credit 

rating, so my question is ‘okay for banks to clear, but why the direct debit from the 

utilities?’ 

LEWIS: Right.  Craig Donaldson, what do you think about this? 

DONALDSON:  I, I’ve never heard of this issue before I have to say, it to me it’s 

unacceptable.   I would take it up with your bank; they should look into this for you.  

The seven day switch is there to help people not to hinder them.  And if you don’t get 

satisfaction from your bank, please get my email details and send it to me cos I’ll take 

it up with the payments council. 

LEWIS:  And Chris what, what your saying is that that it’s the utility company that’s 

said it’s been interrupted in some way, so they they won’t let it carry on is that right? 

CHRIS:  That’s, that’s right!  I was paying for 10 months in the year, no missing of 

payments.  A direct debit list goes to them, they write back to me saying the direct 

debit has been interrupted, they want payment in full.  And I also wonder about my 

credit rating as the result of the interruption. 

DONALDSON:  Chris it should make no difference.  The bank will take care of the 

direct debits for you that’s what’s been agreed with everybody, it should make no 

difference, it shouldn’t happen. 

LEWIS: But, but…  

CHRIS:  Well the utilities says effectively their not prepared to even claim the direct 

debit. 

LEWIS: Mike Daley! 



DALEY: Yeah its Mike here.  I think this is…this is really worrying, because if you 

think about it, it’s taken years for us to get where we are with switching in the UK, 

which is fantastic news from a consumer perspective.  If utility companies are going 

to do this kind of thing to you Chris, then it’s potentially going to scupper the 

switching process and its just unreasonable behaviour!  My understanding is that 

when you do the switch, your new bank takes care of all your direct debits, so this is a 

company that’s just being unreasonable.  I would have thought that the Payments 

Council and the British Bankers Association and OFGEM as well would be very 

concerned about this. 

LEWIS:  What, what utility…I’m not, I’m not asking for the company Chris, but 

what kind of utility is it? 

CHRIS:  Its, its water. 

LEWIS:  Water okay right so that’s that’s slightly different so it would be OFWAT 

the the water people isn’t it? 

DALEY: Yeah. 

LEWIS: Is it OFWAT? 

DALEY: Yeah. 

LEWIS: Yeah.  Emma Cox’s here from First Direct. 

COX: The other thing Chris is if they go to your old bank for the direct debit payment 

because their not wanting to apply to the new bank, then the old bank will redirect it 

and it will debit from your new bank account now under the seven days…under the 

current account switch guarantee. 



CHRIS: Yes I I understand that, but I think it’s got beyond that.  My new, they’ve 

simply said their their not prepared to claim off the new bank. 

LEWIS: Okay, well I think everyone thinks this is very unusual Chris, so we, we will 

one or other of us will pursue this after the programme and she wh…which water 

company it is and what the problem is.  It does seem unusual.  While we’re talking 

and thank you very much for your call though, it’s an interesting issue.  While we’re 

talking about switching, we’ve had a couple of emails as well.  And I just wonder if 

Emma perhaps you could just go through how switching is supposed to work now, 

how, how, how easy its you, you at the banks anyway say it is? 

COX:  So the new current accounts switch service, you can pick a date to a date that 

suits you so maybe you want to choose a date to switch that just after your direct 

debits and standing orders come out every month.  Will transfer all your payments 

over from the old bank to the new bank, any balances!  There’s a 13 month 

redirection, so if a company does go to the old bank, they will redirect it to the new 

bank, so it shouldn’t cause you as a customer any issues for switching and that’s all 

backed by a guarantee.  So if something does go wrong, if there is a failure 

somewhere and something does breakdown, then the new bank will pay any charges 

and interest that you incur as a result. 

LEWIS: Mike Daley. 

DALEY: Yeah I mean I’m a huge fan of switching, but there are a few kind of ‘flies 

in the ointment’ and those flies are Contingence Payment Authority is our friend, so 

payday lenders use them if you have membership of a gym or a magazine, they’ll use 

this thing called a Contingency Payment Authority. 

LEWIS: That’s when you give your debit card or your credit card number online or 

over the phone to someone and they can take the money from your account by 

themselves? 



DALEY: That’s right, so you need to be very very weary of those because… 

LEWIS: So that is not switching is part of the process? 

DALEY: That’s not covered as I understand it by by the guarantee, so one has to be 

careful about that.  The other thing that’s a slightly downside is that in terms of when 

you switch, obviously you’ll need a new debit card to access your money.  That’s not 

part of the actual guarantee.  Although, some banks are saying that they will make 

sure they deliver that, not all the banks are necessarily going to be able to to do that, 

so that’s a slight downside. 

LEWIS: Yes and and seven days of course for banks means at least nine, cos there’s 

always a weekend in the middle of it!  Craig you want to say something about your 

own bank I suspect looking at the expression on your face! 

DONALDSON: Well you know with Metro Bank, we open accounts instantly with 

the customer, so it takes about 20 minutes you walkout with your debit card in your 

hand.  So literally with ourselves, the switching can start that day and seven working 

days later its all done and you have the debit card in your hand and you choose your 

pin number and that’s what it should be about.  It should be about instant access to 

switching your accounts. 

LEWIS: And one, one sort of thing just to mention too, because the new system 

although its quicker with direct debits its similar to the old system, but you also 

transfer payments in don’t you… 

DONALDSON: Absolutely! 

LEWIS: …so your salary, your pension, benefits whatever? 

DONALDSON: That’s all... The, the whole point of this is to take the pain away 

from the customer, ensure that there isn’t pain.  But there’s a bad perception out there, 



the banks are working seriously to make this work and we will make it work. If you 

switch today, in seven working days, the banks will make it happen for you because 

they really are committed to it. 

LEWIS: And just a reassurance to to Michael whose emailed.  And he also is worried 

about direct debits, so I think this must be quite a common concern.  Because it’s so 

important their paid, he says “any failure to pay might lead to a mark on my credit 

report showing a failure to pay if it’s for a mortgage or a phone bill”.  Emma, you’re 

shaking your head? 

COX:  Again, the redirection would stop that happening.  The whole point of 

redirection is there is no risk to the customer of moving to a new bank account.  We 

will make sure that if the, the company taking the direct debit goes back to the old 

account again it’s redirected for a 13 month period. 

LEWIS: And if something does go wrong and there is a penalty that’s reimbursed is 

that, is that correct? 

COX: If there’s, if something goes wrong with the direct debit switch yes. 

LEWIS: With the switch that is reimbursed and and you only have to go to your new 

bank so you don’t… 

COX:  To your new bank and their responsible to to deal with any charges or interest. 

LEWIS:  So you don’t have to worry about the old one at all? 

COX: No. 

LEWIS: Okay, well that’s how it’s supposed to work.  It’s been on for ten days, we’ll 

see how, how well it really does.  Chris started all that off, so thank you for that and 

Michael who emailed us and several other people as well.  David’s in Milton Keynes 



with a different question.  David? 

DAVID: Hi.  Yes, I, I’ve been with RBS since 1989 and I’ve got a 5k arranged 

overdraft, which I use very occasionally.  In July this year, RBS unilaterally 

introduced what they call ‘an arranged overdraft usage fee’.  This charge is £6 if you 

go overdrawn by more than £10.  Now I discuss this with them in July when they first 

charged me and they waived it, but they have charged me again in August.  It goes 

between the 20
th

 and 23
rd

 of August, I was overdrawn by £31.90.  Now that £6 for that 

period and I think this is outrageous.  I’ve complained to RBS, but they fail to explain 

why they have this charge.  And I’ve been a loyal customer for over 26yrs and I’m 

actually now going to move my account. 

LEWIS: Right, well of course that is the power you have now isn’t it?  I’m sure that 

my guests here don’t want to comment on on one of their rivals or perhaps they do!  

But Mike…Mike Daley, just talk to us about overdraft charges in general and and 

what, what’s happening here? 

DALEY: Well I mean the reality of the situation in terms of what’s happened to 

David, is that we all thought that there was such a thing as ‘free in credit banking’, but 

the reality is that ‘free in credit banking’ was always paid for by bank charges and 

typically that was the the people that were in financial difficulty paid these and it used 

to be about 3 billion pounds per annum was generated.  And then there was interest 

that was foregone on your account, so the traditional practice was that very often you 

didn’t get paid interest on your account and that money was made by the banks and it 

was used to fund the, the ‘free in credit banking’.  Now what’s happened is that 

interest rates have just hit rock-bottom.  There’s been some changes to bank charges, I 

mean don’t get me wrong there’s still pretty grim practice over bank charges, but 

there has been some improvements.  Some of the banks are much much better and fair 

fair to say that.  But by and large, this is just us actually seeing the banks realising that 

they can’t keep pretending its free cos it never was free. 

LEWIS: It, it, it’s free for those who behave really really well and the very careful at 

least they don’t pay directly? 



DALEY: Yeah well I mean… 

LEWIS: But they get no interest on, not on the, on the money? 

DALEY: Yeah. 

LEWIS: We’ve had another email about exactly the same issue from Richard, agreed 

overdraft fee of on his account and Natwest, which of course is part of RBS an annual 

of £72, which is £6 a month and he’s complaining about that.  And we’ve also had 

one complaining about the overdraft fees at Santander.  So I’m going to ask Craig and 

Emma representing the banks they do.  What do you charge people who go 

overdrawn? 

DONALDSON: We don’t have a £6 charge sorry its Craig here obviously!  We don’t 

have a £6 charge whatever, but we do charge interest of 15%.  And for unauthorised, 

we charge £10 to having six transactions a month.  My view is though, all the banks 

set out what the commercial charges are.  David, you signed up with RBS on a 

commercial understanding, if they’ve changed that and you’re not happy, you’ve got 

the opportunity to make a commercial decision and to move.  And I’d say that’s what 

we need to see people do more off, is make their own decisions and take ownership 

for where they bank. 

LEWIS: It will make competition work!  And and Emma, tell me about your First 

Direct overdraft charges? 

COX: So we have a £500 overdraft, which comes as standard with our first account 

and… 

LEWIS: And that’s free? 

COX:  First, well the first £250 of that is interest free and the next is just short of 

16%, 15.9%. 



LEWIS: But you don’t have daily fee with that? 

COX: There’s no daily fee for that overdraft. 

LEWIS: No. 

COX: No there is a debit interest charge of the 250 and over.   

LEWIS: Right okay, so it seems that they are some, some banks are introducing these 

daily fees and people do complain about it.  So David, I think the answer is ‘switch’. 

COX: Yeah, but I think the cha…the £6 for a very short period of time is outrageous. 

LEWIS: Well I, I’ve had a lot of emails to that effect!  And all I can say is ‘make a 

complaint and move’ and I think that’s all, all… 

COX: I have and I am doing yes. 

LEWIS: Okay that’s all there is to do about that, because they are businesses and if 

they choose to make their money that way their perfectly free to do so!  We’re going 

to Charles now.  Charles your question! 

CHARLES: Oh yes.  Hello.  I, I took out a loan when I was around about 23yrs old.  

And I took it from HSB C and it took me quite a few years to pay off and they told me 

about the PPI thing, but they told me that I I couldn’t get…claim any money back 

from that policy because they don’t keep the records more than 6yrs.  And I’m a blind 

person and back then in my 20s I didn’t really keep records properly unfortunately!  

And I just wondered really how to go about trying to you know get the compensation? 

LEWIS: Okay, well we have a consumer lawyer here, Mike Daley. 



DALEY:  Yeah Charles, the fact that they say they haven’t kept the paperwork is is 

not the end of the matter.  I mean the the Financial Conduct Authority who regulates 

all of the banks has made it absolutely crystal clear that firms who have mis-sold PPI 

need to go back and they need to go over all of those sales and look to redress that the 

losses that consumers across the UK have suffered, so so this is I think this is an 

excuse.  I think what you need to do is you need to make a formal complaint to them 

to say that that ‘they should be looking to piece together what, what they can do to to 

try and workout what if your due a refund and and if you were mis-sold and they 

should do that’.  And if they don’t do that, what you can do is you can take a 

complaint to the ‘Financial Ombudsman Service’.  You just have to google ‘Financial 

Ombudsman Service’ you’ll get all the details online.  It’s a very easy thing to do, but 

don’t take that answer as the end of the matter. 

LEWIS: Yes and there are standard template letters online as well though it would be 

harder for Charles because cos your blind.  How, how can well can you use the 

computer and and websites Charles? 

LEWIS: Oh Charles seems… 

CHARLES: Yes I do have a talking computer with a screen reader. 

LEWIS: Right. 

CHARLES: Yes.  Yes. 

LEWIS: So obviously it’s more difficult but you can do it!  And I think as as Mike 

said you know complain to the bank, which then then they have 8 weeks to reply and 

if that doesn’t work, go to the Financial Ombudsman Service, which will actually cost 

them a considerable amount of money now doesn’t it for PPI complaints?  Is it £850 

or something? 

DALEY: It’s a lot of money! 



LEWIS: So it’s well worth doing!  And certainly 6yrs shouldn’t be a bar, its up to 

them to keep records not up to you I think is is the answer to that, so don’t don’t let it 

lie and there’s an awful lot of people in a similar position.  So is that helpful Charles? 

CHARLES: Ah very, thank you so much – it’s a wonderful programme, thank you! 

LEWIS: That’s very kind of you, our pleasure!  I’m just going to take an email here 

an email from Ursula.  She got a cheque from her cousin in Taunton and in with the 

same bank; well it was a Lloyds TSB.  It was a Lloyds TSB cheque and she banks 

with Lloyds TSB in a different branch.  And when she put the cheque in, she was told 

it wouldn’t be cleared until Wednesday.  Well that’s today, but in fact she emailed us 

this question last week, it was on the 20
th

.  Why does it take so long to clear a cheque?  

Emma. 

COX: So any cheques that are paid in still go through the the cheque clearing cycle 

through banks.  Obviously there, there’s certain checks that need to be done. 

CHECKS and not… 

LEWIS: Yes, but you know it does take a few days, particularly with a weekend in-

between I mean it takes about as long I once discovered as when men with bowler 

hats used to walk round the city with cheques and take them from bank to bank, I 

mean it is crazy in the 21ste century isn’t it? 

COX: Yes and some things should change for the better.  I think that there’s other 

options and I know sometimes there, there not always available, but with faster 

payments you can have the money there within minutes so there are other options for 

for making payments if you if speed is of the essence.  I think if it’s in the same 

branch, it moves a lot quicker as well. 

LEWIS: I suppose it’s the same yeah! 

COX: They can see all the details where two accounts are within one branch. 



LEWIS:  Okay, so that seems to be the time it takes, but faster payments do work and 

they are almost instant.  Though I must put one word of warning in here, because if 

you make a fa…faster payment and you put in the wrong number, Mike Daley what 

happens? 

DALEY: Well what happens your liable and while the bank has an obligation to try 

and help you trace where the monies went too and they may make a charge for that.  

If they discover for example, the person whose got your money is is what we call the 

sort of man of straw  and they don’t have a hap penny to their name cos they’ve spent 

all your money, then you won’t get any money back from them.  Now if the bank… 

LEWIS: You can sue them, but of course that that may not help? 

DALEY: Well it’s never wise to say to anybody that doesn’t have money especially if 

they’ve spent your money!  But I mean certainly that is a huge, huge problem and its 

something we need to address because it’s so easy for people to put in one wrong 

digit.  Now if the bank make that mistake, then the bank are the ones that have to 

refund, but if you do it, then it’s its it’s not a nice position to be in. 

LEWIS: Well let me, let me raise an email then from Beverley who has exactly that 

happen.  This was Virgin Money who’d had to send a payment to Halifax.  And I 

must stress these are emails’, we haven’t put any of these points for the banks 

concerned!  And she claims that Virgin put in the wrong digit and it went to Halifax, 

but into a a suspense account and she’s going…its going to take several weeks to get 

it back.  She feels that Virgin should reimburse it.  Craig, what’s your understanding? 

DONALDSON:  I would agree with her. 

COX: Absolutely! 

DONALDSON: I think that they should and I’m sure if she contacts them, they 

would look into it.  If it’s their mistake and they know it’s their mistake their gonna 



get the money, they should make sure their customer is not disadvantaged in anyway, 

shape or form.  

LEWIS: Right, so put in the complaint and then if its not resolved go to the 

Ombudsman and that takes time, but you think on a complaint they should certainly 

do it? 

DONALDSON: I would hope they’d do it pretty much straightaway. 

LEWIS:  Okay, well I would have expected, so as I say, we haven’t put these to any 

of the banks concerned.  But I’m sure Virgin Money’s listening as all the banks 

probably are, so they’ll get onto…get onto that.  John is now calling us from 

Weatherby.  John, you question? 

JOHN: Hello there, hello! 

LEWIS: Yeah, John your question? 

JOHN: Yeah my my query is about the use of card details by a vendor.  Background 

is I bought a printer online using a debit card and the system use ‘3D Secure’, so they 

went off to their third party and asked for a password.  The company got back to me, 

offered me a higher server printer, which I did a bit of research and agreed to buy, so I 

agreed I owed them money.  They didn’t specify how the payment would be taken, 

but they did initiate a second transaction on my card, which I knew nothing about 

until the next day when I checked my bank account. 

LEWIS: Is that not reasonable? 

JOHN: So my query is how the access to those details given to 3D Secure was 

used… 

LEWIS: But is… 



JOHN: …and the main query is ‘what can a vendor do with the card details that 

you’ve supplied’? 

LEWIS: Is that not reasonable though John?  You’d agreed to a more expensive 

printer you knew you had to pay; they had your details so they took the extra money 

that that doesn’t strike me as that unreasonable to be honest?  

JOHN: It it’s not unreasonable that they get the extra money.  And my query is is the 

way they did it?  I thought my card details were secure, so they launched a separate 

transaction without my authorization? 

LEWIS: Right.  Thoughts on this, Mike? 

DALEY: Yeah, well I mean certainly if if what you’re saying is this that the second 

transaction John was not authorized by you and I think that’s what you are saying? 

JOHN: Yes that’s right yes. 

DALEY: Yes. 

JOHN:  And and my first knowledge of the second transaction it’s not to changed 

transaction, it’s a second transaction that I knew nothing about until I saw it on my 

bank account. 

DALEY: Yes.  Well if, I mean the rules are very clear.  The rules from the Financial 

Conduct Authority on a situation where you’ve not authorised it especially in the way 

that that you did with the first transaction!  And that means that that because it’s not 

been authorised, the bank would have to then refund you that money the next day.  

And the thing about it is the own ness of proof is on the bank not on you. 

LEWIS: Bankers do you agree with that?  Craig? 



DONALDSON: Legally yes!  What I would say is though, excuse me!  If you’ve 

received a service you wanted, the reason that the 3D would have been there 

originally was to prove you were who you said you were and we call it ‘not present 

transaction’.  And therefore, because you did prove you were the person and then you 

said you spoke to them? 

JOHN: Yes. 

DONALDSON: So therefore, I think there’s been something that’s then sort of 

changed the process, they would have assumed that you’ve agreed to to the printer, 

they’ve already proven you are who you say you are… 

COX: Yes. 

DONALDSON: So they’ve passed it through!  So I think it’s a little bit of a grey 

area, but it is secured.  3D Secure should…is another layer that says ‘yes you are who 

you say you are’.  And if you weren’t happy with the transaction, absolutely contact 

your bank, they should pay it back to you within 24hrs and then pursue the supplier.   

LEWIS: Okay Emma? 

COX: I would say really that the the question is more about the customer service 

you’ve received from the company than the payment itself, you know we we would 

normally expect them to clarify if they were going to make this second payment. 

LEWIS: Okay John.  Thanks very much for your call.  We, we must leave it there 

because there’s other people waiting now, but thanks very much that raises some 

interesting issues!  Liz is now in Devon and she’s got a question.  What is it Liz? 

LIZ: Hello.  I wondered if I could ask you about ethical bank accounts.  I’m currently 

with the Cooperative, but I’ve lost a certain amount of faith in their perhaps their 

competence and integrity over the last year or so, maybe several years that they took 



on Britannia.  So really my question is what are my options for finding an ethical 

current account?  I can find an ethical savings accounts, but I’d like to move to a to 

another provider if I can? 

LEWIS: Okay, I suppose it partly depends what you mean by ‘ethical’ but Craig? 

DONALDSON: Hiya Liz.   

LIZ: Hello. 

DONALDSON:  Liz, there were some research done and I can’t remember the name 

of the company but it was in ‘The Times’ a couple of weeks ago.  Paul, can you 

remember the name? 

LEWIS: It’s ‘Move Your Money’ and it has a website. 

DONALDSON: ‘Move Your Money’.  Thank you.  ‘Move Your Money did a piece 

of research into all of the banks and they scored them from 1 to 100. 

LIZ: Okay. 

DONALDSON: They broke down there for a number of reasons how they scored 

them.  I would suggest you go onto that website and look and that will help you 

choose whose best for you. 

LEWIS: Yes that they do… 

LIZ: Okay. 

LEWIS: …they do list current accounts.  And most of the high street banks I have to 

tell you came very near the bottom. 



DONALDSON: Not all of them! 

LEWIS: And well the big high street banks!  Craig’s desperate to say about it 

actually! 

DONALDSON: I wasn’t going too! 

LEWIS: Actually in the Top 10 as were a couple of Building Societies and one or 

two other slightly less major banks such as Islamic Bank of Britain and Handles Bank 

and, but ‘Move Your Money’ has got this and they explain exactly how they’ve done 

it, what they look at, what they mean by ‘ethical’, they actually don’t use that word.  

Its things like customer service and and what what happens to your money, so go on 

that website. 

LIZ: Lovely okay. 

LEWIS: And ‘IRIS’ the Ethical Investment Research Society I believe also have a a 

section on banking, but whether they do current accounts I’m not sure but they might!  

So we’ll now go to the next question.  Thank you very much for that question, it’s an 

interesting one!  Oh actually but before we do the next question.  Thank you for that 

Liz.  We’ll go to Michael who’s just emailed.  His father’s in a nursing home, he tried 

to switch banks but was told by the bank he wanted to join he couldn’t because it’s 

not a permanent residence.  Do you accept switches from people living in nursing 

homes?  Emma? 

COX: Yes absolutely if that’s their residential address. 

LEWIS: Yes. 

DONALDSON: We’re the same yes absolutely! 



LEWIS: Okay, well the people here don’t see a problem Michael, so maybe it’s 

worth going back.  And I always say this and if your not happy, put in a formal 

complaint and go to the Ombudsman and see what happens, but their all very keen for 

this process to work, so it should work.  Peter is now in Brentwood.  Peter, what’s 

your question? 

PETER: Yes.  Hi. 

LEWIS: What’s your question? 

PETER: I’ve got a packaged bank account with Natwest.  I can hear a sharp intake of 

breath already, but I’m quite happy with it!  But one of the facilities on it is identity 

theft proc…protection with CPP.  Now I’ve never actually activated it, but clearly as 

its part of a packaged account I’ve paid for it.  Can I claim? 

LEWIS: Right, I think there was something different about CPP with packaged 

accounts.  Mike Daley yeah? 

DALEY: Yeah, I mean this is quite complicated Peter.  I’ll try and, I’ll try and make 

it as straightforward as I possibly can!  So the whole thing about the redress for CPP, 

which is a massive amount of money, was because the way it was sold.  Basically, 

people were being hoodwinked because they they thought that they had to phone a 

number to activate their their debit or their credit card, but actually they were phoning 

CPP often or an agent of of them.  And so the way it was sold was not transparent, it 

was not fair and that’s how it’s resulted in the FCA considering that this is really a 

mis a mis-selling on mass.  Now that what’s happened is in your particular case, 

you’ve got it in part of a package and can’t you see you haven’t activated it.  I’m not 

quite sure that you fall within that same category.  And the other thing I should say is 

that there’s new rules for packaged accounts whereby banks have to do certain checks 

in terms of suitability of the the different products that are part of it, so I mean my gut 

instinct Peter is I’m I’m not sure that you fall into the same category.   



LEWIS: Now I think there was special rules for packaged accounts that there not 

automatic as they are with others.  But I think if you go to the Financial Conduct 

Authority website there there is more on that.   

PETER: Yeah. 

LEWIS: And certainly their looking into packaged accounts aren’t they and whether 

many of those might have been mis-sold though… 

DALEY: Well indeed. 

LEWIS: Well… 

DALEY:  It hasn’t as as a separate kind of … 

LEWIS: Peter…Peter says he’s happy with his.  Okay! 

PETER: I’m not sure with what I’ve got, so you know. 

LEWIS: Okay, it it looks as if it might be more difficult to claim against CPP 

because of the way it was or wasn’t sold… 

PETER: Yeah okay. 

LEWIS: Okay, but thanks very much for your call. 

PETER: Thanks. 

LEWIS: I’m going to take an email from Marie now and her complaint.  And this is 

about HSBC!  But she says she’s been treated and I use her words ‘as a chattel’ 

because she and her husband have two current accounts and there was, they were 

trying to move money from one to the other and only her husband would be spoken 



too by the bank rather than her even though these are joint accounts.  Now Emma, I 

know you’re not speaking for HSBC here today, but you’re shaking your head at the 

thought of a woman being treated as a chattel by a bank? 

COX: Absolutely!  A joint account is exactly that!  And in the majority of cases all 

instructions can be taken from either party, I would go back to them and I would raise 

a complaint because it certainly doesn’t seem right. 

LEWIS: No and if you’ve got no satisfaction on that, pursue it further. 

PETER: No absolutely yeah. 

LEWIS: Okay.  And this is…Oh this is…We were talking about; well we were 

talking about the security of of account numbers.  And I’m going to read this out from 

Owen and also somebody who says ‘two transactions into his account of over £600’ 

what should I do?  That sounds if it might be a mistake.  What do you do if you get 

£600 in your account that your not… 

DALEY: Contact your bank. 

COX: Yes. 

DONALDSON: Good answer that! 

DALEY: Don’t…Don’t…Don’t spend it.  Be a good Samaritan! 

LEWIS: Don’t spend it cos that’s not yours!  But also the the other thing… 

DONALDSON: Absolutely! 

LEWIS: The other thing Craig is, Owen suggests that banks should have the last digit 

of an account number like as a cheque digit which you have on credit card accounts 



on a bank account that would stop these problems? 

DONALDSON: It would and… 

LEWIS: You would need longer bank account numbers? 

DONALDSON: It would but we’ve just launched the seven day switch.  One of the 

things that have been talked about was ‘Full Account Portability’.  If we did move 

towards ‘Full Account Portability’ we should absolutely build that in, but I think 

that’s someway off. 

LEWIS: Right, so that would mean you you would have your sort code and your 

bank account… 

DONALDSON: Yes. 

LEWIS: …that would follow you around like your mobile phone number follows you 

around? 

DONALDSON: Absolutely! 

LEWIS: Then you could have a cheque digit at the end as well and it would be even 

more secure!  Okay, well we are going to have to leave it there I’m afraid.  There’s a 

great pile of emails on my desk and other calls coming in.  I’m sorry about that, but 

we have to leave it because we’ve run out of time!  My thanks to Craig Donaldson, 

the Metro Bank.  Emma Cox from First Direct and Mike Daley of Govern Law 

Centre.  Thanks for all those calls and emails.  More about banks from our website 

‘bbc.co.uk/moneybox’!  I can also say I’ve done a blog about switching service and 

how it works.  You can listen again in a couple of days you can read a transcript.  

Back at noon on Saturday with Money Box!  Back to take more of your calls on 

Money Box Live next Wednesday afternoon. 



END OF TRANSCRIPT 


