[image: image1.jpg]Yo
BIG
@

LOTTERY FUNDED




Inclusion London’s evidence to the Select Committee on Financial Exclusion  
 September 2016
Information about the inquiry/consultation is available at: http://www.parliament.uk/business/committees/committees-a-z/lords-select/financial-exclusion/news-parliament-2015/call-for-evidence/
http://www.parliament.uk/business/committees/committees-a-z/lords-select/financial-exclusion/news-parliament-2015/call-for-evidence/
 
For more information contact:
Henrietta Doyle, Policy Officer
Mobile: 020 7237 3181
Email: policy@inclusionlondon.org.uk
Introduction

Inclusion London 

Inclusion London is a London-wide user-led organisation which promotes equality for London’s Deaf and Disabled people and provides capacity-building support for over 90 Deaf and Disabled people’s organisations in London and through these organisations our reach extends to over 70,000 Disabled Londoners.   

Disabled people

· In 2012/13 there were approximately 12.2 million Disabled adults and children in the UK, a rise from 10.8 million in 2002/03.  The estimated percentage of the population who were disabled remained relatively constant over time at around 19 per cent.

· There are approximately 1.2 million Disabled people living in London.

Inclusion London’s evidence 
Inclusion London welcomes the opportunity to respond to the inquiry on financial exclusion 
Our evidence is composed of the experiences of Deaf and Disabled people we received in response to a call for evidence we sent out for this inquiry.  We also include relevant Deaf and Disabled people’s experiences, which we received prior to the inquiry on financial exclusion opening. We have changed all names to protect anonymity.  
We are just providing evidence on two questions raised by the Select Committee, reflecting the evidence we have received from Deaf and Disabled people and DDPOs. 
Summary of issues and recommendations

Issues: 

· Deaf people are unable to access savings account due to the lack of accessible information.  
· Deaf people do not understand bank statements or bank charges so get into debt.
Recommendation 1: When a Deaf person opens an account, bank statements and bank charges are explained to the Deaf person via a BSL interpreter. Banks provide a BSL interpreter for Deaf people to translate information on savings accounts.  This would be a ‘reasonable adjustment’ on the part of the banks.

Recommendation 2:  Banks assist with setting up an arrangement to enable an advocate, to assist Deaf person with their banking affairs.  The Bank would need to monitor the arrangement for fraud just as they monitor ‘unusual activity’ on all accounts.
Issue: Bank charges tip many people that have a small amount of debt into ever deepening financial difficulties.

Recommendation 3: Bank charges for those that are over drawn are re-considered. 

Issues

· It is not appropriate for banks to insist/rely on telephone contact with a Deaf person because is not accessible  

· Lack of accessible communication forces a Deaf person to share their financial details so compromising confidentiality. 

Recommendation 4:  As a ‘reasonable adjustment’ all banks should put an accessible communication system in place that enables Deaf people to communicate easily with them, especially when a transaction needs to be verified. Telephone contact should not be used with Deaf people. 
Recommendation 5: Banks and other financial services make reasonable adjustments to ensure that Deaf and Disabled people do not have to share their personal finances with a third party.
Issue: banks requiring a credit or debit card to be activated at an ATM
Recommendation 6: All banks allow new credit and debit cards to be activated by telephone, or another secure method, which doesn’t involve a journey to an ATM.

Issues
· Lack of local branches cause Disabled people difficulties in accessing banking services due to difficulties with travelling.
· There are higher charges for telephone services than online services, which not all Disabled people are able to access.  

Recommendation 7: A reasonable adjustment is made so that telephone services are not more expensive when online services are not accessible to a Disabled person. 

Issue: Refusing a Disabled person a contactless card

Recommendation 8: All banks provide contactless debit cards, when requested by Disabled people as a reasonable adjustment if necessary.
Issue: A Disabled person is being denied a bank account in their own name.

Recommendation 9: Banks need to adhere to the rights to equal access to services under the Equality Act. 
   
Issues:

· Banks are not providing provide debit and credit cards that do not have contactless technology, when requested by a visually impaired person.
· PIN numbers are not sent in Braille for the new credit or debit card after being requested by a visually impaired person. .

Recommendation 10 & 11
· Banks provide debit and credit cards that do not have contactless technology, when requested by Disabled people.
· PIN numbers are sent in Braille for the new credit or debit card after the first request.

1. Do individuals with disabilities, or those with mental health problems, face particular issues in regard to financial exclusion?

Deaf People
1.1 The following evidence from a member of staff member, who has worked at a Deaf and Disabled People’s Organisation for over 20 years, raises the following issues:

· Deaf people are unable to access savings account due to the lack of accessible information.  
· Deaf people not understanding bank statements or charges so get into debt.
· Bank charges tip many people that have a small amount of debt into ever deepening financial difficulties.
1.2 “I want to give from my prospective the problems that my clients, profoundly Deaf BSL users, encounter with financial exclusion, credit and debit cards, in fact a number of issues. 

1.3 Firstly for those of us that are hearing we pick up via the media/leaflets/in branch information re savings accounts, majority of my clients cannot get this information readily, the information is not in BSL and staff in branch would have to book an appointment with a BSL Interpreter just to explain about all the different accounts. Getting this appointment is not easy…..   So many have been unable to access savings accounts due to the fact they do not know about them. 
1.4 Debit and Credit card, so many of my clients do not understand the difference …… and what worries me is so many have signed up for credit  cards. What really shocks me is how so many of my clients are in debt with bank charges, it scares me how easily they get into debt by going overdrawn and it is like a never ending circle, they just can’t get out of it…..They do not understand about interest charges and how if they have direct debits they must have money in the bank ….. 
1.5 We now assist clients to read their bank statements regularly, so many are paying for things that they did not realise they were doing, helping them to stop paying for services they do not need.  I have been involved in helping out on quite a lot of fraud stuff .. 
1.6 ….Since benefits have been paid directly into banks this has added more problems, any change of circumstance means benefits are not paid or a claim has not been made ‘live’, the client is unaware their benefit has not been paid in and direct debits are then not paid. The circle then starts of the bank charges being heaped on and it is not easy to get the DWP to reimburse. 
1.7 I think these bank charges are one of the biggest culprits of debt for all disabled people and I really do think banks should re think on this. Being in debt does affect your credit rating, can make people lend from these sharks who charge huge amounts of interest because people find they cannot borrow from mainstream financial institutions. 
1.8 I also have a number of deaf/blind clients… and a number with mental health problems that need extra support when dealing with financial issues…. it would be great if the banks each had dedicated lines for someone like me to call and be able to assist the client there and then. If an organisation is registered with them surely security can be passed. 
Recommendation 1:    When a Deaf person opens an account, bank statements and bank charges are explained to the Deaf person via a BSL interpreter. Banks provide a BSL interpreter for Deaf people to translate information on savings accounts.  This would be a ‘reasonable adjustment’ under the Equality Act 2010,
 on the part of the banks.
Recommendation 2:  Banks allow an arrangement to be set up an arrangement to enable an advocate, which has been security checked, to assist Deaf/blind people with their banking.   
Recommendation 3: Bank charges for those that are over drawn are re-considered. 
Telephone contact inaccessible for Deaf people

1.9 Below is a case of ‘Angela’ Deaf person, which raises the following issues:

· It is not appropriate for banks to insist/rely on telephone contact with a Deaf person because is not accessible  

· Lack of accessible communication forces a Deaf person to share their financial details so compromising confidentiality. 
1.10 ‘Angela’s evidence illustrates the frustrating process Deaf and Disabled people have to go through to obtain everyday banking services that are easily accessed by non-disabled people:
1.11“I am officially registered as Hard of Hearing…..  For several years now I have been unable to understand the call centre staff at Barclaycard, my credit card provider. Unfortunately Barclaycard has no system in place to cope with my inability to engage via telephone. 
On several occasions in recent years Barclaycard have arbitrarily declined valid transactions for 'security' reasons. I have then received a telephone call from Barclaycard which I have been unable to hear. When there was anyone else at home, they answered the telephone on my behalf and explained the situation, only to be told that Barclaycard would only speak to me. Barclaycard would also not allow the use of a speakerphone to enable the other person to relay the information to me so that I could reply directly, so my account was frozen. On occasions when I was alone and unable to answer the telephone, my account was frozen because I had not answered. The retailers I was attempting to deal with were then given the incorrect impression that I was untrustworthy. 
1.12 The only way I could unfreeze the account was either to telephone Barclaycard, which I was unable to do, or go to a branch of Barclays Bank during banking hours along with proof of identity and accompanied by my partner or a family member…..  On each occasion I had to divulge private personal and financial information to bank staff, in front of the person who had accompanied me….. On one occasion, it was arranged with Barclaycard that my partner could speak for me after providing extensive security information. However, the next time I had problems, Barclaycard denied any arrangement existed….
1.13..I am an educated, ex-professional woman who would dearly like to be independent and manage my financial affairs privately…. I consider that financial institutions discriminate against the deaf by either making services inaccessible for those who cannot use a telephone or only accessible at enormous inconvenience. There is also the matter of security; the more people who are party to the deaf customer's private information, the greater the risk of security breaches.

Sharing of financial details

1.14 One of the issues that was raised several times in the emails from Deaf and Disabled people was being forced to share financial details with another person, often due to the inflexibility of banking staff as illustrated by Angela’s case above and also ‘Catherine’s’ case below.  

Recommendations 4 & 5
· As a ‘reasonable adjustment’ all banks should put an accessible communication system in place that enables Deaf people to communicate easily with them, especially when a transaction needs to be verified. Telephone contact should not be used with Deaf people. 
· Banks and other financial services make reasonable adjustments to ensure that Deaf and Disabled people do not have to share their personal finances with a third party. 

Activation of bank cards at ATMs

1.15 Another difficulty is caused by banks requiring a credit or debit card to be activated at an ATM. This was mentioned by several other Disabled people, see ‘Catherine’s’ example below: 
1.16 “I am restricted to my bed for most of the time and I do most of my shopping online, including my household shopping. I have found there are difficulties caused when a new debit or credit card arrives, because it has to be activated at a cash point with a pin number, but I can’t get to a bank to do this.  
1.17 My nearest branch that I could activate the new Santander card that arrived through the post is about 2 miles away and I haven’t been there for about 3 years….. The banks need to consider how to facilitate some other way a Disabled person can activate a new card”  

Recommendation 6: All banks allow new credit and debit cards to be activated by telephone, or another secure method, which doesn’t involve a journey to an ATM.

1.18 The examples below were gathered by another Deaf and Disabled People’s Organisation in London, which illustrate that the same difficulties reoccur: 

1.19 From MJ – being Deaf and using interpreters or family members when I don’t have an interpreter has caused problems when the bank refuses to talk to me through them. Some banks are really fine with it, others are infuriating and I had to go through the same process and get through to the complaints team on about 3 occasions with Natwest. They are better now though.

1.20 From ES - I find that relying on PA'S to do tasks involved with finance and banking give extra security issues due to limited physical mobility. I have not yet used Internet banking as I need assistance with computers also.

1.21 From GM - I cannot use ATMs due to manual dexterity issues and have to go into a branch. The nearest is at Bexleyheath, so it’s quite a trek for me to get cash.

Other issues

Lack of local branches
1.22 Banks are closing local branches, so the nearest bank can be a comparatively long journey away. This causes difficulties for Disabled people, who cannot travel long distances for a variety of reasons, such as pain and exhaustion or inaccessible transport. 

Higher charges for telephone services

1.23 Financial services such as banks and stockbrokers can charge more for telephone services than online services, which puts Disabled people that cannot use online services independently at a disadvantage.
Recommendation 7: A reasonable adjustment is made so that telephone services are not more expensive when online services are not accessible to a Disabled person. 

Refused contactless card
1.24 A Disabled person ‘Yaqub,’ could not obtain a contactless debit card: 

1.25 “My bank Santander refused to give me a contactless debit card. They said my credit scoring is not good enough to have one. I don’t know what this got to do with credit scoring. 

 

1.26 Because of my limited use of my hands especially fingers, I find it extremely difficult to enter pin when I do my shopping. As a result, people can actually see me putting my pin in. and sometimes I had to enter pin few times and you can see people on the queue looking at me and getting bit frustrated. 

 

1.27 The bank is still refusing me contactless card and I am going to switch account”
Recommendation 8: All banks provide contactless debit cards, when requested by Disabled people as a reasonable adjustment if necessary.
Denied a bank account

1.28 In the case below a Disabled person’s right to hold a bank account, in their own name is being denied:  
1.29 At one time my son who is physically disabled, manifested in many ways but in particular by inability to speak and inability to write, was able to open a bank account with RBS and also with the Halifax. Both of these accounts were essential for handling his ILF funds and his welfare benefits.  Sadly the banks have reached a stage where both accounts are now listed as my accounts and he is named on the accounts rather than having his own account.  Halifax will not even allow him a debit card in his own name, but have issued one in my name.   I had to threaten RBS that I would go to a disability rights tribunal if they refused to let him have an account.

1.30 Disabled people, such as world renowned scientist Steven Hawking, can have speech impairments and physical impairments but that does not mean they have a lack of capacity to manage personal finances.  Disabled people’s rights to have equal access to goods and services under the Equality Act 2010 should not be denied.
  
Recommendation 9: Banks need to adhere to the rights to equal access to services under the Equality Act. 
   
Visually Impaired People

1.31 Below are the experiences of visually impaired people. The first case below involves a registered blind person, ‘Jo’.   Jo requested that Santander bank provided: 
· A credit card that does not have contactless technology 

· A PIN number in Braille for the new credit card
· A credit card which could be used without having to unlock it in an ATM first.

1.32 ‘Jo’s’ experience below illustrates the frustrating process of trying to obtain accessible banking for a visually impaired person:   
1.33 “I am registered blind.
I recently endured a 19 week process with Santander bank over trying to get a non-contactless credit card with a braille pin.   
1.34 Being blind, I do not feel confident to use contactless technology - I find it hard to know when a transaction has been processed, there is a greater risk of fraud and double charging with contactless, and I have a more limited ability to check my statements to detect incorrect transactions.  So I would prefer not to have this contactless technology.   
1.35 I use online banking so I don't get many letters through the post.  But for those letters that do come by post, I use a PC to scan them.  Unfortunately, the letter containing the pin does not read in the scanner, hence wanting this letter in braille.    
Being blind, I am unable to see the screen of an ATM, or where the relevant buttons are.  So I cannot use one. 
1.36 So my request was clear and simple: I asked Santander to send me a replacement credit card that does not have contactless technology, send me a pin in braille for it, and allow me to use this card without having to unlock it in an ATM first. 
1.37 Here are just some of the issues I encountered: 
-  The bank was unable to permanently opt me out of the contactless technology on its new credit cards, even though it does purport to offer a contactless opt-out service.   So every time I opted out, it then went and opted me back in again so I kept being sent a new credit card with contactless capability.  This happened three times…… 
1.38 Santander says it can issue letters in braille.  But it was unable to issue me with a pin for the replacement credit card in braille….  This happened 4 times and each time it seemed to come as a surprise to them.
 1.39 The bank in its futile efforts to produce a one-off braille pin for the replacement credit card, kept switching my correspondence preference from "web" to "paper"..…..  This happened 3 times and as a result I received statements in print which I was unable to read properly.  I had to get them to switch me back into paperless (or "web") correspondence each time. 
1.40 The bank singularly failed to provide me with clear and consistent information about whether one of their credit cards needs to be "unlocked" in an ATM before it is used …..   
-  After 19 weeks, the bank has still not clarified its position on this…. 
1.41 But assuming that some or all credit cards require unlocking in an ATM… a blind person who cannot use an ATM, to do this…..  Visiting a branch was suggested, but I live no-where near a Santander branch ...
-  The Bank was issuing me with cards repeatedly in its efforts to send me a non-contactless card with a one-off braille pin…..  
1.42 In all I was issued with 7 different cards and at least the same number of pins (some cards had no PINs, one card had three PINs); I received a total of 23 items of correspondence, some in print, some in braille and some electronically; I had 32 telephone calls lasting a total of over 12.5 hours and have spent at least a further 16 hours of time scanning letters, and writing 35 pages of notes of phone calls to keep track of what has been happening….. 
1.43 To date, the bank has been unable to issue me with a non-contactless credit card, with a one off braille PIN that can be used by me without having to unlock it in an ATM…..
1.44 The bank tried to shut down my complaint by opening a formal complaint against my will, then giving me no time to actually state my complaints before "resolving" it….. 
1.45 The bank has a very limited interest in or capacity to provide accessible solutions to blind customers.”  
1.46 Disabled people can have different needs. Jo needs a card without the contactless facility, while Yaqub needed a contactless card, in both cases the banks met their requests with inflexibility, a lack of reasonable adjustments as well as just plain inefficiency.

Recommendations 10 & 11
· Banks provide debit and credit cards that do not have contactless technology, when requested

· PIN numbers are sent in Braille for the new credit or debit card after the first request.

1.47 ‘John’, a visually impaired person (VIP) in raises access issues, which are experienced everyday by many visually impaired people below: 

“I have 4 main problems to highlight:
- First when using outside cash machines in bright sunlight VIP's find it impossible to read the screen. In fact I now go into the bank to withdraw money at the counter but that only works during office hours.

- Secondly printed mini statements are difficult to read especially when the ink is low
- Thirdly when telephoning a bank it is automated asking for various account numbers which we can't see..”
- Finally when doing things on line you are asked to do a security check to make sure you are the right person. That's reasonable except the check is a visual one for you to enter what you see on the screen.”
Conclusion

Banks are failing to make reasonable adjustments for Deaf and Disabled people.  Requests can be met with outright refusal or long winded inefficiency, both of which are extremely frustrating.  As illustrated by the cases above the reasonable adjustment needed differs from person to person. To ensure their services are accessible Banks and banking staff need to ensure their systems are flexible enough to make the reasonable adjustments that Deaf and Disabled people are entitled to.
2. What has been the impact of recent welfare reforms on financial exclusion? 
2.1 If a Disabled person challenges a decision regarding benefits such as Employment support Allowance (ESA) or Disability Living Allowance/Personal Independence Allowance (DLA/PIP), it is necessary to go through the Mandatory Reconsideration before going to appeal tribunal. This can delay the receipt of welfare benefits for many months during which Deaf and Disabled people can experience financial difficulties.  The evidence below, provided by a Deaf and Disabled People’s Organisation (DDPO) in London specifically for the financial exclusion inquiry illustrates well the type of problem Deaf and Disabled people can experience:   
2.2 “Some disabled people have reported that current or prior debt / bankruptcy (incurred as a result of higher impairment related costs, delays in benefits, care charges, resorting to payday lenders etc.) means that they are only accepted for an account with no credit facilities, interest or special deals as part of the package. 
2.3 One severely disabled client was brought up with alleged fraud charges - (recently cleared in criminal and civil court) - leaving no income from benefits and massive debts. She wasn’t able to get banking facilities the whole time and now can only get basic account due to debts. 
2.4 Another client ran up huge debts to pay for unmet (assessed and eligible) care needs while council made a decision and now cannot access a regular account.

2.5 It should be noted though - that although some people mentioned above actually got the full amount of back pay (e.g. from where they had to appeal / go to tribunal etc.) the damage had already been done in terms of credit ratings and extra interest owed for debts that wouldn’t have occurred (at least not to the extent they did) had there not been delays…..
2.6 One person mentioned that there was an account or service, that helped you budget your money by separating out what was needed for bills and what was “disposable", that would have been really helpful but as it was a paid for service, they couldn’t afford to have that type of account. (It costs £17.50 per month!).”
2.7 The introduction of Welfare Reforms was that it was accompanied by the media and some politicians
 falsely labelling  Disabled people as ‘benefit fraudsters’ or ‘scroungers’,  yet fraud regarding Disabled people’s benefits is very low.
   This has been compounded by the opening of the anonymous Benefit fraud helpline.

DLA/PIP

2.8 Disability Living Allowance (DLA) /Personal Independence Allowance (PIP) is a welfare benefit, which intends to help Disabled people with the extra costs of being disabled.
  DLA is being abolished and PIP is being introduced.  Since the introduction of PIP many Disabled people have experienced a cut in the benefit, or no support at all.
   This can have a knock on effect in that other benefits and entitlements can also be lost when PIP (or ESA) application fails. Below are two examples of difficulties caused.  The first example below, which was provided specifically for the financial exclusion inquiry the Disabled person’s over draft, is being reduced:  

2.9 “I have chronic illnesses which have severely limited my life and work chances…. I could not work full-time since 2005, 

2.10 After three years of the worsened illness which caused my early retirement I applied for a higher rate of DLA/PIP….. The DWP decided, against medical evidence from my psychotherapist and GP, that the extra support I need was not necessary…..am now gathering medical evidence again to appeal another refusal. ………  

2.11 I am only surviving financially, after 12 months without even the limited disability benefit which has helped sustain me through the previous 11 years, because my bank has continued to allow my overdraft which was initially agreed when I was working full-time. Today I have a letter saying they are concerned that I am not able to meet my outgoings, and so they are bringing the limit down….” 

 Repossession of home
2.12 We received ‘Deanna’s case below in January 2016.  ‘Deanna’ had received Disability Living Allowance, (DLA) Enhanced Care & Enhanced Mobility since 2008.   Following Deanna’s PIP assessment Deanna’s husband wrote in 2015: 

2.13 “Due to an admitted series of failures (in writing) by the DWP we had NO money from May till November…. 

We go to court in Feb. for re-possession of our house we've been in for 30 yrs……After 7mths. with no money, she was awarded Standard care & NO mobility. We are now at Appeal stage, and awaiting a date.”

2.14 As mentioned previously bank charges can push people deeper into debt and also hit people going through hard times as the two examples below, written in 2013 illustrate:

Example 1

2.15 “I got sanctioned because I was too ill to attend the activity for work programme. They now send me £16 pw which is taken by my bank for charges….. I’ve applied and been refused a hardship payment and I’ve had no money or food in my flat…..”  

Example 2

2.16 “Recently I had to take a significant amount of time off of work due to my mother suffering a massive stroke and having to deal with everything that followed. Settle bills, chase banks, move her property… I haven’t received much money owed by ex-employer, what I did the bank ate for late fee’s….. I am penniless, electric is all but gone…Anyhow, food situ v low……. . I have applied for an advance on jsa but was turned down, the council said I was not eligible for a hardship loan until I had received a jsa payment. All they can do is give me a food bank letter for Monday….”
2.17 As mentioned previously bank charges put people further into debt, which is hard to escape from.  We recommend the banks reconsider bank charges because of their detrimental impact on people with low or no incomes.
Lack of access to loans

2.18 In the case below, written in 2013 the Disabled person mentions the lack of access to a loan: 
2.19 “I have had ME a lot of other problems related since the 1990s and after my husband left me I lost my home as I couldn't afford to keep it on my social security payments which had been frozen. I haven't had a home of my own since July 2007 and have relied on my sister and friends to provide me with a roof over my head and the one to one care that I sometimes need (my ill health is very up and down)…..

..I cannot afford my own home and certainly wouldn't be able to afford to buy or rent on my own, and the banks wouldn't lend me anything as I have no security.”
As the evidence above illustrates Disabled people are being financially excluded due to welfare benefit reforms.   
That concludes this response.
For more information contact: 

Inclusion London
336 Brixton Road
London, SW9 7AA
policy@inclusionlondon.org.uk
Telephone: 020 7237 3181
SMS: 0771 839 4687
www.inclusionlondon.org.uk


Registered Charity number: 1157376
Company registration number: 6729420
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