List of characters

Dr Hinton A retired academic
Call centre personnel Five female, three male
Sir George Blunk Chairman of Ug Bank

Most of the scenes are telephone conversations between Dr Hinton and different
people in the call centres of Pretty Bank (Dr Hinton’s new bank) and Ug Bank (Dr
Hinton’s old bank).

SCENE ONE Dr Hinton has been arranging to transfer his account to a
new bank.

CALL CENTRE (F)  Thank you Dr Hinton - and congratulations on choosing Pretty
Bank. | can assure you that the transfer will be smooth. We
look after everything. We have done this for hundreds of
esteemed customers who, just like you, have had the courage
to switch banks. We value your custom.

Dr HINTON | must admit your reassurances are a great comfort. Having
stayed with the same bank for 40 years, | am full of
trepidation. A pathetic case of inertia I’m afraid.

CALL CENTRE You will not regret it, Dr Hinton. Nothing ventured, nothing
gained!

Dr HINTON | hope so. Can you confirm the procedure?

CALL CENTRE Of course. We write to your bank asking them to supply a list

of regular payments. We will make it clear that the account is
not to be closed until you authorise it personally. We then
contact all the regular payees and set up the appropriate
mandates. You just sit back and let us do all the work. It’s as
simple as that.



Dr HINTON

CALL CENTRE

SCENE TWO

CALL CENTRE (F)

Dr HINTON

CALL CENTRE

Dr HINTON

CALL CENTRE

Sounds splendid. Must admit, I’ll believe it when | see it!

Dr Hinton, we pride ourselves on under-promising and over-
delivering. Trust us.

A month later. Dr Hinton calls up his new bank.

Dr Hinton, how can | help you?

| have just received a snotty note saying this month’s Council
Tax hasn’t been paid. The arrival of bailiffs is apparently
imminent. | thought you said you’d look after everything?

Hmm...that’s odd. Let me check that your Local Council was
included on the list your bank sent us.

PAUSE - MUSIC (Schubert’s Trout Quartet)

Yes, Dr Hinton, it was on the list and | can confirm that we
have written to your Council giving full details of your new
account with Pretty Bank. Everything is in order.

Hmm....your idea of ‘in order’ and mine clearly differ. If
everything is in order, how come the payment hasn’t gone
through by the due date?

| can only assure you that we have followed our normal
procedures and that your custom is valued......



Dr HINTON Spare me that claptrap. What do you suggest we do to resolve
the situation?

CALL CENTRE We will gladly contact them again but the direct debit may
take some time to set up. Alternatively, you could contact
your bank and ask them why the payment hasn’t gone through.

Dr HINTON You are my bank!
SCENE THREE A few minutes later. Dr Hinton, with a low heart, phones
his old bank

CALL CENTRE (M) Thank you for calling Ug Bank. My name is Bill. How can | help

you?

Dr HINTON I’ve just tried to access my account online and it says I’'m
locked out.

CALL CENTRE Could I just ask you some security questions?

Dr HINTON If you must. | can assure you it’s me. My full name is Arthur

Ponsford Hinton, date of birth 15/08/37, mother’s maiden
name Lewis, online banking membership 202569.

CALL CENTRE And the second and third digits of your banking PIN?

Dr HINTON Two and zero
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Thank you, Dr Hinton, for passing security. | can see you have
the routine down to a fine art - if only all our customers were
so helpful. Now what can | do for you?

Never mind me being helpful, I’m more interested in you being
helpful! | am trying to access my account but for some reason
I’m locked out.

Let’s have a look. What is the sort code and account number?

18-10-90, 30678958

Right, let’s have a look. Ah, you are locked out because that
account was closed a week ago.

(incredulous)

Closed? But why?

My screen doesn’t give a reason. It just says it’s closed. The
direct debits have been cancelled and the balance transferred
to Pretty Bank. Anything else | can do for you, Dr Hinton?

Wait a minute. This is extraordinary. | didn’t ask for the
account to be closed.

I’m sorry, Dr Hinton, but | can’t give you any more
information. Is there anything else | can do for you?

There certainly is; reinstate the account immediately. | didn’t
ask for it to be closed.
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RECORDED VOICE

SUPERVISOR (F)
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Please hold on Dr Hinton. | will have to put you through to a
supervisor.

PAUSE - DREADFUL MUSIC - INAPPRORIATELY CHEERFUL

We are sorry to keep you waiting. Your call is important to us
but all our representatives are busy at present. Your call will
be answered as soon as possible.

MORE DREADFUL MUSIC

I am sorry to have kept you waiting, Dr Hinton. How can | help
you?

Haven’t you been briefed? | hate having to start all over again.
Apparently my account has been closed without authorisation
and | want it reinstated immediately.

I’m sorry but that will not be possible. Once an account has
been closed it cannot be reopened for two years.

(agitated)

| couldn’t care less about your petty rules. | want that account
opened again, right now!

Please bear with me Dr Hinton.

LONG PAUSE - DREADFUL MUSIC
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SCENE FOUR

CALL CENTRE (M)

Dr HINTON

(talking to himself while he hangs on)

Can’t stand that ‘please bear with me’, as if I’ve any choice in
the matter...... ‘Have a nice day’. As if they cared. And this
noise. Certainly not designed to sooth. Sounds like Waterloo
station in rush hour. God, how long does it take to find a
supervisor? They’re probably all ‘tied up’. The mind boggles.

Thank you for holding on Dr Hinton. The good news is that |
have made special arrangements for your account to be
opened. The bad news is that it will take a couple of days -
reinstating an account which has been closed presents some
interesting challenges for our technical people.

You may find it difficult to appreciate this, but I’m not in the
least interested in providing challenges for your staff. | just
want that account up and running again as if nothing had
happened.

I’m confident that if you log on in a couple of days, you will
find everything in order.

Two days later. Dr Hinton telephones the bank having
discovered he is locked out of online banking

Thank you for passing security, Dr Hinton. How can | help?

Look, I’m at my wit’s end. | was assured that my account
would be reinstated by now but I’m still locked out. The
whole thing is an outrage.
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SCENE FIVE

Let’s have a look. Have there been any transactions during the
past week?

Of course not! The account was closed without any
authorisation over a week ago but | hope the mistake has been
corrected by now. | was promised that the account would be
reinstated.

Could you give me an example of a monthly direct debit
payment that goes out of this account?

Well, the Council Tax of £255 should have been paid on the
15" of the month.

OMINOUS PAUSE

I’m sorry, Dr Hinton, | will have to discontinue this
conversation and ask you to phone again.

(incredulous)

You want me to hang up and phone again? Why is that?

I’m sorry, Dr Hinton, but I’m not at liberty to discuss this
matter any further. You’ll have to phone again.

Are you mad? What difference will another call make?

Dr Hinton, frustrated, phones again



CALL CENTRE (F)  You are through to Sue. How can | help you?

Dr HINTON Before you ask me any security questions, let me explain my
predicament. My account with you was closed when it
shouldn’t have been, all the direct debits were cancelled along
with my debit card. So there’s no point asking me any of the
standard questions about recent transactions because,
regrettably, there haven’t been any. I’m phoning to check
that the account has been reopened and to find out why I’m
locked out of online banking.

CALL CENTRE Please bear with me. | will have to speak to a supervisor.

LONG PAUSE - GHASTLY MUSIC

Dr HINTON (talking to himself while he hangs on)

Here we go again...... ’bear with me’...... and to think I’'m
usually a mild mannered man. Why, I’m normally so polite |
even apologise to my brief case when | trip over it. The farce
of trying to get this bank to be sensible.... the time
wasted...... the frustrations of never getting to speak to the
same person. Petty in the scheme of things - but it is driving
me mad. Never mind, think of our troops in

Afghanistan...... it’s all relative........ a sense of perspective
alludes me.

CALL CENTRE Dr Hinton, thank you for bearing with me. The problem is that
your logging-on details are not correct. That is why you are
locked out.

Dr HINTON | can assure you that | am logging on in exactly the same way
that | have for years.
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SCENE SIX

CALL CENTRE (F)
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CALL CENTRE

For some reason it is not accepting the last four digits of your
debit card.

That is because you cancelled the wretched thing, but | have
been assured that it would be reactivated along with the
account.

No, your card definitely isn’t working. You’ll need to speak to
the Debit Card Department. I’ll put you through.

LONG PAUSE - MORE MUSIC

A debit card person comes on the line

Thank you for holding Dr Hinton, the records show that your
debit card was cancelled by the branch. My screen doesn’t
give a reason.

Believe me, | know the reason! It was a mistake and | am
trying to rectify it. Please can you activate my card so that |
can use online banking and get money from a hole in the wall?

I’m afraid you’ll have to go to the branch with your passport,
or a driving licence, and a utility bill showing your address, and
they will advise you what can be done.

What will a branch be able to do that you can’t do? Are you
sure it won’t be a wasted journey?

They might be able to reactivate your card and, if they can’t,
they will order a new card for you.
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Why can’t | order a new card now and save myself the trip?

I’m sorry, we can only do that if your card is damaged or
stolen.

So, if | damage my card, or tell you it has been stolen, you
could issue another one?

Yes, we can only order a replacement card if the original one
has been damaged or stolen.

Well, if you hang on a moment I’ll damage the card right

Wilful damage is a criminal offence. If you damage your card,
I will have no alternative but to report you.

(shouting)

This is farcical. You made a mistake, | have been massively
inconvenienced, no one has apologised. All | want is access to
my account and for life to return to normal.

Dr Hinton, please calm yourself. I’m not to blame and | can
assure you that I’'m doing my best to advise you.

Look, | know it’s not your fault - | wish it was then I’d know
who to blame! Every time | phone, | speak to someone
different and have to start all over again with your bloody
security questions. It’s crazy. All | want is for someone to
take responsibility for sorting out this mess.
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Dr HINTON
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The trouble is we are short staffed at present.........

(shouting again)

| don’t give a damn about your problems - | want you to solve
mine! Don’t you understand the utter frustration? This has
been going on for days. It wasn’t meant to be like this. |
haven’t been so angry since | lost my temper with a broom.

A broom?

That’s right, a BROOM!

Dr Hinton, | appreciate that you are frustrated but | must
remind you that these calls are monitored for quality.

Stuff your quality checks! I’d have thought listening to the
customer was quality?

No, it takes up too much time. There are targets.......

Bugger your targets!

Dr Hinton writes to the Chairman of Ug Bank.

Sound of typing on a keyboard.

(dictating to himself as he types)

Sir George Blunk



SCENE EIGHT

SIR GEORGE
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Chairman, Ug Bank
Head Office
Lombard Street

London

Dear Sir George

| appreciate this is a letter you would rather not receive -
particularly since it comes from a customer who, after 40
years, has decided to move his account to another bank.

In summary, my account was closed in error, | was not
informed, and over the last couple of weeks | have made
numerous phone calls in a vain attempt to right the matter.

The experience has been needlessly frustrating........

(fade out).

Dr Hinton receives an unexpected phone call

Dr Hinton, this Sir George, Chairman of Ug Bank. I’m phoning
to thank you for your interesting comments. It is rare for
someone to offer constructive suggestions such as yours. I’m
phoning to ask you if you would be prepared to meet with our
Customer Services Director to explore how we could
implement your ideas. Naturally, we’ll pay you a fee and
reimburse your expenses.

Sir George, I’m sorry to disappoint you, but my loyalties lie
elsewhere; Pretty Bank have already enlisted my services as a
special advisor on customer relations. I’m addressing their
Board next week. Good bye, Sir George.

Dr Hinton’s phone rings
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(waking with a start)
What’s that? Oh, the phone........

Hello, Dr Hinton speaking.

Dr Hinton, this is Gary from Pretty Bank. | hope I’m not
disturbing you?

What do you want? Is there a problem? Banks never phone
me, | always have to phone them.

Nothing to worry about, Dr Hinton. As a valued customer | am
calling to see if we can save you some money.

(dumbfounded)

Save me money? You’re a bank, why would you want to do
that?

We are contacting all our valued customers to ask if we can
quote for your house insurance. We see that your annual
premium is due in a couple of months and we are confident
that we can give you a better deal.

Am | to understand that you have telephoned in order to sell
me something? For one crazy moment | thought you might
have called to ask for feedback on your customer service.

Dr Hinton, I’m sure you are interested in reducing your house
insurance. I’ll put you through to a colleague who can give you
a competitive quote. Please bear with me............
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GHASTLY MuUSIC

Dr Hinton sighs and quietly puts the phone down.



