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What? 

báÖÜí=ÇÉäáÄÉê~íáîÉ=ÑçêìãëK
qÜÉëÉ=~êÉ=Äêç~Ç=ÇáëÅìëëáçå
ÖêçìéëI=ä~ëíáåÖ=~êçìåÇ=íÜêÉÉ
Üçìêë=~åÇ=Ñ~Åáäáí~íÉÇ=ëç=íÜ~í
é~êíáÅáé~åíë=í~äâ=~Äçìí=ïÜ~í
ã~ííÉêë=íç=íÜÉãK

Where? 

få=ìêÄ~åI=ëÉãáJêìê~ä=~åÇ=êìê~ä
~êÉ~ë=çÑ=ÜáÖÜ=ÇÉéêáî~íáçå=áå
båÖä~åÇK=

√ Peckham Ó=íê~Çáíáçå~ä=ïçêâJ
áåÖ=Åä~ëë=~êÉ~=çÑ=ëçìíÜ
içåÇçåK=kçï=áåÅäìÇÉë=ã~åó
ÇáîÉêëÉ=ÅçããìåáíáÉëK

√ St Blazey Ó=ëã~ää=íçïå=åÉ~ê
ëçìíÜ=`çêåáëÜ=Åç~ëíI=ÅäçëÉ=íç
m~ê=~åÇ=íÜÉ=bÇÉå=éêçàÉÅíK

mêÉîáçìëäó=Ççãáå~íÉÇ=Äó
äçÅ~ä=ãáåáåÖ=áåÇìëíêáÉëK

√ Byker Ó=áååÉê=Åáíó=ìêÄ~å=~êÉ~
áå=íÜÉ=É~ëí=ÉåÇ=çÑ=kÉïÅ~ëíäÉ
ìéçå=qóåÉK

√ Jaywick Ó=ëã~ää=ëÉ~ëáÇÉ=îáäJ
ä~ÖÉ=çå=íÜÉ=bëëÉñ=Åç~ëíK

√ Leigh Ó=íçïå=ïáíÜáå=íÜÉ
dêÉ~íÉê=j~åÅÜÉëíÉê=~êÉ~I
ÅäçëÉ=íç=táÖ~åK

√ Worksop Ó=íçïå=áå=êìê~ä
kçííáåÖÜ~ãëÜáêÉI=ÑçêãÉêäó=
~=ã~àçê=Åç~ä=ãáåáåÖ=~êÉ~K

√ Birmingham Ó=ä~êÖÉ=Åáíó=áå
tÉëí=jáÇä~åÇë=~êÉ~I=çÑíÉå
ÅçåëáÇÉêÉÇ=ëÉÅçåÇ=Åáíó=çÑ=rhK

√ Leeds Ó=ä~êÖÉ=Åáíó=áå=tÉëí
vçêâëÜáêÉK

Who? 

_ÉíïÉÉå=OM=~åÇ=QM=éÉçéäÉI
ëÉäÉÅíÉÇ=íç=êÉéêÉëÉåí=íÜÉ=éçéJ
ìä~íáçå=çÑ=íÜÉ=äçÅ~ä=~êÉ~K

mÉçéäÉ=~í=íÜÉ=_áêãáåÖÜ~ã=~åÇ
iÉÉÇë=Ñçêìãë=ïÉêÉ=Çê~ïå
Ñêçã=Ää~Åâ=~åÇ=ãáåçêáíó=ÉíÜåáÅ
ÅçããìåáíáÉë=çåäóK

Our research
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The world is
changing for
consumers.

• We are a more diverse group
than ever, with different
needs and expectations.

• We are better informed
about our rights, and use
the media and internet to
make our voices heard.

• We expect more for our
money and care about how
our choices affect other
people and the environment.

But while most consumers
enjoy greater choice, voice
and influence, some are being
left behind. 

• They have less choice.

• They are seen as less
attractive as potential
customers and have little
consumer power.

• They often pay more and
receive less for goods and
services.
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qç=ÜÉäé=ìë=~åëïÉê=íÜÉëÉ
èìÉëíáçåëI=ïÉ=ÜÉäÇ=~=åìãÄÉê
çÑ=ÇÉäáÄÉê~íáîÉ=Ñçêìãë=áå=~êÉ~ë
çÑ=ÜáÖÜ=ãìäíáéäÉ=ÇÉéêáî~íáçåI
íç=ÖáîÉ=éÉçéäÉ=äáîáåÖ=íÜÉêÉ=~
îçáÅÉ=~åÇ=ÜÉäé=ìë=ìåÇÉêëí~åÇ
íÜÉ=áëëìÉë=íÜÉó=Ñ~ÅÉK

The deprivation of an area 
is rated according to income
and employment; health and
disability; education, skills and
training; barriers to housing 
and services; and living
environment and crime.

qÜáë=ÄççâäÉí=ëìãã~êáëÉë=
íÜÉ=çîÉê~ää=ÑáåÇáåÖë=çÑ=çìê
êÉëÉ~êÅÜK=fí=ÅçîÉêë=íÜÉ=áëëìÉë
íÜ~í=ãçëí=~ÑÑÉÅíÉÇ=íÜÉ=éÉçéäÉ
ïÉ=ëéçâÉ=íçK=qÜÉ=éÉçéäÉ=ïÉ
êÉÑÉê=íç=áå=çìê=ÑáåÇáåÖë=~êÉ
íÜçëÉ=ïÜç=íççâ=é~êí=áå=íÜÉ
ÇÉäáÄÉê~íáîÉ=ÑçêìãëI=äáîáåÖ=áå
~êÉ~ë=çÑ=ÜáÖÜ=ÇÉéêáî~íáçåK

Last year the National Consumer Council
(NCC) launched a new initiative, Consumer
Futures, to help us better understand
consumers and how we can make a
difference to them. Consumer Futures
focuses on three key questions:

• What does it mean to be a consumer
today?

• What do we mean by ‘consumer
disadvantage’?

• How can we represent consumers and
address consumer disadvantage?



P

What are the 
key issues?

qÜÉ=Ñçêìãë=ÜáÖÜäáÖÜíÉÇ=ëçãÉ
Åçããçå=áëëìÉë=íÜ~í=~ÑÑÉÅíÉÇ
íÜÉ=ÅçåëìãÉêë=ïÉ=ëéçâÉ=íçK

Hit harder by everyday
problems

mÉçéäÉ=çÑíÉå=Ñ~ÅÉÇ=íÜÉ=
ë~ãÉ=ÉîÉêóÇ~ó=áëëìÉë=ïÉ=
~ää=Ñ~ÅÉK=qÜÉëÉ=áåÅäìÇÉÇ
ÇÉ~äáåÖ=ïáíÜ=Ä~åâ=ÅÜ~êÖÉëI
ãáëìåÇÉêëí~åÇáåÖë=~åÇ
ÖäáíÅÜÉë=ïáíÜ=ÄáääëI=~åÇ=~ÅÅÉëë
íç=dm=ëÉêîáÅÉëK=eçïÉîÉêI=íÜÉó
Å~å=ÄÉ=Üáí=Ü~êÇÉê=Äó=íÜÉëÉ
ÇáÑÑáÅìäíáÉë=~åÇ=ÑáåÇ=íÜÉã
ãçêÉ=ÇáÑÑáÅìäí=íç=êÉëçäîÉ=~åÇ
êÉÅçîÉê=ÑêçãK

Vulnerability

mÉçéäÉ=çÑíÉå=Ñ~ÅÉ=é~êíáÅìä~ê
éêçÄäÉãë=ÄÉÅ~ìëÉ=íÜÉ
ëáíì~íáçåë=áå=ïÜáÅÜ=íÜÉó=äáîÉ
ã~âÉ=íÜÉã=ãçêÉ=îìäåÉê~ÄäÉK
qÜÉëÉ=áåÅäìÇÉ=ÇççêëíÉé=ëÉääáåÖI
ìëáåÖ=éêÉJé~óãÉåí=ãÉíÉêë=~åÇ
~=ä~Åâ=çÑ=~ÅÅÉëë=íç=ÑêÉëÜ=~åÇ
ÜÉ~äíÜó=ÑççÇK

qÜÉ=êÉëí=çÑ=íÜáë=ÄççâäÉí=ÖáîÉë
ãçêÉ=ÇÉí~áäÉÇ=áåÑçêã~íáçå
~Äçìí=íÜÉëÉ=ÑáåÇáåÖëK

Time-poor, cash-poor

`çåëìãÉêë=äáîáåÖ=áå=ÇÉéêáîÉÇ
~êÉ~ë=Ü~îÉ=ÑÉïÉê=êÉëçìêÅÉë=íç
êÉëçäîÉ=éêçÄäÉãë=ïÜÉå=íÜÉó
~êáëÉI=Äìí=çÑíÉå=Ñ~ÅÉ=ÜáÖÜÉê
Åçëíë=áå=ÇçáåÖ=ëçK=qÜÉó=~êÉ
íáãÉ=éççê=~åÇ=Å~ëÜ=éççê=~åÇ
íÜáë=ã~âÉë=íÜÉã=äÉëë=äáâÉäó=íç=

ëÉÉâ=êÉÇêÉëëK=^=ëÉé~ê~íÉ
ÄççâäÉí=áå=íÜáë=ëÉêáÉë=Ó=
Time-poor, cash-poor Ó=ÖáîÉë
ãçêÉ=ÇÉí~áä=çå=íÜáë=áëëìÉK

Invisible, isolated and
ignored

få=ÇÉéêáîÉÇ=~êÉ~ëI=éÉçéäÉ
çÑíÉå=Ü~îÉ=~=ëÉåëÉ=çÑ=áëçä~íáçå
~åÇ=ÇáëÅçååÉÅíáçå=Ñêçã=íÜÉ
êÉëí=çÑ=ëçÅáÉíóK=pçãÉ=ÑÉÉä
ëíáÖã~íáëÉÇ=Äó=íÜÉ=~êÉ~ë=íÜÉó
äáîÉ=áå=~åÇ=ã~åó=~êÉ=~ëÜ~ãÉÇ
~åÇ=~Ñê~áÇ=ïÜÉå=ï~äâáåÖ
~êçìåÇ=íÜÉáê=åÉáÖÜÄçìêÜççÇëK
cÉï=ÑÉÉä=ÅçååÉÅíÉÇ=íç=ÅáîáÅ=çê
éçäáíáÅ~ä=éêçÅÉëëÉë=~åÇ=ã~åó
ÑÉÉä=íÜÉó=Ü~îÉ=ÄÉÉå=ÑçêÖçííÉå
~åÇ=~êÉ=ìåêÉéêÉëÉåíÉÇK=qÜÉó
íÜÉêÉÑçêÉ=ÇçåÛí=ëÉÉ=ãìÅÜ
éçíÉåíá~ä=Ñçê=áãéêçîÉãÉåíK=
^=ëÉé~ê~íÉ=ÄççâäÉí=Ó=Ignored,
isolated, invisible Ó=ÖáîÉë=ãçêÉ
ÇÉí~áä=çå=íÜáë=áëëìÉK
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‘They charge you for charging you.’

‘I was in tears because I didn’t have enough
money to get through the rest of the week.’

bank charges
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qÜÉ=ÅÜ~êÖÉë=ã~ÇÉ=Äó=Ä~åâë=
Ñçê=ìåé~áÇ=ÇáêÉÅí=ÇÉÄáíë=~åÇ
ÅÜÉèìÉëI=~åÇ=ìå~ìíÜçêáëÉÇ
çîÉêÇê~ÑíëI=ÖÉåÉê~íÉ=~=ÜìÖÉ
îçäìãÉ=çÑ=ÅçåëìãÉê
Åçãéä~áåíëK=

qÜÉ=éÉçéäÉ=ïÉ=ëéçâÉ=íç=~êÉ
çÑíÉå=ãçêÉ=îìäåÉê~ÄäÉ=íç
íÜÉëÉ=ÅÜ~êÖÉëK=qÜÉó=íÉåÇ=íç
Ü~îÉ=äÉëë=ÉñéÉêáÉåÅÉ=çÑ
Ä~åâáåÖ=~åÇ=ÉäÉÅíêçåáÅ
é~óãÉåíëI=~åÇ=~êÉ=çÑíÉå
ÑçêÅÉÇ=íç=ìëÉ=ÇáêÉÅí=ÇÉÄáíë
ÄÉÅ~ìëÉ=çíÜÉê=é~óãÉåí
ãÉíÜçÇë=~êÉ=åçí=~î~áä~ÄäÉ=çê
~êÉ=ãçêÉ=ÉñéÉåëáîÉK=qÜÉó=~êÉ
ÑêÉèìÉåíäó=ìå~ï~êÉ=íÜ~í=~
ÇáêÉÅí=ÇÉÄáí=Å~å=ÄÉ=é~áÇ=çìí
É~êäáÉê=íÜ~å=íÜÉ=åçãáå~íÉÇ
Ç~íÉI=ïÜÉêÉ=íÜáë=Ñ~ääë=çîÉê=~
ïÉÉâÉåÇ=çê=_~åâ=eçäáÇ~óK
tÜÉå=íÜáë=Ü~ééÉåë=~åÇ=
é~óãÉåíë=~êÉ=í~âÉå=çìí=
ÄÉÑçêÉ=ÉñéÉÅíÉÇI=áí=Å~å=
Å~ìëÉ=ÇáÑÑáÅìäíáÉëK

qÜÉ=éÉçéäÉ=ïÉ=ëéçâÉ=íç=Ó
ïÜçëÉ=áåÅçãÉë=ïÉêÉ=ÖÉåÉê~ääó
ìåéêÉÇáÅí~ÄäÉI=~ë=ïÉää=~ë=äçïÉê
íÜ~å=~îÉê~ÖÉ=Ó=Å~å=ÄÉ=Üáí=ïáíÜ
ÅÜ~êÖÉë=çÑ=¡PM=çê=¡PRI=çÑíÉå=~ë
~=êÉëìäí=çÑ=îÉêó=ëã~ää=ëÜçêíÑ~ääë
áå=Å~ëÜK=qÜÉëÉ=é~óãÉåíë=Å~å=ÄÉ
ÉåçìÖÜ=íç=íçééäÉ=~=íáÖÜíäó
Ä~ä~åÅÉÇ=ÄìÇÖÉí=~åÇ=Å~å
êÉëìäí=áå=~=ÅÜ~áå=êÉ~Åíáçå=çÑ
ìåé~áÇ=Äáääë=~åÇ=ÉëÅ~ä~íáåÖ
éÉå~äíó=ÅÜ~êÖÉëK=

`çåëìãÉêë=Ü~îÉ=Ü~Ç=áåÅêÉ~ëáåÖ
ëìÅÅÉëë=áå=êÉÅä~áãáåÖ=éÉå~äíó
ÅÜ~êÖÉë=áå=êÉÅÉåí=ãçåíÜëK=jçëí
éÉçéäÉ=áå=íÜÉ=Ñçêìãë=âåÉï
íÜ~í=áí=ï~ë=éçëëáÄäÉ=íç=Åä~áã
Ä~Åâ=éÉå~äíó=ÅÜ~êÖÉë=~åÇ=ëçãÉ
âåÉï=íÜ~í=íÜÉ=ÅÜ~êÖÉë=ãáÖÜí
åçí=ÄÉ=ä~ïÑìäK=aÉëéáíÉ=íÜáëI=ÑÉï
Ü~Ç=~ííÉãéíÉÇ=íç=êÉÅä~áã=íÜÉ
ÅÜ~êÖÉë=ã~ÇÉ=~Ö~áåëí=íÜÉãI
ÄÉäáÉîáåÖ=íÜ~í=Ä~åâë=ÇáÇ=åçí
î~äìÉ=íÜÉã=ÜáÖÜäó=ÉåçìÖÜ=
~ë=ÅìëíçãÉêë=íç=êÉëéçåÇ=íç
íÜÉáê=Åçãéä~áåíëK=

In January 2008, The Office of
Fair Trading took the banks to
the High Court to rule whether
bank charges over £30 are
unfair and illegal.



S

‘I was with NTL and changed over to Virgin
Media. I had a direct debit with NTL, and the
next thing Virgin sent me a bill for £350. I said I
was not going to pay that and then they cut off
the telephone, the television and my email, so I
was unable to contact my family and friends for
weeks… you cannot talk to the outside world.’

billing mistakes and confusion
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j~åó=ÅçåëìãÉêë=ÑáåÇ=ÄáääëI
ÉëéÉÅá~ääó=íÜçëÉ=êÉä~íáåÖ=
íç=ìíáäáíáÉë=~åÇ=íÉäÉJ
ÅçããìåáÅ~íáçåë=ëÉêîáÅÉëI
ÇáÑÑáÅìäí=íç=ìåÇÉêëí~åÇK=
qÜÉó=Å~å=ÑáåÇ=íÜÉãëÉäîÉë
çïáåÖ=ãçåÉó=ïáíÜçìí
ìåÇÉêëí~åÇáåÖ=ïÜóK=qÜáë=Å~å
ÄÉ=Å~ìëÉÇ=Äó=Éëíáã~íÉÇ=Äáääë
íÜ~í=Ü~îÉ=Ñ~ääÉå=Ñ~ê=ëÜçêí=
çÑ=~Åíì~ä=ìëÉI=êÉëìäíáåÖ=áå
ìåÉñéÉÅíÉÇäó=ÜáÖÜ=Äáääë=~í=
íÜÉ=ÉåÇ=çÑ=~=ÄáääáåÖ=éÉêáçÇK
pÉêîáÅÉJÄìåÇäáåÖ=Å~å=~äëç
êÉëìäí=áå=ÅçåÑìëáçå=ïÜÉêÉ
íÜÉêÉ=áë=~=ä~Åâ=çÑ=Åä~êáíó=~êçìåÇ
ëìééäó=~åÇ=ìëÉK=j~åó=éÉçéäÉ
ëíêìÖÖäÉ=íç=ãçåáíçê=Üçï=ãìÅÜ
íÜÉó=çïÉ=çê=ïÜ~í=ëÉêîáÅÉë=íÜÉó
~Åíì~ääó=êÉÅÉáîÉK

fåÉñéÉêáÉåÅÉ=~åÇ=ä~Åâ=çÑ
ÅçåÑáÇÉåÅÉ=áå=~êÖìáåÖ=íÜÉáê
Å~ëÉI=ÉëéÉÅá~ääó=ïÜÉå=ëìééäáÉêë
~êÉ=èìáÅâ=íç=íÜêÉ~íÉå
ÇáëÅçååÉÅíáçå=çê=êÉÑÉê=ìåé~áÇ
Äáääë=íç=ÇÉÄí=ÅçääÉÅíçêëI=ãÉ~åí
ëçãÉ=éÉçéäÉ=Ü~Ç=é~áÇ=Äáääë
íÜ~í=íÜÉó=ÄÉäáÉîÉÇ=íç=ÄÉ
áå~ÅÅìê~íÉ=çê=ìåàìëíáÑáÉÇK
qÜÉëÉ=ÅçåëìãÉêë=Ñ~ää=áåíç=
ÇÉÄí=çê=Öç=ïáíÜçìí=ÉëëÉåíá~ä
ëÉêîáÅÉëI=íç=é~ó=Äáääë=íÜÉó=~êÉ
åçí=ÉîÉå=ëìêÉ=íÜÉó=çïÉK
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‘You can’t get through to a human being…
you’re there two days later… and your phone
bill… sky high and you haven’t even spoken to
nobody.’  

‘You don’t understand them, they don’t
understand you and all this time your bill is 
going up.’

call centres
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qÜÉ=ê~éáÇ=ÖêçïíÜ=çÑ=Å~ää
ÅÉåíêÉë=áå=éìÄäáÅ=ëÉêîáÅÉëI=~ë
ïÉää=~ë=áå=íÜÉ=éêáî~íÉ=ëÉÅíçêI
ãÉ~åë=íÜ~í=ÅçåëìãÉêë=Ü~îÉ
äáííäÉ=ÅÜçáÅÉ=Äìí=íç=ÇÉ~ä=
ïáíÜ=íÜÉãK

`~ää=ÅÉåíêÉë=~êÉ=ìåéçéìä~ê
ïáíÜ=ã~åó=ÅçåëìãÉêë=~åÇ=íÜÉ
éÉçéäÉ=ïÉ=ëéçâÉ=íç=Ñ~ÅÉÇ
ÑìêíÜÉê=ÇáÑÑáÅìäíáÉë=~ë=~=êÉëìäí
çÑ=íÜÉáê=ÇÉ~äáåÖë=ïáíÜ=íÜÉãK

qÜÉó=éêÉÑÉê=Ñ~ÅÉJíçJÑ~ÅÉ
áåíÉê~Åíáçå=~åÇ=ïÉêÉ=äÉëë
ÅçåÑáÇÉåí=~Äçìí=íÉäÉéÜçåÉ
íê~åë~ÅíáçåëI=ÑáåÇáåÖ=áí=Ü~êÇÉê
~åÇ=ãçêÉ=íáãÉJÅçåëìãáåÖ=íç
êÉëçäîÉ=éêçÄäÉãë=íÜáë=ï~óK
fëëìÉë=íÜ~í=ã~ó=éêÉîáçìëäó
Ü~îÉ=ÄÉÉå=~ÇÇêÉëëÉÇ=Äó
éçééáåÖ=áåíç=~=äçÅ~ä=ëÜçéI
Äê~åÅÜ=çê=çÑÑáÅÉI=Å~å=ÉëÅ~ä~íÉ
ìååÉÅÉëë~êáäó=ïÜÉå=ÇÉ~äí=ïáíÜ
îá~=~=Å~ää=ÅÉåíêÉK=

e~îáåÖ=íç=ã~âÉ=ãìäíáéäÉ=
Å~ääëI=ÄÉáåÖ=ìå~ÄäÉ=íç=ëéÉ~â=
íç=ëçãÉçåÉ=ïáíÜ=íÜÉ=~ìíÜçêáíó=
íç=ÇÉ~ä=ïáíÜ=íÜÉáê=éêçÄäÉãI
êÉéÉ~íáåÖ=íÜÉ=ë~ãÉ
áåÑçêã~íáçå=íç=ëÉîÉê~ä
ÇáÑÑÉêÉåí=éÉçéäÉ=É~ÅÜ=íáãÉ
íÜÉó=Å~ääÉÇI=ÄÉáåÖ=äÉÑí=çå=ÜçäÇ
Ñçê=äçåÖ=éÉêáçÇëI=~åÇ=ÑáåÇáåÖ
íÜ~í=éêçãáëÉÇ=~Åíáçåë=ïÉêÉ
åçí=ÑçääçïÉÇ=ìéI=ïÉêÉ=~ää
Åçããçå=ÖêáéÉëK=qÜÉêÉ=ï~ë
ïáÇÉëéêÉ~Ç=~ÖêÉÉãÉåí=
ïáíÜáå=íÜÉ=Ñçêìãë=íÜ~í=Å~ää
ÅÉåíêÉë=ã~âÉ=áí=Ñ~ê=Ü~êÇÉê=
íç=êÉëçäîÉ=éêçÄäÉãëK=

få=~ÇÇáíáçåI=Ü~îáåÖ=íç=ìëÉ=Å~ää
ÅÉåíêÉë=ãÉ~åí=íÜ~í=éÉçéäÉ
áåÅìêêÉÇ=Éñíê~=ÅçëíëI=ïÜáÅÜ=Å~å
ÄÉ=Çáëéêçéçêíáçå~íÉäó=ÜáÖÜ=Ñçê
ëçãÉK=fí=ï~ë=åçí=ìåìëì~ä=Ñçê
Ñçêìã=é~êíáÅáé~åíë=íç=Ü~îÉ
äáãáíÉÇ=~ÅÅÉëë=íç=ä~åÇäáåÉ
íÉäÉéÜçåÉëI=ÄÉÅ~ìëÉ=íÜÉó=ÇáÇ
åçí=Ü~îÉ=çåÉ=~í=ÜçãÉ=çê
ÅçìäÇåÛí=ìëÉ=~=ä~åÇäáåÉ=éÜçåÉ

ÇìêáåÖ=ïçêâ=ÜçìêëK=lÑíÉå=íÜÉ
çåäó=ï~ó=íÜÉó=ÅçìäÇ=Åçåí~Åí=~
Å~ää=ÅÉåíêÉ=ï~ë=Äó=ìëáåÖ=~
ãçÄáäÉI=çå=ïÜáÅÜ=ÉîÉå=Å~ääë=íç
ÚÑêÉÉéÜçåÉÛ=åìãÄÉêë=Å~å=ÄÉ
ÅÜ~êÖÉÇK=qóéáÅ~ääó=íÜÉó=ïÉêÉ
çå=é~óJ~ëJóçìJÖç=í~êáÑÑëI=ïÜáÅÜ
Ü~îÉ=ÜáÖÜÉê=Å~ää=ê~íÉëK

cçê=é~óJ~ëJóçìJÖç=ãçÄáäÉ
éÜçåÉ=ìëÉêëI=íáãÉ=ëéÉåí
í~äâáåÖ=çê=çåJÜçäÇ=íç=~=Å~ää
ÅÉåíêÉ=äÉÑí=íÜÉã=ïáíÜçìí
éÜçåÉ=ÅêÉÇáí=Ñçê=íÜÉáê=åçêã~ä
ÉîÉêóÇ~ó=ìëÉÉ=~åÇ=çìí=çÑ
íçìÅÜ=ïáíÜ=ÑêáÉåÇë=~åÇ=Ñ~ãáäóK

^=ãáåçêáíó=çÑ=éÉçéäÉ=ÇáÇ=åçí
Ü~îÉ=~ÅÅÉëë=íç=ÉáíÜÉê=~=ä~åÇäáåÉ
çê=~=ãçÄáäÉ=éÜçåÉI=ëç=ìëÉÇ=~
éìÄäáÅ=éÜçåÉ=ÄçñI=ïÜÉêÉ
ÄÉáåÖ=ìå~ÄäÉ=íç=í~äâ=íç=íÜÉ
êáÖÜí=éÉêëçåI=ÄÉáåÖ=éìí=çå
ÜçäÇ=Ñçê=äçåÖ=éÉêáçÇë=çê=ÄÉáåÖ
~ëâÉÇ=íç=Å~ää=Ä~Åâ=áë
é~êíáÅìä~êäó=éêçÄäÉã~íáÅK==



NM

‘You have to ring at 8.30 when you are taking
children to school – it’s impossible.’  

‘It’s worrying if you are poorly and you’ve had
two heart attacks as I have, and you have to wait
until the next day to be seen. You start to panic.’

GP services and NHS dental care 



NN

mêçÄäÉãë=ÖÉííáåÖ=dm
~ééçáåíãÉåíëI=ÉëéÉÅá~ääó
çìíëáÇÉ=ëìêÖÉêó=ÜçìêëI=Å~å=ÄÉ=
~=ÑÉ~íìêÉ=çÑ=äáÑÉ=Ñçê=ã~åó
ÅçåëìãÉêëK

dÉííáåÖ=íç=íÜÉáê=dm=ï~ë=~
ëáÖåáÑáÅ~åí=éêçÄäÉã=Ñçê=ã~åó
éÉçéäÉI=ïÜç=çÑíÉå=Ü~Ç=ÅÜêçåáÅ
ÜÉ~äíÜ=éêçÄäÉãë=çê=ïÉêÉ
Å~êáåÖ=Ñçê=óçìåÖ=ÅÜáäÇêÉåK
qÜçëÉ=ïÜç=ïÉêÉ=áå
ÉãéäçóãÉåí=çê=Ü~Ç=íç=í~âÉ
ÅÜáäÇêÉå=íç=ëÅÜççä=ïÉêÉ=çÑíÉå
ìå~ÄäÉ=íç=Å~ää=íÜÉ=ëìêÖÉêó=~í
íÜÉ=~ääçííÉÇ=íáãÉ=íç=ã~âÉ=~å
~ééçáåíãÉåí=ìåäÉëë=íÜÉó=íççâ
íÜÉ=Ç~ó=çÑÑ=ïçêâ=çê=âÉéí=íÜÉáê
ÅÜáäÇêÉå=çÑÑ=ëÅÜççäK

tÜÉå=íÜÉó=ÇáÇ=ÖÉí=íÜêçìÖÜI
ÄÉáåÖ=èìÉëíáçåÉÇ=~Äçìí=íÜÉáê
åÉÉÇ=íç=ëÉÉ=~=ÇçÅíçê=ã~ÇÉ
éÉçéäÉ=ÑÉÉä=íÜ~í=íÜÉáê=áåíÉÖêáíó
ï~ë=áå=ÇçìÄí=~åÇ=íÜ~í=íÜÉó
ïÉêÉ=ëÉÉå=~ë=íáãÉJï~ëíÉêëK
pçãÉ=ÑÉäí=íÜ~í=åçí=ÄÉáåÖ=ÖáîÉå

~å=~ééçáåíãÉåí=ï~ë=~å
áåÇáÅ~íáçå=íÜ~í=íÜÉó=ïÉêÉ=çîÉêJ
êÉ~ÅíáåÖ=~åÇ=åçí=áää=ÉåçìÖÜ=íç
ëÉÉ=~=ÇçÅíçêK

qÜÉ=ÅçåëÉèìÉåÅÉë=çÑ=åçí=ÄÉáåÖ
~ÄäÉ=íç=ÖÉí=~=dm=~ééçáåíãÉåí
ÅçìäÇ=ÄÉ=é~êíáÅìä~êäó=ëÉêáçìë
Ñçê=íÜÉ=éÉçéäÉ=ïÉ=ëéçâÉ=íçK
^ï~êÉåÉëë=çÑ=ÜÉ~äíÜ
áåÑçêã~íáçå=ëÉêîáÅÉëI=ëìÅÜ=~ë
kep=aáêÉÅíI=ï~ë=äçïX=ÑÉï
éÉçéäÉ=Ü~Ç=ëçìÖÜí=íÜáë=âáåÇ=
çÑ=ÜÉäé=ïÜÉå=íÜÉó=ïÉêÉ
ìå~ÄäÉ=íç=ëÉÉ=íÜÉáê=dmK=få
ÖÉåÉê~äI=íÜÉó=Ñ~ÅÉÇ=~=ëí~êâ
ÅÜçáÅÉ=Ó=ìëáåÖ=ÉãÉêÖÉåÅó
ÜÉ~äíÜ=ëÉêîáÅÉë=áå~ééêçéêá~íÉäóI
çê=ëÉäÑJãÉÇáÅ~íáåÖ=~åÇ=ÜçéáåÖ
Ñçê=íÜÉ=ÄÉëíK=tÜáäÉ=ëçãÉ
éÉçéäÉ=ïÉêÉ=éêÉé~êÉÇ=íç=í~âÉ
íÜáë=âáåÇ=çÑ=ÅÜ~åÅÉ=ïáíÜ=íÜÉáê
çïå=ÜÉ~äíÜI=íÜÉó=ïÉêÉ=åÉêîçìë
~åÇ=ÑÉäí=Öìáäíó=~Äçìí=êáëâáåÖ
íÜÉ=ÜÉ~äíÜ=çÑ=íÜÉáê=ÅÜáäÇêÉå=çê
çíÜÉê=éÉçéäÉ=íÜÉó=Å~êÉÇ=ÑçêK

mÉçéäÉ=ïÉêÉ=~ÅìíÉäó=~ï~êÉ=
çÑ=íÜÉ=ëÜçêí~ÖÉ=~åÇ=é~íÅÜó
ÅçîÉê~ÖÉ=çÑ=kep=ÇÉåíáëíëK=
qÜÉó=ÑÉäí=ëíêçåÖäó=íÜ~í=íÜÉáê
~ÅÅÉëë=íç=kep=ÇÉåíáëíë=ï~ë
êÉëíêáÅíÉÇ=ÄÉÅ~ìëÉ=çÑ=íÜÉ=~êÉ~ë
íÜÉó=äáîÉÇ=áåK=qÜÉó=ÄÉäáÉîÉÇ
íÜáë=ï~ë=ÄÉÅ~ìëÉ=íÜÉó=ïÉêÉ
åçí=ÇÉëáê~ÄäÉ=~ë=é~íáÉåíë=~åÇ
íÜ~í=ÇÉåíáëíë=ïçìäÇ=åçí=ï~åí
íÜÉã=çå=íÜÉáê=ÄççâëK=

^ë=é~óáåÖ=Ñçê=éêáî~íÉ
íêÉ~íãÉåí=ï~ë=åçí=~å=çéíáçå
Ñçê=~åó=çÑ=íÜÉ=Ñçêìã
é~êíáÅáé~åíëI=ÄÉáåÖ=ìå~ÄäÉ=íç
ÖÉí=kep=ÇÉåí~ä=Å~êÉ=ãÉ~åí=åçí
Ü~îáåÖ=~ÅÅÉëë=íç=~åó=ÇÉåí~ä
éêçîáëáçåK=^Çìäíë=Ü~Ç=ÄÉÅçãÉ
ìëÉÇ=íç=áÖåçêáåÖ=ÇÉåí~ä
éêçÄäÉãë=~åÇ=ëÉäÑJãÉÇáÅ~íáåÖK
m~êÉåíëI=ÜçïÉîÉêI=ÑÉäí=ëíêçåÖäó
íÜ~í=íÜÉó=ïÉêÉ=äÉííáåÖ=íÜÉáê
ÅÜáäÇêÉå=Ççïå=Äó=åçí=í~âáåÖ
íÜÉã=íç=íÜÉ=ÇÉåíáëíK



NO

‘You feel reeled in, you get into debt, you can’t
get out and you go mad with it.’  

‘When you get a credit card or any credit, you
have the best intentions to use it wisely, and 
then bills just come in. I’ll think “I’ll buy my
shopping on the credit card this week but I must
make sure I put it back the week after”, and it
just accumulates like that.’

credit



NP

`êÉÇáí=ï~ë=çÑíÉå=ã~êâÉíÉÇ=íç
íÜÉ=éÉçéäÉ=ïÉ=ëéçâÉ=íçI
ïÜÉíÜÉê=íÜÉó=ïÉêÉ=áå=~
éçëáíáçå=íç=ã~âÉ=ìëÉ=çÑ=áí=çê
åçíK=qÜÉó=Ü~Ç=íÜÉ=çééçêíìåáíó
~åÇ=áåÇìÅÉãÉåíë=íç=ÄçêêçïI
~äíÜçìÖÜ=íÜÉó=~äëç=êÉÅçÖåáëÉÇ
íÜ~í=ÄçêêçïáåÖ=ÅçìäÇ=éêÉëÉåí
íÜÉã=ïáíÜ=éêçÄäÉãëI=ëìÅÜ=~ë
ÑáåÇáåÖ=áí=ÇáÑÑáÅìäí=íç=ã~âÉ
êÉé~óãÉåíë=çê=ÖÉí=çìí=çÑ=ÇÉÄíK

bëÅ~ä~íáçå=çÑ=ÇÉÄí=ï~ë=~å=áëëìÉ
Ó=éÉçéäÉ=~ÅÅìãìä~íÉÇ=ÅêÉÇáí
~åÇ=íÜÉå=ÑçìåÇ=áí=ÇáÑÑáÅìäí=íç
ÖÉí=çìí=çÑ=íÜÉáê=ëáíì~íáçåK
mÉçéäÉ=êÉÅçÖåáëÉÇ=íÜ~í=íÜÉó
ëÜçìäÇ=çåäó=Äçêêçï=ïÜ~í=íÜÉó
ÅçìäÇ=~ÑÑçêÇ=íç=é~ó=Ä~ÅâI=Äìí
íÜÉó=~äëç=ï~åíÉÇ=íç=ÄÉ=~ÄäÉ=íç
íêìëí=äÉåÇÉêë=íç=~Åí=êÉëéçåëáÄäóK



NQ

‘They just won’t take no for an answer.’  

‘He got me to sign a contract under false
pretences. It’s just not right. You think you are
just signing for some literature.’

‘Now I just don’t open the door to anyone
anymore.’

doorstep selling



NR

tÜáäÉ=ÇççêJíçJÇççê=ëÉääáåÖ=
Ü~ë=ÄÉÅçãÉ=Ñ~ê=äÉëë=Åçããçå=
áå=êÉÅÉåí=óÉ~êëI=áí=ÅçåíáåìÉë=
áå=ëçãÉ=~êÉ~ë=~åÇ=Å~å=ÄÉ
áåíêìëáîÉI=ìåëÅêìéìäçìë=~åÇI=
~í=íáãÉëI=~ÖÖêÉëëáîÉK

kÉáÖÜÄçìêÜççÇë=íÜ~í=~êÉ
ÅÜ~ê~ÅíÉêáëÉÇ=Äó=éÉçéäÉ=äáâÉäó
íç=ÄÉ=~í=ÜçãÉ=ÇìêáåÖ=íÜÉ=Ç~ó
~êÉ=çÑíÉå=í~êÖÉíÉÇ=Ñçê=~=ê~åÖÉ
çÑ=ÖççÇë=~åÇ=ëÉêîáÅÉë=ëçäÇ=çå
íÜÉ=ÇççêëíÉéI=Ñêçã=íçóëI=Äççâë
~åÇ=ÅäÉ~åáåÖ=éêçÇìÅíë=íç
çêíÜçé~ÉÇáÅ=ÄÉÇë=~åÇ=ÜÉ~êáåÖ
~áÇëK=ríáäáíáÉë=~åÇ=íÉäÉÅçãë
Åçãé~åáÉë=~äëç=ìëÉ=ÇççêëíÉé
ëÉääáåÖ=íç=ÉåÅçìê~ÖÉ=éÉçéäÉ=íç
ëïáíÅÜ=éêçîáÇÉêë=çê=ëáÖå=ìé=íç
åÉï=Åçåíê~ÅíëK

mÉçéäÉ=ïÉ=ëéçâÉ=íç=ïÉêÉ=
ïçêå=Ççïå=Äó=íÜÉ=ÑêÉèìÉåí
Çáëêìéíáçå=çÑ=ÅçäÇJÅ~ääÉêë=~åÇ
íÜÉ=íáãÉ=íÜÉó=Ü~Ç=íç=ëéÉåÇ
ÖÉííáåÖ=êáÇ=çÑ=ÇÉíÉêãáåÉÇ=
ë~äÉë=éÉçéäÉK=aççêëíÉé=ëÉääáåÖ=
Äó=ìíáäáíáÉë=~åÇ=íÉäÉÅçãë
Åçãé~åáÉëI=áå=é~êíáÅìä~êI
êÉã~áåë=êáÑÉ=áå=íÜÉëÉ=~êÉ~ëK
mÉçéäÉ=ÇÉëÅêáÄÉÇ=Üçï=íÜÉó=
ÑÉäí=íêáÅâÉÇ=áåíç=ëáÖåáåÖ=ìé=íç
~=åÉï=Åçãé~åó=ïÜÉå=íÜÉó
íÜçìÖÜí=íÜÉó=ïÉêÉ=ëáãéäó
êÉèìÉëíáåÖ=ÑìêíÜÉê
áåÑçêã~íáçåK=líÜÉêë=í~äâÉÇ=çÑ
ëáÖåáåÖ=Åçåíê~Åíë=ëáãéäó=íç=ÖÉí
êáÇ=çÑ=~=ë~äÉëã~åI=áåíÉåÇáåÖ=íç
Å~åÅÉä=áããÉÇá~íÉäóK



NS

‘It was a brand new meter… They promised me 
it would all be sorted out for Friday, so on Friday 
I was crying my eyes out saying “please help”,
because I would have no electric over the
weekend… In the end it worked, but this was
after two weeks and all my money. Every penny 
I had was going in that meter and I never got any
money back.’

pre-payment meters 



NT

mêÉJé~óãÉåí=ãÉíÉêë=~êÉ=~
î~äìÉÇ=~åÇ=ÉÑÑÉÅíáîÉ=é~óãÉåí
ãÉíÜçÇ=Ñçê=éÉçéäÉ=çå=äçï
áåÅçãÉëK=qÜÉó=Éå~ÄäÉ=éÉçéäÉ
íç=ëéêÉ~Ç=íÜÉ=Åçëíë=çÑ=Ö~ë=~åÇ
ÉäÉÅíêáÅáíó=áå=ëã~ääI=Å~ëÜ
~ãçìåíë=~åÇ=íç=äáåâ=ìë~ÖÉ
ïáíÜ=ëéÉåÇáåÖK=_ìí=íÜÉó=~êÉ
~äëç=ïáÇÉäó=ÅêáíáÅáëÉÇ=Ñçê=ÄÉáåÖ
ãçêÉ=ÉñéÉåëáîÉ=éÉê=ìåáí=çÑ
ÉåÉêÖó=ìëÉÇ=íÜ~å=çíÜÉê
é~óãÉåí=ãÉíÜçÇëI=~åÇ=
Ñçê=ìåêÉäá~ÄäÉ=ãÉíÉêë=~åÇ
é~óãÉåí=Å~êÇëK=

qÜÉêÉ=ï~ë=~=ëíêçåÖ=ëÉåëÉ=çÑ
ìåÑ~áêåÉëë=íÜ~í=éÉçéäÉ=ìëáåÖ
éêÉJé~óãÉåí=ãÉíÉêëI=ÖÉåÉê~ääó
íÜçëÉ=ïÜç=~êÉ=éççê=~åÇLçê=
áå=ÇÉÄíI=Ü~îÉ=íç=é~ó=ãçêÉ
íÜ~å=éÉçéäÉ=ïÜç=~êÉ=ÄÉííÉê
çÑÑ=~åÇ=Å~å=é~ó=íÜÉáê=Äáääë=áå
çíÜÉê=ï~óëK

q~äÉë=çÑ=ãçåÉó=Ü~îáåÖ=ÄÉÉå
éìí=çå=é~óãÉåí=Å~êÇë=ïÜáÅÜ
Ñ~áäÉÇ=íç=êÉÖáëíÉê=çå=íÜÉ=ãÉíÉê
ïÉêÉ=~äëç=ÅçããçåK=få=íÜÉëÉ
Å~ëÉëI=äçëáåÖ=íÜÉ=ãçåÉó
áåîçäîÉÇI=ïÜáÅÜ=ÅçìäÇ=çåäó=
ÄÉ=êÉÅä~áãÉÇ=Äó=éìííáåÖ=~
Åçãéä~áåí=áå=ïêáíáåÖI=ï~ë=íÜÉ
äÉ~ëí=çÑ=íÜÉáê=éêçÄäÉãëK
oÉéçêíáåÖ=Ñ~ìäíë=ïáíÜ=éêÉJ
é~óãÉåí=ãÉíÉêëI=åçï=íÜ~í=
Ö~ë=~åÇ=ÉäÉÅíêáÅáíó=ëÜçïêççãë
Ü~îÉ=ÄÉÉå=êÉéä~ÅÉÇ=ïáíÜ=Å~ää
ÅÉåíêÉJÄ~ëÉÇ=ÅìëíçãÉê
ëÉêîáÅÉëI=ãÉ~åí=ëéÉåÇáåÖ
î~äì~ÄäÉ=íáãÉ=ïÜáäÉ=áåÅìêêáåÖ
~ÇÇáíáçå~ä=Åçëíë=ã~âáåÖ=Å~ääëK
pÉîÉê~ä=éÉçéäÉ=ÑçìåÇ
Åçãé~åáÉë=ìåêÉäá~ÄäÉ=áå
êÉëéçåÇáåÖ=íç=Åçãéä~áåíë=~åÇ
ëçäîáåÖ=éêçÄäÉãëK=

cêÉèìÉåíäóI=íÜÉó=~äëç=Ü~Ç=íç
ã~âÉ=~=ÑìêíÜÉê=íêáé=íç=íçé=ìé
íÜÉ=Å~êÇ=~Ö~áåK=tÜÉå=íÜÉëÉ
éêçÄäÉãë=çÅÅìêêÉÇ=~í=åáÖÜí
ïÜÉå=ëÜçéë=ïÉêÉ=ÅäçëÉÇ=~åÇ
ÅÜáäÇêÉå=ïÉêÉ=áå=ÄÉÇI=éÉçéäÉ
Ü~Ç=íç=ï~áí=ìåíáä=íÜÉ=
ÑçääçïáåÖ=Ç~ó=íç=íçéJìé=íÜÉáê
Å~êÇëI=äÉ~îáåÖ=íÜÉã=ïáíÜçìí
ÉåÉêÖó=çîÉêåáÖÜíK==



NU

‘Healthy foods aren’t affordable. It would be
better if we could buy them locally and cut out
the middlemen.’

‘Just because we live on a council estate doesn’t
mean we eat junk.’

access to fresh, healthy food



NV

_ÉáåÖ=ìå~ÄäÉ=íç=~ÅÅÉëë=~
êÉ~ëçå~ÄäÉ=ê~åÖÉ=çÑ=~ÑÑçêÇ~ÄäÉ
ÑêÉëÜ=ÑççÇ=ï~ë=~=éêçÄäÉã=Ñçê
éÉçéäÉ=áå=ëÉîÉê~ä=çÑ=íÜÉ
ÑçêìãëI=ÉëéÉÅá~ääó=íÜçëÉ=äáîáåÖ
áå=êìê~ä=~åÇ=ëÉãáJêìê~ä=~êÉ~ëK

j~åó=éÉçéäÉ=ÇáÇ=åçí=Ü~îÉ=
~=ëìéÉêã~êâÉí=áå=íÜÉáê
áããÉÇá~íÉ=~êÉ~=~åÇ=Ü~Ç=íç
êÉäó=çå=ÅçåîÉåáÉåÅÉ=ëíçêÉë=çê
Ñ~ÅÉ=íÜÉ=~ÇÇáíáçå~ä=íáãÉ=~åÇ
Åçëíë=áåîçäîÉÇ=áå=ã~âáåÖ=~
àçìêåÉó=íç=íÜÉ=åÉ~êÉëí=íçïåK
qÜÉ=äçÅ~ä=ÅçåîÉåáÉåÅÉ=ëíçêÉë
çÑíÉå=Ü~Ç=~=äáãáíÉÇ=ê~åÖÉ=çÑ
ÖççÇë=~åÇ=êÉëíêáÅíÉÇ=çéÉåáåÖ
ÜçìêëK=m~êÉåíëI=áå=é~êíáÅìä~êI
ïÉêÉ=~åÖêó=íÜ~í=íÜÉó=Ü~Ç
í~âÉå=çå=éìÄäáÅ=ÜÉ~äíÜ
ãÉëë~ÖÉë=~Äçìí=ÜÉ~äíÜó=
É~íáåÖ=Äìí=ïÉêÉ=ìå~ÄäÉ=íç=
~Åí=çå=íÜÉãK

m~êíáÅáé~åíë=áå=çåÉ=çÑ=íÜÉ
ìêÄ~å=Ñçêìãë=ÇáÇ=Ü~îÉ=~=äçÅ~ä
ëìéÉêã~êâÉí=Ó=çåÉ=çÑ=íÜÉ=ä~êÖÉ
å~íáçå~ä=ÅÜ~áåë=Ó=Äìí=ïÉêÉ
~äãçëí=ìå~åáãçìë=áå=íÜÉáê
ÅêáíáÅáëã=çÑ=áíK=qÜÉó=ïÉêÉ
ÅêáíáÅ~ä=çÑ=íÜÉ=éêáÅÉëI=èì~äáíó
~åÇ=ê~åÖÉ=çÑ=éêçÇìÅÉK=^ÄçîÉ
~ääI=íÜÉó=ïÉêÉ=Ñìêáçìë=~í=íÜÉ
éççê=ÅìëíçãÉê=ëÉêîáÅÉ=íÜÉó
êÉÅÉáîÉÇ=~åÇI=áå=é~êíáÅìä~êI=íÜÉ
êìÇÉåÉëë=çÑ=íÜÉ=ëí~ÑÑK=_ÉÅ~ìëÉ
íÜáë=ï~ë=íÜÉ=çåäó=êÉã~áåáåÖ
ëìéÉêã~êâÉí=áå=íÜÉ=~êÉ~I=~åÇ
çíÜÉê=äçÅ~ä=ëÜçéë=Ü~Ç=ÅäçëÉÇ
ÇçïåI=íÜÉó=ÑÉäí=íÜÉó=ïÉêÉ=~
Å~éíáîÉ=ã~êâÉí=~åÇ=ïÉêÉ
íêÉ~íÉÇ=~ÅÅçêÇáåÖäóK=qÜÉó
ÄÉäáÉîÉÇ=ëíêçåÖäó=íÜ~í=íÜÉó
ïÉêÉ=åçí=î~äìÉÇ=~ë=ÅìëíçãÉêë
ÄÉÅ~ìëÉ=íÜÉó=ÇáÇ=åçí=Ü~îÉ=
íÜÉ=çéíáçå=çÑ=í~âáåÖ=íÜÉáê
ÄìëáåÉëë=ÉäëÉïÜÉêÉK=

`çåëÉèìÉåíäóI=íÜÉó=Ü~Ç=åç
ÅÜçáÅÉ=Äìí=íç=ÅçåíáåìÉ
ëÜçééáåÖ=íÜÉêÉI=ÜçïÉîÉê=
Ä~Çäó=íÜÉó=ïÉêÉ=íêÉ~íÉÇK



OM

‘You don't know when the workmen are going to
appear. Most of them have no identification on
them… When I pointed this out to one lad, saying
he shouldn't be here because no one notified me
that he'd be in my property, he told me to f***
off. It makes you feel absolutely terrible. They've
forgotten that even if you're only a tenant, whilst
you're a tenant it's still your property.’

social housing 



ON

qÜÉ=î~ëí=ã~àçêáíó=çÑ=íÜÉ=Ñçêìã
é~êíáÅáé~åíë=äáîÉÇ=áå=ëçÅá~ä
ÜçìëáåÖI=êÉåíÉÇ=Ñêçã=íÜÉáê
äçÅ~ä=~ìíÜçêáíóI=^êãë=iÉåÖíÜ
j~å~ÖÉãÉåí=lêÖ~åáë~íáçå
E^ijlF=çê=~=eçìëáåÖ
^ëëçÅá~íáçåK=tÜáäÉ=íÜÉ=ÇÉÖêÉÉ
íç=ïÜáÅÜ=éÉçéäÉ=ÉñéÉêáÉåÅÉÇ
éêçÄäÉãë=ïáíÜ=íÜÉáê=ÜçìëáåÖ
éêçîáÇÉê=î~êáÉÇI=íÜÉ=íÜÉãÉë
ïÉêÉ=ÅçåëáëíÉåíK

qÜÉ=ÄáÖÖÉëí=áëëìÉë=ïÉêÉW

√ Ñ~áäìêÉë=íç=êÉëéçåÇ=íç
êÉèìÉëíë=Ñçê=êÉé~áêë

√ áå~ééêçéêá~íÉ=êÉëéçåëÉë=íç
éêçÄäÉãë

√ éççê=èì~äáíó=ïçêâ=Äó=ëìÄJ
Åçåíê~ÅíçêëK

j~åó=éÉçéäÉ=Ö~îÉ=Éñ~ãéäÉë=
çÑ=Ü~îáåÖ=íç=êÉéçêí=Ñ~ìäíë=
ïáíÜ=íÜÉáê=éêçéÉêíáÉë
åìãÉêçìë=íáãÉë=ÄÉÑçêÉ=íÜÉáê
ÜçìëáåÖ=éêçîáÇÉê=êÉëéçåÇÉÇK
få=~ÇÇáíáçåI=íÜÉêÉ=ïÉêÉ
Éñ~ãéäÉë=çÑ=áå~ééêçéêá~íÉ=
êÉëéçåëÉë=íç=Åçãéä~áåíëI
ïÜáÅÜ=ëìÖÖÉëíÉÇ=~=ÑçÅìë=çå
éêçÅÉëë=ê~íÜÉê=íÜ~å=éÉçéäÉK
cáå~ääóI=éÉçéäÉ=ïÉêÉ=áêêáí~íÉÇ
íÜ~í=íÜÉó=Ü~Ç=åç=Åçåíêçä=çîÉê
íÜÉ=Åçåíê~Åíçêë=ëÉåí=íç=ïçêâ
áå=íÜÉáê=ÜçìëÉëK=få=ãçëí
áåëí~åÅÉëI=éêçÄäÉãë=êÉä~íÉÇ=íç
Åçåíê~Åíçêë=ïÜç=ïÉêÉ
ìåêÉäá~ÄäÉI=íìêåÉÇ=ìé=ä~íÉ=çê
ÇáÇåÛí=ÅçãéäÉíÉ=ïçêâ=íç=~
ë~íáëÑ~Åíçêó=ëí~åÇ~êÇK=qÜÉêÉ
ïÉêÉ=~äëç=Éñ~ãéäÉë=çÑ
Åçåíê~Åíçêë=ÄÉáåÖ=êìÇÉI
~ÖÖêÉëëáîÉ=~åÇ=~ÄìëáîÉ=
íç=íÉå~åíëK

^ää=çÑ=íÜÉëÉ=áëëìÉë=ïÉêÉ
ÉñéÉêáÉåÅÉÇ=íç=~=ÖêÉ~íÉê
ÇÉÖêÉÉ=Äó=éÉçéäÉ=ïÜç=êÉåíÉÇ
íÜÉáê=ÜçãÉë=Ñêçã=~å=^ijlI
ïÜÉêÉ=äáåÉë=çÑ=~ÅÅçìåí~Äáäáíó
ïÉêÉ=ìåÅäÉ~ê=~åÇ=éÉçéäÉ=ïÉêÉ
ìåëìêÉ=ïÜç=íÜÉó=ëÜçìäÇ
Åçãéä~áå=íçK=pçãÉ=ë~ï=íÜáë
ÅÜ~áå=çÑ=Åçåíê~ÅíáåÖ=çìí=Ó
Ñêçã=äçÅ~ä=~ìíÜçêáíó=íç=
^ijl=íç=éêáî~íÉ=Åçãé~åó=Ó=
~ë=Úé~ëëáåÖ=íÜÉ=ÄìÅâÛK



OO

‘The bus service works perfectly, but only
Monday to Friday, not at the weekends or after
6pm when most people need it.’  

‘I have to walk through a dark park at night and
get another bus or pay for a taxi.’

public transport 



OP

^äíÜçìÖÜ=ëçãÉ=çÑ=íÜÉ=éÉçéäÉ
ïÜç=íççâ=é~êí=áå=íÜÉ=Ñçêìãë
Ü~Ç=Å~êëI=íÜÉ=ã~àçêáíó=êÉäáÉÇ
çå=éìÄäáÅ=íê~åëéçêí=Ñçê=íÜÉáê
àçìêåÉóëK=cçê=íÜÉãI=éìÄäáÅ
íê~åëéçêí=ï~ë=~å=ÉëëÉåíá~ä
äáÑÉäáåÉ=íç=ÉãéäçóãÉåíI
ëÜçééáåÖI=ëçÅá~ä=~åÇ=äÉáëìêÉ
~ÅíáîáíáÉëK=vÉí=äáãáíÉÇI
ÉñéÉåëáîÉ=~åÇ=ìåêÉäá~ÄäÉ
íê~åëéçêí=ï~ë=~=ÅçåëáëíÉåí
íÜÉãÉ=áå=~ää=çÑ=íÜÉ=ÑçêìãëI
áåÅäìÇáåÖ=áå=ëçãÉ=çÑ=íÜÉ=
ìêÄ~å=~êÉ~ëI=ïÜÉêÉ=~ÅÅÉëë=íç
íÜÉ=íçïå=ÅÉåíêÉ=ÅçìäÇ=ÄÉ
ÇáÑÑáÅìäí=ÉîÉå=íÜçìÖÜ=áí=ï~ëåÛí
Ñ~ê=~ï~óK

råêÉäá~ÄäÉ=ëÉêîáÅÉë=ÖÉåÉê~íÉÇ
íÜÉ=ãçëí=Åçãéä~áåíëK=kçí
âåçïáåÖ=ïÜÉå=çê=ïÜÉíÜÉê
ÄìëÉë=~åÇ=íê~áåë=ïÉêÉ=ÖçáåÖ=
íç=~êêáîÉ=Å~ìëÉÇ=Ñêìëíê~íáçå
~åÇ=~åñáÉíóK=_ÉáåÖ=ìå~ÄäÉ=íç
êÉäó=çå=íáãÉí~ÄäÉë=~äëç=ãÉ~åí
éÉçéäÉ=ÑçìåÇ=áí=áãéçëëáÄäÉ=
íç=éä~å=àçìêåÉóëI=Ü~Ç=íç=
~ääçï=Éñíê~=íáãÉI=~åÇ=ïÉêÉ
çÑíÉå=ä~íÉ=çê=ãáëëÉÇ
~ééçáåíãÉåíë=~äíçÖÉíÜÉêK

iáãáíÉÇ=ëÉêîáÅÉë=ïÉêÉ=~äëç=~å
áëëìÉI=ã~ÇÉ=ãçêÉ=éêçÄäÉã~íáÅ
Äó=éççê=êÉäá~ÄáäáíóK=j~åó
éÉçéäÉ=áå=íÜÉ=ÑçêìãëI
ÉëéÉÅá~ääó=íÜçëÉ=äáîáåÖ=áå=êìê~ä
~êÉ~ëI=Ñ~ÅÉÇ=äçåÖ=éÉêáçÇë
ïÜÉå=åç=éìÄäáÅ=íê~åëéçêí
ëÉêîáÅÉ=ï~ë=~î~áä~ÄäÉK=i~Åâ=çÑ
ëÉêîáÅÉ=áå=íÜÉ=É~êäó=ãçêåáåÖë
ã~ÇÉ=áí=ÇáÑÑáÅìäí=Ñçê=éÉçéäÉ=íç
ÖÉí=íç=ïçêâ=ïáíÜçìí=~=Å~êK
pÉêîáÅÉë=íÜ~í=ëíçééÉÇ=~í=Téã
~äëç=ãÉ~åí=éÉçéäÉ=ÑÉäí

Úíê~ééÉÇÛI=ìå~ÄäÉ=íç=Öç=çìí=áå
íÜÉ=ÉîÉåáåÖë=ìåäÉëë=íÜÉó=ÅçìäÇ
~ÑÑçêÇ=~=í~ñá=íç=ÖÉí=ÜçãÉK

cáå~ääóI=Åçëí=ï~ë=~=Ñ~Åíçê=Ó=ïáíÜ
éÉçéäÉ=Åçãéä~áåáåÖ=~Äçìí=íÜÉ
éêáÅÉ=éÉê=àçìêåÉóI=ÉëéÉÅá~ääó
ïÜÉå=íÜÉó=Ü~Ç=íç=é~ó=Ñçê
ÅÜáäÇêÉåK=qÜÉ=éêáÅÉ=çÑ=Äìë=çê
íê~áå=Ñ~êÉë=ÅçìäÇ=ã~âÉ
àçìêåÉóë=íç=ëÅÜççä=çê=íÜÉ=ëÜçéë
Çáëéêçéçêíáçå~íÉäó=ÉñéÉåëáîÉK=

`çëí=áëëìÉë=ïÉêÉ=ã~ÇÉ=ïçêëÉ
Äó=íÜÉ=Ñ~Åí=íÜ~íI=áå=ëçãÉ=
~êÉ~ëI=ãçêÉ=íÜ~å=çåÉ=Äìë
Åçãé~åó=çéÉê~íÉÇ=íÜÉ=ë~ãÉ
êçìíÉK=_ÉÅ~ìëÉ=íÜÉ=íáãÉí~ÄäÉ
ï~ë=ëÜ~êÉÇ=ÄÉíïÉÉå=íÜÉ
Åçãé~åáÉëI=~åÇ=íáÅâÉíë=ïÉêÉ
åçí=íê~åëÑÉê~ÄäÉI=éÉçéäÉ=
ïÉêÉ=çÑíÉå=åçí=~ÄäÉ=íç=í~âÉ
~Çî~åí~ÖÉ=çÑ=ÅÜÉ~éÉê=
êÉíìêå=Ñ~êÉëK=



OQ

What next? lìê=Ñçêìãë=ëÜçï=íÜ~í=éÉçéäÉ
äáîáåÖ=áå=~êÉ~ë=çÑ=ÜáÖÜ
ÇÉéêáî~íáçå=~êÉ=Üáí=Ü~êÇÉê=Äó=
~=ê~åÖÉ=çÑ=ÉîÉêóÇ~ó=ÅçåëìãÉê
éêçÄäÉãëI=~åÇ=~êÉ=é~êíáÅìä~êäó
îìäåÉê~ÄäÉ=íç=éê~ÅíáÅÉë=ëìÅÜ=~ë
ÇççêëíÉé=ëÉääáåÖ=~åÇ=ÅçäÇ
Å~ääáåÖK=qÜÉó=ÑáåÇ=áí=Ü~êÇÉêI
~åÇ=ãçêÉ=ÅçëíäóI=íç=éìêëìÉ
ÅçåëìãÉê=Åçãéä~áåíëI=~åÇ=ÑÉÉä
íÜ~í=íÜÉáê=îçáÅÉë=~êÉ=ìåÜÉ~êÇK

`çåëìãÉê=cìíìêÉë=ïáää=ìëÉ=íÜÉ
ÉîáÇÉåÅÉ=ÅçääÉÅíÉÇ=Ñêçã=íÜÉ
Ñçêìãë=íç=ÇÉîÉäçé=~=åÉï
ÇÉÑáåáíáçå=çÑ=DÅçåëìãÉê
Çáë~Çî~åí~ÖÉD=íÜ~í=~ÅÅìê~íÉäó
êÉÑäÉÅíë=íÜÉ=éÉçéäÉ=ïÜç=~êÉ
äáâÉäó=íç=ÄÉ=~ÑÑÉÅíÉÇ=~åÇ=íÜÉ
êÉ~äáíó=çÑ=íÜÉáê=äáîÉëX
ÉåÅçìê~ÖÉ=éçäáÅóJã~âÉêëI
éêáî~íÉ=~åÇ=éìÄäáÅ=ëÉÅíçê
ëÉêîáÅÉ=éêçîáÇÉêëI=~åÇ=çíÜÉê
ÅçåëìãÉê=ÄçÇáÉë=íç=êÉÅçÖåáëÉ
íÜáë=ÇÉÑáåáíáçå=~åÇ=ìëÉ=áí=íç
êÉÇìÅÉ=íÜÉ=áãé~Åí=çÑ=ÅçåëìãÉê
Çáë~Çî~åí~ÖÉX=~åÇ=ã~âÉ
êÉÅçããÉåÇ~íáçåë=íç=íÜÉ=åÉï
k~íáçå~ä=`çåëìãÉê=`çìåÅáäI
ïÜáÅÜ=ÅçãÉë=áåíç=ÄÉáåÖ=çå=
N=lÅíçÄÉê=OMMUI=çå=Üçï=
ÄÉëí=íç=éä~ÅÉ=íÜÉ=åÉÉÇë=çÑ
Çáë~Çî~åí~ÖÉÇ=ÅçåëìãÉêë=~í
íÜÉ=ÜÉ~êí=çÑ=áíë=ïçêâK


