Ben and Joan Part 2 Video Transcript
Ben and Joan bought their three bedroomed house from the Council in a right-to-buy scheme in the 1980s. The house is fairly big for the two of them and the couple struggle financially to heat the home and to afford repairs on the structure of the property. 

Because it is an old house built in the 1950’s, it takes a while to heat. Ben and Joan’s neighbours, who are tenants of the council, have had improvements made to their homes including new windows and central heating systems under the Decent Homes Bill. Ben and Joan did not qualify for this scheme because they own their home.

The central heating is old and inefficient. The boiler is partially broken and the heating system has not been serviced for the past three years, since the man who used to service it retired. They use an electric heater and their oven, to supplement the heating in the living room and kitchen. Their daughter is unaware that the system hasn’t been serviced and works inefficiently. 

From what they have heard on radio and television, they do not trust the energy companies. The one time they tried to change energy suppliers they felt let down and didn’t pay any less for fuel. Because they mistrust the energy companies they are reluctant to believe information and interventions coming from them.

Their bad experiences of dealing with energy companies have been reinforced by friends when swapping stories but they don’t really know where to go for information on how to reduce the costs of the energy they purchase, other than from their supplier.

"We changed energy companies and it was a nightmare! I spent hours on the phone trying to get the money back that they owed me. You inform them and they say "oh you can ring this number to get help". They did nothing! They said they would but they did nothing! I had to do it all myself. I bet that went on for over six months and I said well if that’s changing I’m never going to change again. It was a nightmare!”

Ben and Joan do not acknowledge that a warm home is better for Ben’s health.

Their mistrust of the energy companies means that they are unlikely to take advantage of grants and cheaper or social tariffs.

Ben and Joan would feel ashamed if they could not afford to pay their fuel bill in full each time, and they would rather not use the energy in the first place.

Ben and Joan cannot afford to keep up with maintaining the fabric of their property and do not wish to ask their family for help. They also would not want the disruption of repairing their boiler or having a new central heating system installed.

Now go to Ben and Joan Part 2 reflective exercises and enter your reflections into the log book provided; then go to Ben and Joan Part 3.
