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Introduction 

Objectives and methodology 

The qualitative case study element of the research aims to provide detailed insight into how tenants 

have prepared for, and reacted to, the welfare reforms, as well as demonstrating their understanding 

of the changes.  The case studies provide real-life stories of the thought processes and experiences 

of tenants who have lived through changes to the welfare system.  The key objectives are as follows: 

 To explore how well informed tenants are about the welfare reforms and whether they need 

further information or support to help them manage; 

 To understand what action, if any, tenants have taken or are planning to take, as a result of 

the welfare reforms; 

 

relevant for the welfare changes; 

 . 

Depth interviews were the most appropriate approach for gaining a detailed understanding of 

riences.  We were able to speak with tenants at 

length and to probe ambiguous responses or re-phase questions that were unclear to them.  Using 

trained, highly experienced qualitative researchers, we were able to ask about sensitive topics, such 

as participants  financial situations.  The discussions sometimes veered into topics concerning 

serious health issues, such as drug and alcohol addiction, or family problems, such as couples 

arguing about how to cope with the reforms.  By building rapport with the participants and by 

allowing them to tell their stories in a safe environment, we were able to find out about their lives in 

remarkable detail. 

Telephone interviews were favoured over face-to-face interviews as they provided participants with a 

higher degree of anonymity.  It removed the risk that participants would be disinclined to take part 

because of not wanting an interviewer to go to their homes, which was an important consideration, 

given that we included some vulnerable participants within the sample.  Furthermore, we were able 

to readily reschedule the interviews with participants as necessary to fit with their convenience. 

Phase 1 took place prior to the 

introduction of the welfare reforms in 2013 and phase 2 was about a year later, in the first quarter of 

2014.  In phase 2, we interviewed six of the same participants who had taken part in phase 1.  This 

formed a longitudinal component, providing the opportunity to consider how, if at all, the reforms had 

impacted on people and how this compared to their expectations.  In this most recent phase of 

research, there were six participants who had taken part in phases 1, 2 and 3 of the research, two 

participants who had taken part in phases 2 and 3 and one participant who has taken part in phase 

3 only.  This again provides a longitude  
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Selecting tenants for the case studies 

The case studies were purposively selected to cover groups of tenants that were expected to be 

affected by the welfare reforms.  The data from the qualitative research was not intended to be 

representative of the wider tenant population and, therefore, it cannot be used to make 

generalisations about all tenants.  As with all qualitative research, the purpose is to provide a 

detailed, rather than broad, insight.  The case studies offer a nuanced understanding of the 

behaviour and attitudes of individuals living through the welfare reform measures.   

Participants were recruited by Ipsos MORI using a combination of contact details provided by 

landlords and also by using free-find recruitment techniques.  All participants were offered complete 

confidentiality and anonymity and reassured that taking part in the research would have no impact 

on any government benefits they received.   

All participants from the previous phase of research who provided permission for us to re-contact 

them regarding further research were approached by us for this phase of research.  We also carried 

out a Keeping in Touch (KIT) exercise, whereby we contacted them before phase 3 of the research 

began, to forewarn them that we planned to contact them.   

Recruitment criteria 

All participants recruited met the following standard set of criteria: 

 General needs tenant of a housing association at the time we first interviewed them; 

 Of working age; 

 Claiming Housing Benefit and;  

 A tenant, rather than just living in the property. 

The participants were all recruited because they were likely to be affected by the welfare reforms, 

with the exception of one tenant, who provided an insight into the experience of somebody 

unaffected, to provide a comparison.  Across the nine tenants, we ensured there were a mix of 

circumstances and experiences to provide a varied insight into the lives of tenants who were 

affected by the welfare reforms in different ways,  with a focus on tenants affected by the size 

criteria.  We also ensured participants were recruited from a spread of English regions.   
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The following table provides a summary of each case study interview, along with our rationale for 

including each. 

Case 

study 
Details Rationale for inclusion 

Longitudinal interviews (early 2013, early 2014 and summer 2014) 

1 Under-occupying couple with no children Affected by size criteria 

2 
Under-occupying parent with spare room 

available for children to stay  
Affected by size criteria 

3 
Disabled person requiring an 

adapted/accessible property  married 
Affected by size criteria 

4 
Disabled person requiring an 

adapted/accessible property - single 
Affected by size criteria 

5 
Tenant with mental health issues and 

previously homeless 
Vulnerable tenant 

6 
Tenant with 6 children, affected by the 

Benefit Cap 
Affected by the Benefit Cap 

Longitudinal (early 2014 and summer 2014) 

7 General needs tenant 
Unlikely to be affected by reforms  

comparison tenant 

8 Tenant with two children under ten years old Affected by size criteria 

Summer 2014 only 

9 
Tenant with mental health issues and 

previously homeless 
Affected by size criteria 
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Discussion guide 

The discussion guide was designed by Ipsos MORI, in consultation with the National Housing 

Federation.  The full discussion guide can be found in the Appendix.  The discussion began by 

talking through 

marital status and where they lived.  We discussed how, if at all, this had changed compared to 

before the introduction of the welfare reforms and since the early half of 2014.  We then moved on to 

financially, if at all, along with the wider implications of this.  We then discussed the relationship that 

participants had with their landlord and how, if at all, they thought their housing association could 

support them further.  The topics covered within each theme are summarised in the following table: 

Theme discussed Summary of topics covered in discussion 

Awareness and response to the 

reforms awareness of the reforms, their views about them and 

how, if at all, their household had been affected 

Financial impacts of the reforms We carried out a simple budgeting exercise to 

understand how, if at all, the reforms had impacted on 

this had, in turn, on their everyday lives. 

Wider effects of the reforms We examined how, if at all, the welfare reforms had 

impacted on individuals and their families, including; 

areas of life that had changed (such as leisure activities); 

trade-offs that households needed to make in terms of 

what they could afford to buy and any alterations that 

tenants needed to make, such as budgeting differently or 

opening a bank account.  We also explored how the 

expectations about their impacts. 

Relationship with housing 

association 

We discussed how often the participant interacts with 

his/her housing association, the services they use and 

what further support, if any, tenants would like to receive 

from them. 

 

and how, if at all, they expected this to change following the introduction of the welfare reforms.  In 

phases 2 and 3 of the research, we returned to the financial diaries of those who had previously 

taken part in an interview and discussed their current income and outgoings and how this compared 

with their previous situations.  We ran through this exercise with participants who were new to this 

phase of research, exploring their financial situation now and how this compared to earlier this year. 
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spontaneous awareness and 

understanding of the reforms. We then prompted them by asking whether they had heard of each of 

the following, if they had not already mentioned them: 

 The Size Criteria 

 Council Tax Benefit 

 Benefit Cap 

 Change from Disability Living Allowance to Personal Independence Payment (PIP) 

 Universal Credit (Including the direct payment of housing support to tenants) 

With the exception of Universal Credit, we did not explain what these reforms entailed as the 

purpose was to determine participa anding and their expectations about the 

impact of the reforms.  However, we did probe whether participants were familiar with the idea of 

Housing Benefit being paid direct to tenants as part of Universal Credit, since this helped to provide 

  

Furthermore, since this was a reform that had the potential for wide-reaching consequences, it was 

helpful to try to determine whether participants were prepared for it. 

Fieldwork 

The nine telephone depth-interviews were conducted between August and October 2014 and each 

lasted between half an hour and an hour.  The participants were offered a financial incentive for 

taking part. 

All the interviews were recorded and some were transcribed.  Interviewers made notes throughout 

the course of the research and then organised their findings thematically.   
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Key themes from case study 

interviews  

Awareness of welfare reforms 

This phase of research concentrated le  first 

phase of research before the introduction of the reforms, when we were more interested in how well-

prepared for them tenants were.  However, we still probed tenants to determine their levels of 

understanding.  Prior to the reforms, we found that tenants had variable levels of understanding; 

some had heard of the impending changes, either directly from contact initiated by their landlord 

(letters and in some cases personal visits) or through the media. Others, however, had very little 

awareness. Furthermore, even when participants were mindful of the reforms, they were not always 

certain about all the details and exactly how they were likely to be affected.  

Now that the reforms have come into place (with the exception of Universal Credit, including the 

direct payment of housing support to tenants, which is limited to specific areas of the country), 

tenants tended to be best informed about the changes that have impacted on them directly, as might 

be expected. Tenants affected by the size criteria now have a clear understanding of it.  

awareness of reforms that do not affect them at the present time is variable, with some being able to 

provide details and others knowing nothing at all. 

There was evidence from those we interviewed of a lack of awareness of Discretionary Housing 

Payment (DHP).  There are examples of tenants only hearing about this by chance, rather than from 

their housing association or local council.  In one instance, a couple requiring an adapted property 

applied for this sometime after they started their search for a smaller home, since they were not 

previously aware of it.  They moved to a much smaller property at great personal inconvenience and 

expense, only to find that two days later, they had been granted DHP on their previous home.  

Another tenant, who was affected by the Benefit Cap, did not apply for DHP at a time when her 

household had fallen into rent arrears, as she thought it was a type of loan and so might lead to her 

falling into greater financial difficulties. 

There was also a lack of awareness of the law surrounding the size criteria for those who had lived in 

their property since before 1996 and had a continuous Housing Benefit claim.1  Two respondents in 

our study, who were affected by this, only heard about it through the media and had been affected 

by the size criteria for some time before this came to their attention. 

Attitudes towards reforms 

Tenants are generally negative about the size criteria.  Of all the reforms discussed, this has tended 

property, search for a new home or to try to pay the part of their rent that is no longer covered by 

Housing Benefit.  Tenants have reported the emotional and financial stress this has placed on them, 

                                                      
1 In such cases the size criteria should not have been applied and no reduction should have been made to Housing Benefit. 
This exception only came to light several months after the size criteria was introduced in April 2013.  The Government has 
since issued new regulations which mean that  since 3 March 2014, the  exception  no longer applies.  
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as they have attempted to find coping strategies.  There is a feeling among tenants that the reform is 

unfair, since people receiving Housing Benefit are on low incomes and will struggle to pay the part of 

their rent no longer covered.  They argue that they were offered, and they accepted, their properties 

without expecting this to ever happen.  They feel that people should not be expected to move from 

their homes when they are already settled. Those with children who would be required to share a 

room feel this is not fair on them and express their worries about them not having their own space.  

There are concerns about young children who still wake up throughout the night disturbing older 

 

Tenants tended to have low awareness of the Benefit Cap.  However, one tenant in our sample (case 

study six) was affected by this and feels that it has been a positive reform, as it has motivated her to 

find a job, which she has found to be rewarding both financially, and in terms of providing her with 

job satisfaction and a sense of pride. 

Preparations for reforms 

Prior to the introduction of the reforms, tenants who thought they were likely to be affected had 

started to take some action, or else had been considering their options.  Most participants had 

sought out further information about the reforms, either speaking to their landlord, council or other 

support organisations (like the Citizens Advice Bureau) to better understand what this would mean 

for them and what their options were. Most had started to think about their expenditure more and 

some who were likely to be affected by the size criteria had started looking into ways to swap into 

smaller properties.   

Financial impact of the reforms 

Participants affected by the size criteria report that paying the part of their rent that is no longer 

covered by the Housing Benefit has been a struggle.  Some have moved into smaller properties in 

order to cope financially.  None of the participants in our study have wanted to do this and have 

done so, or are looking to do so, purely for financial reasons.  There are reports of tenants falling into 

arrears with their rent and other bills, following the introduction of the size criteria.  Generally, most 

reported that they have little room for manoeuvre in their budgets and that finding the extra money is 

very difficult.   Most tenants said that paying their rent was a priority for them.  In order to make ends 

meet, there are reports of cutting back on food shopping expenditure, by buying lower quality food 

or using food banks, as well as reducing the use of central heating and electricity.  Furthermore, 

those who have downsized have needed to take into account the costs associated with this, such as 

paying a removal company.  

Emotional impact of the reforms 

All participants who have been affected by the welfare reforms have mentioned the emotional impact 

this has had on them.  Participants have reported feeling stressed about how they are going to be 

able to manage financially.  Those who have considered downsizing or who actually have 

downsized, have talked about the anxiety associated with this, including trying to find a property, 

leaving behind their former home and trying to organise the move itself.  One tenant reports his fears 

about damaging his relationship with his son if he moves to a smaller property where there will not be 

a spare room for him to stay (case study two).  Another explained that he and his wife felt depressed 

when they had to move from the home they had lived in for the past twenty years (case study three). 
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Finding employment  

Participants who were unemployed prior to the introduction of the welfare reforms tended to feel they 

were too unwell to work, or that their commitments (such as acting as a main carer for a partner) 

would make entering paid employment too difficult.  This has tended to remain the case now that the 

reforms have come into place.  Participants have reported a range of health issues, including mental 

health issues and drug addiction, which make entering paid work difficult.  There was one 

participant, however, who had chosen not to look for work, saying that she needed some time to 

herself first, since her youngest child had only just started school and she wanted to focus on 

organising her home before seeking work (case study eight). Another participant (case study six), 

who did not have any health problems, found employment after being affected by the Benefit Cap 

and reports being better off financially as a result. 

Barriers to coping with the size criteria 

Participants reported barriers to downsizing in order to avoid paying the part of their rent that was no 

longer covered by their Housing Benefit.  There was the issue of a lack of available property in their 

local area or a lack of adapted property.  Parents were concerned about the impact this would have 

on their children, expressing their worries about siblings being made to share a room.  There was 

also the issue of downsizing resulting in there being no room for children to stay when they visited, if 

they lived with an ex-partner. Furthermore, some participants said they could not afford to cover the 

costs of moving, such as paying for a removal van. 

A further barrier to coping with the size criteria, reported by one participant, was a lack of 

understanding about the process of looking for and bidding for a smaller property. 

All participants were negative to the idea of taking in a lodger.  This is largely because participants 

feel it would be intrusive and they do not want somebody else living in their home.  Most of the 

participants did not have a suitable family member who could stay with them. 

Action points for housing associations 

The key way in which participants would like housing associations to assist them is financially.  Some 

have had discussions about DHP, with mixed outcomes.  Others would like assistance with covering 

the costs of moving to a smaller property and for this reason, would prefer to receive any incentives 

for downsizing in advance of the actual move, rather than afterwards. 

Tenants affected by the size criteria would like assistance with quickly finding a smaller property to 

downsize to.  There is a sense of frustration among those in the situation of being willing to make the 

trade-off of moving, but having nowhere locally to move to and in the interim, struggling to pay the 

part of their rent that is no longer covered by Housing Benefit.  Of course, suitable property may not 

be available.   

Tenants have reported feeling that not enough was done to inform them of the existence of DHP and 

also the law concerning continuous tenancy since 1996.  Although housing associations may not 

have a responsibility to make tenants aware of these issues, this research suggests that some of the 

tenants we spoke to would have benefitted from being actively provided with this information, rather 

than learning about it by chance. 
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There is evidence from those we interviewed to suggest that tenants would benefit from being 

informed about and supported through the welfare reforms on a more personal level than in writing.  

For example, the tenant in case study three does not always read letters until a long time after they 

arrive.  It is possible that organised talks or one-to-

of the potential impacts of the reforms, such as Universal Credit, and subsequently help them to 

prepare for them.  

 

Generally, those we interviewed said they did not feel particularly optimistic about their future and 

were living one day at a time.  There was an overall sense of uncertainty and anxiety about what the 

future held, with those participants who were not in employment due to health issues feeling that 

there was no action they could take to improve their situations. 

-of-mind than their hopes.  They had concerns 

about whether DHP would be granted to them again and if not, whether they would need to move.  

There was anxiety about where they could move to because of the lack of property and the fear of 

moving away from their friends and family and how they would cover the costs of moving.  People 

were also fearful of ending up in further debt. 

For those with long-term health conditions, there were concerns about the change from Disability 

Living Allowance to Personal Independence Payment (PIP).  There were worries about whether they 

would be assessed fairly and what this would mean for the amount of money they would receive in 

the future. 

The full details from each case study interview are presented below. Please note we have used 

pseudonyms to protect the anonymity of participants. 
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Case Studies 

Case Study 1: Unemployed man with partner, no children 

Under-occupying, childless, older couple still of working age, Merseyside (longitudinal  interviewed 

in phases 1, 2 and 3) 

Current situation 

Bob is a 52-year-old man living in a three-bedroom house with his wife.  The house was passed 

children.  Bob and his wife are both unemployed and Bob suffers with poor mobility due to 

osteoarthritis and does not believe he is fit enough to work. He was formerly a carer for his father and 

prior to that, had a number of low paid positions. His wife was last in paid employment over five 

years ago and since then has been involved in voluntary work and in studying for a college course. 

She was unwell for a period of time but her health has improved and she has been looking for paid 

work since before the introduction of the welfare reforms.  She is not looking for any particular type of 

employment and is open to finding any sort of work, but has not been successful so far. 

State support and awareness of reforms 

In addition to Housing Benefit, Bob currently receives Employment Support Allowance. His wife 

receives Income Support and they also receive Council Tax support. He is very aware of the welfare 

reforms and follows changes on the BBC parliament website, from which he also receives updates 

by email and he has also heard about reforms by watching the television.  When we interviewed Bob 

prior to the introduction of the welfare reforms, he believed that there would be cuts to Council Tax 

Benefit and that this would probably affect him personally. He has heard about the Benefit Cap, the 

change from Disability Living Allowance to Personal Independence Payments and Universal Credit.  

Bob expected that the main challenge he would face would be changes related to the size criteria, 

as he had two rooms spare. 

Bob is concerned by the introduction of Universal Credit. This is because it has been trialled in a 

neighbouring area to him and he has heard reports of tenants not receiving their money into their 

accounts when they were supposed to and so not being able to pay their rent and being threatened 

with eviction. 

Bob feels that there is also a risk that some people will not prioritise paying their rent, although he 

believes that he would make this a priority if his Housing Benefit came to him directly.  Overall, Bob 

says he is dreading Universal Credit being introduced into his area and says: 

 

When we interviewed Bob the first time, he expressed his frustration with his situation; he would have 

liked to have been in paid work, but his health was not good enough. The support he received from 

the State was not enough for him and his wife to afford many opportunities to socialise and their lives 

involved being at home most of the time and being very careful with money.  The only non-essential 



 

 

12-045846-01 NHF Welfare Reform Tenant Research  
15 

item he considered his household to have was the internet, which was an outlet for them both (for 

access to news and information). He also noted that he will need this when Universal Credit comes 

into full force because things would need to be handled online. 

Impact of reforms 

When we carried out the first interview with Bob, he said that as a result of the size criteria, his 

household would need to pay about £24 per week for the part of the rent that would no longer be 

covered by Housing Benefit.  He expected this to be difficult as money was already tight within his 

household, with no money spare.  He also thought that the cost of living would rise, meaning that 

with the introduction of the size criteria, his outgoings would exceed his income.  He said that 

keeping a roof over his head was a priority and so the rent must always be paid.  Bob and his wife 

did not drink, smoke or go out much and they were using the heating sparingly, so he could not see 

what else they could cut back on.     

Prior to the introduction of the welfare reforms, Bob said that ideally, they would downsize, but he 

had looked into the properties in the local area and there were only two or three one-bedroom 

properties available, so it seemed unlikely to him that they would be able to stay in their local area. 

He did not want to have to move away as they felt settled there, having lived there for so long. Bob 

was also worried about how he could cover the costs of moving because they had no spare money 

or savings.  

When we first interviewed Bob after the introduction of the welfare reforms, we found that he had 

applied for DHP to help with meeting the part of his rent that was no longer covered by Housing 

Benefit.  He waited twelve weeks after applying for it for a decision, during which time the household 

fell into debt, to the value of about £300.  The household borrowed some money from a family 

member during this time to cover this.  Bob was then granted DHP for six months and this was 

backdated, meaning he could re-pay the family member.  When the DHP was due to expire, Bob re-

applied and was granted it again for another six months, meaning that he had it until April 2014.  

When this was approaching its end, Bob was informed by his local council that there was a law that 

protected his household from the size criteria, because his wife had been a tenant in the property 

continuously since before 1996.  

from needing to pay the bedroom tax until after Christmas 2014.  Therefore, he said there was no 

longer a need for him to pay the part of the rent that was no longer covered by Housing Benefit until 

then.    

Bob suspected that one of his spare rooms was too small to be classed as a bedroom and since we 

last spoke to him in early 2014, he has taken his case to court, where the judge ruled that it was 

indeed not large enough to be classified as a spare room.  Bob is aware that the Department for 

Work and Pensions (DWP) may appeal this and until they have decided 

whether to or not, he is still classed as living in a three bedroom property.  He reports that it could 

take up to six months for them to decide and then if they do appeal, up to another six months for the 

case to return to court.  

Bob says that after Christmas, when he is no longer protected by the law about continuous tenancy, 

he will apply for DHP again.  However, he remains uncertain as to whether he will be granted this 

again and whether he will be classed as having one or two spare rooms.  He describes himself as 
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Bob believes that the size criteria has been a negative, poorly implemented reform.  He feels that 

information that would help people who are struggling to pay the part of the rent no longer covered 

by Housing Benefit has not been provided, such as about DHP and the law that has affected his 

household concerning continuous tenancy since before 1996.  Regarding the Size Criteria, Bob 

says: 

 

callous, malicious attack on the lower ends of the income scale and a heck of a lot of vulnerable and 

 no 

 

Bob points out that if one of his spare rooms is finally classified as not being large enough to be a 

bedroom, there are implications; this would mean that he has until now been receiving Housing 

Benefit for a three-bedroom property when it was only ever two bedrooms and therefore, he is 

worried that his landlord has been overpaid.  Ideally, he would like this money to be recouped and 

given to charity.   his understanding is that if the 

landlord has been overpaid, the excess rent money would be repaid to Bob and the council would 

not be able to ask for it back.  However, Bob feels that it was not his money as such and so he would 

ouncil about this and they said that this is a new 

issue for them and they are not sure where things stand with this at present. 

Bob has been looking for a smaller property in his local area, in case his household ends up in a 

position where they need to cover the part of the rent not covered by Housing Benefit.  However, 

although he has been looking since the size criteria first affected him, nothing suitable has become 

available.  He reports a shortage of one-bedroom properties close by, with 30-60 bidders for each 

-bedroom 

-to- would prefer not to live in an HTL 

property because he believes the reason they are difficult to let is because they are unpleasant. Bob 

has been looking within five miles of where he currently lives and points out that he does not want to 

r, who he needs to visit 

at least once a month.  Furthermore, even if Bob found somewhere to move to, he says they would 

not have enough money to cover the removal costs.  Ideally, Bob and his wife would much prefer to 

stay where they are than to move.   Bob says: 

 

Bob and his wife are against the idea of taking in a lodger, following a bad experience with one a 

long time ago.  Bob and his wife do not have any family members who would be likely to be 

interested in lodging with them. 

Bob has considered renting in the private sector, because of the lack of one-bedroom housing 

association properties in his local area, but he has reservations about this because he has heard of 

cases where landlords have acted unscrupulously and been reluctant to carry out necessary repairs.   

Bob finds it strange that if he were to move into the private rented sector, his Housing Benefit would 

cover his rent in full if the property only had one bedroom, yet those properties have a higher weekly 

rent than housing association properties with more bedrooms.  He also notes that there are lots of 



 

 

12-045846-01 NHF Welfare Reform Tenant Research  
17 

vacant three bedroom houses because the previous tenants could not afford to stay and have had to 

move out.  He feels that somebody needs to visit his local area and assess the housing situation first-

hand. 

In addition to being affected by the size criteria, Bob has also been required to start paying a 

proportion of his Council Tax, whereas this was previously covered in its entirety by his Council Tax 

Benefit.  Prior to the reforms, Bob and his wife had been putting aside about £5 per week, in case 

they needed to pay for something unexpectedly, but they have stopped doing this now, as well as 

reducing their food shopping expenditure, in order to make ends meet.  Bob notes that energy costs 

have increased, so he and his wife are being extra careful with the heating. Bob is conscious that if 

any household items break, he and his wife will have to fall into debt in order to cover the costs of 

repairing or replacing them.   

Contact with housing association 

Prior to the introduction of the welfare reforms, Bob got in touch with his housing association about 

two to three times per month (unless he required a repair) and he tended to email or phone them. He 

considered them to have been very good.  Since the introduction of the welfare reforms, he has been 

contacting them more often, due to queries he has had.   

Hopes and fears for the future 

Bob hopes that a change of government will result in the size criteria being abolished.  Bob says his 

fears for the future are about his health condition and whether he will be given a fair work capability 

assessment, because he says he is not well enough to work.  Regarding this, Bob says: 

e fit for work and earning a wage that I could live on.  I feel as 
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Case Study 2: Unemployed man with teenage son who visits  

 
Under-occupying parent with spare bedroom available for children to stay sometimes, general 

needs, working age tenant, Somerset (longitudinal -  interviewed in phases 1, 2 and 3) 

Current situation 

Charlie is a 47-year-old unemployed male, living alone in a two bedroom flat where he has resided 

for over six years. He has lived in the area for around eight years and has friends there and gets on 

well with his neighbours.  His ex-partner and 16-year-old son live in a different area, but his son visits 

him at weekends and stays in the spare room.  Charlie has been homeless in the past, sleeping on 

the streets.  He has a number of physical and mental health problems, including problems with his 

lungs, breathing and knees, as well as being a recovering alcoholic and drug addict who suffers with 

depression.  Charlie also suffers with anxiety and stress and explains that he often finds life difficult, 

forgets things and struggles to cope with change.  Charlie feels that he is too unwell to carry out paid 

employment.  He previously worked as a builder but could not manage physical labour now. 

Furthermore, he has a criminal record and few qualifications. Charlie questions whether he would be 

better off financially for working anyway, as he expects he would be on a low income.  Charlie does, 

however, carry out a mentoring role on a voluntary basis, for other people with mental health and 

drug and alcohol problems. 

Charlie does not have internet access at home, although he did previously. This is partly a cost 

consideration as he is currently living within a tight budget, but also because he does not feel any 

particular need for it.  He uses the internet on his phone and also at his local library, to send and 

receive emails, for social networking and for looking things up on Google.  He does not use it to 

manage his finances, however. He says he is not particularly confident with using the internet. He 

attended a college course to help with this a few years ago, but says that because his concentration 

levels are low, he did not learn much more than the basics. He dislikes filling in forms and says using 

the internet to do this would make the matter worse.    

Charlie has a current account, which he uses, but he does not have a credit card as he believes he 

 

State support and awareness of reforms 

Charlie receives Income Support and Disability Living Allowance. When we interviewed Charlie prior 

to the introduction of the reforms, he had heard about the size criteria, having received a letter from 

his housing association, which was followed up by a visit from a member of staff.  Charlie feels that 

this reform is unfair on people in his position, who have children who need somewhere to stay when 

they visit. 

Charlie has some awareness of the direct payment of housing support to tenants, although it has not 

affected him.  He feels that this is a negative reform.  He points out that it is unsuitable for vulnerable 

people, such as drug and alcohol addicts, because they cannot be expected to resist the temptation 

to use their Housing Benefit money to pay for other things.  Even for those without vulnerabilities, 

Charlie feels there are no advantages to asking tenants to handle their Housing Benefit money, as 

people who require this benefit are already struggling and so may prioritise spending the money on 

heating or other things.  Regarding the direct payment of Housing Benefit to tenants, Charlie says: 
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send  

Impact of reforms 

After the introduction of the reforms, Charlie was affected by the size criteria, which resulted in him 

needing to pay the part of his rent that was no longer covered by Housing Benefit, which was £11 

per week.  He had received a letter about DHP when we spoke with him prior to the introduction of 

the reforms, but he had only just looked into this when we interviewed him in early 2014.  He had not 

mentions that he is not well-educated and finds it difficult to do things like filling in forms.  In April, 

Charlie was granted DHP for three months, then needed to re-apply and has been granted this until 

October 2014.   Charlie is pleased about no longer needing to pay the part of the rent not covered 

by Housing Benefit and feels this has improved his situation.  Charlie says: 

to pay out, well £50 a month it 

 

Charlie believes that DHP should have been advertised more as he feels as though it was kept 

ffices, where a member of staff helped him to fill in 

the necessary paperwork.  Although he found this reasonably straightforward with their help, he 

needed to gather together his bank statements and some other documentation.  He feels that this is 

quite a just to continue to live in the home he has been in for several years already.   

A key issue for Charlie is having a spare room, so that his son can stay and have his privacy.   It took 

Charlie a long time to build up a relationship with his son, due to his alcoholism, and he was 

concerned that their relationship would be adversely affected if there was nowhere for him to stay.  

Charlie felt angry about the introduction of the size criteria because he says that one of the reasons 

his housing association provided him with a two-bedroom property in the first place was so that his 

son could come and stay.  Charlie says: 

 me home  

 

Charlie had considered options other than paying the part of his rent that was no longer covered by 

Housing Benefit, but the key problem of not having a room for his son remained; prior to the 

introduction of the reforms, Charlie registered for a mutual exchange and although he has been 

looking for a one-bedroom property, nothing had become available in his local area.  Charlie was not 

keen to move closer to where his son and ex-partner live, since this was a place he used to hang 

around when he was an alcoholic and if he were to move to a completely new area he might become 

isolated, which, with a history of alcohol and drug dependency, he felt 

Furthermore, Charlie said he would not have enough money to cover moving costs.  Charlie also 

reflected on the possibility of getting a lodger. He was not entirely averse to the idea because it 

would generate more income, but he felt he would need more advice about managing this. 

Before Charlie was granted DHP, he said that on balance, he would rather move into a one-bedroom 

property than to have to pay the part of his rent that was no longer covered by Housing Benefit on 

his two-bedroom home, as he was struggling financially.  He said that if a suitable place became 
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available, he would move.  When we spoke with Charlie in early 2014, he was hoping that he would 

be granted DHP, however, so that he could stay in his current home.   

Although Charlie plans to stay in his flat, he is still registered on the internet site dedicated to people 

looking to carry out a mutual exchange.  He says there are still no one-bedroom properties available 

in his local area and very few people have expressed an interest in his flat.  He previously attended 

an open day, run by his housing association, for people looking to swap properties, but reports a 

lack of one-bedroom places there too. 

When the size criteria came into effect, Charlie fell behind with his rent, water and TV licence 

payments.  In early 2014, he was paying back £7 a week to cover the arrears for these.  In order to 

find the required extra money, he reduced his spending on food.  He had said that he might also 

have to consider ending his mobile phone contract in order to make ends meet, but he was reluctant 

to do this because it allowed him to stay in touch with people, which was important to him.  Charlie 

was also paying back a budgeting loan, which he took out in order to cover his travel costs to return 

to the place where he grew up.  When we spoke to Charlie most recently, he had cleared his rent 

arrears, but he was still paying off his outstanding water and TV licence arrears, which costs him 

£3.75 per week.  He had also taken out another budgeting loan to return home again and also to 

cover the costs of buying some new clothes, which he will be repaying (interest-free) until early 2015.  

This meant that the total amount he was repaying for the loan had increased from £5 in early 2014 to 

£9.   

When Charlie was paying the part of his rent that was no longer covered by Housing Benefit, he said 

that the overall impact of the size criteria had been to exacerbate his mental health conditions 

because it has made him more stressed.  

Office.  He described this as being like a bill that the Post Office staff could scan and that he then 

paid it off in cash.  He found the process tedious because he had to queue up each time. 

A further way in which Charlie has been affected by the welfare reforms is that he now has to make a 

contribution towards his council tax.  He was unprepared for this and when we spoke to him in early 

2014, he said it was an extra expense that he was struggling to afford.   Charlie says he prioritises 

paying for food, gas and electricity every week, since these are essential.  These were more 

important to Charlie than paying the part of the rent no longer covered by Housing Benefit before he 

was granted DHP as he felt he should not have to pay extra rent on a property that was originally 

given to him because it came with a spare room for his son to stay in.   

Overall, Charlie is pleased that he has been granted DHP and does not need to pay the part of his 

rent no longer covered by Housing Benefit.  He reports that this has reduced the levels of stress that 

he previously felt about paying towards his rent and the risk of needing to move and having nowhere 

for his son to say.  Charlie is quite confident that he will be granted DHP again when he reapplies in 

October.  Charlie is managing his money by being careful about what he spends on food and trying 

not to use more electricity and gas than is necessary.  He has also asked his landlord if they will fit a 

shower in his bathroom as he expects this will reduce his water bills as at the moment, there is only a 

bath. 

However, Charlie is concerned about his financial situation.  Money was tight before the introduction 

of the size criteria and remains that way.  Since Charlie feels too unwell to look for employment, he 

says there is little he can to do to ameliorate his situation.  He says: 
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 government and stuff 

 

Contact with housing association 

Charlie would like to have received more advice from his housing association in advance of the size 

criteria coming into effect, to have helped him with ways to cope.  He does not contact the housing 

association regularly but when he does, he either goes to their offices in person or calls them.  He 

does not contact them by email as he prefers human contact.  His main reason for needing to 

contact them tends to be repairs.  

Charlie feels that a helpline would be useful, along with support group meetings and financial advice 

services.  He says that housing associations should focus more attention on single-parents, like him, 

whereas at the moment they concentrate too much on families and young people.   

Hopes and fears for the future 

Charlie says he feels quite hopeless about the future.  He is just going to try to manage as best he 

can on the money he currently receives.  His fear is that his financial situation will become worse.  He 

says: 

etting poorer, squeeze the 
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Case Study 3: Unemployed, married, downsized to smaller adapted 

property 

Disabled person, working age, on Housing Benefit, in adapted/accessible property, North 

Humberside (longitudinal  interviewed in phases 1, 2 and 3) 

Current situation 

Gareth lives with his 60-year-old wife and is her carer.  She has a number of health problems, 

including suffering from arthritis, angina and having previously had strokes. When we initially 

interviewed Gareth, he and his wife were living in a four-bedroom house, where they had resided for 

20 years.  They were concerned about the size criteria and have since moved into a smaller, two-

bedroom property because they were struggling to pay the part of the rent no longer covered by 

Housing Benefit.  They have four grown-up children and some grandchildren.  

They have a current account and a credit card that provides cash back.  They have internet access 

at home and they use this for online banking and price comparison sites, as well as for social 

networking and for leisure.  Gareth has a book that he makes notes in to keep a track of his finances. 

State support and awareness of reforms 

Disability Living Allowance and 

Council Tax support.  Prior to the introduction of the welfare reforms, Gareth and his wife were aware 

of the size criteria, having received a letter about it from their housing association and also from their 

local council.  Gareth feels that there were some potential benefits to the size criteria, as some 

people may have been abusing the welfare system, but that the way it has been implemented could 

have been better.  He feels that this reform was rushed through: 

 

Gareth was also familiar with changes to Disability Living Allowance, which he learnt about from 

Mobility magazine.  In our most recent interview, he said he expects this to come into effect in 

October 2015 and that as a result of it, his wife might lose some or all of the Disability Living 

Allowance that she currently receives.  As he understands this, when Personal Independence 

Payments is introduced, his wife will need to be re-assessed, whereas at present, with Disability 

Gareth says this is something he has on his mind and 

is worried about.  He says that he suspects there are some people who are well enough to work but 

are trying to claim benefits just to avoid it, but that his wife is genuinely not in sufficiently good health 

to be in employment.  Regarding the change to PIP, Gareth says: 

er 
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Prior to the introduction of the reforms, Gareth thought that when they took effect, he would need to 

contribute towards his Council Tax, which has proved to be the case.  When we interviewed Gareth 

in early 2014, he was concerned that as of April, his rent and Council Tax would increase and he 

wondered how they would manage financially.  These have gone up slightly, although so too have 

the benefits they receive. 

Regarding the direct payment of Housing Benefits to tenants, Gareth says this would be fine for him 

as he is already used to having to pay the part of his rent not covered by Housing Benefit. 

Impact of reforms 

property prior to the introduction of the reforms, but had not been able to find anywhere.  When we 

initially spoke to Gareth, he said that he and his wife were worried about how they would manage to 

pay the part of their rent no longer covered by Housing Benefit and that it had caused arguments 

between them.  They eventually moved into a two-bedroom property, about nine months after they 

initially told their housing association that they were looking to downsize.  In that time, their housing 

association had offered them another property, but said they would need to move in less than a 

phone company and energy supplier wanted more notice than a week.   Gareth initially paid the part 

of the rent not covered by Housing Benefit by using a pre-pay card, but was not keen on having to 

take this to the shops, so started paying it online instead.  He said that the process was easy, 

although the website was slow.   

When we spoke to Gareth in early 2014, he and his wife were living in a two-bedroom property.  He 

said that moving required a period of adjustment and that initially, he and his wife felt depressed.  

The new property is less than half a mile away from where they lived previously, but it is a long way 

from the shops.  Gareth feels the property is small for a two-bedroom house and there are also some 

problems with the phone line and with getting a mobile phone signal there.  

While Gareth was looking for a smaller property to downsize to, a member of staff from his housing 

association informed him of DHP.  She told him about this in July 2013, but said she needed to find 

out more about the process.  It was in November 2013 that she had gathered all the information 

about how it was going to be implemented, and so Gareth was then able to make his application.  In 

the meantime, he moved to the smaller house.  Within two days of moving into this property, Gareth 

received a letter saying that he and his wife had been granted DHP for six months for the four-

bedroom property they had just moved out of.  They re-applied for DHP for their new address, but 

were informed that all the available money had been allocated so they would not be granted it.  They 

applied again, but they have not heard back as yet.  Regarding this, Gareth says that if the letter had 

arrived in time, they would not have moved.  However, he expects it might have all worked out for the 

best, as he suspects that the DHP might have only been granted for a limited time and then they 

would still have needed to move anyway.  He says: 

had come a couple of days earlier, we probably would have 

accepted it and stayed where we were in the four-bedroom property, but there again, I suppose  it 

probably would only have held off 

[DHP] when you re-  
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The new house had had some adaptations, although less than they had in their previous home.  In 

particular, they are still trying to involve occupational therapists to help with getting a wet room 

because there is only a shower over th  to step into.  When 

Gareth and his wife initially looked round the house, it was dirty, but the housing association cleaned 

it before they moved in.  Nevertheless, it had taken time for Gareth to get it to the standard of 

cleanliness he wanted.  They initially thought that moving to a smaller home might result in lower 

energy bills, but because Gareth has found the house to be particularly cold, he is not sure whether 

that will be the case.   

Gareth was aware that in the two-bedroom property, he and his wife would still need to pay part of 

the rent not covered by Housing Benefit.  However, there was a shortage of one-bedroom properties, 

so moving into one had not been an option for Gareth.  The housing association staff member told 

him that moving into a one-bedroom house, after living in a four-bedroom home, would put even 

more pressure on the couple anyway.  In the new home, Gareth pays about £11 per week, whereas 

had they remained in their four-bedroom house, the amount of rent not covered by Housing Benefit 

would have been around £20 per week.   

A further impact of the welfare reforms on Gareth has been that his household is now required to pay 

about £8.75 per month on council tax.  Although Gareth had been expecting this, he says that it still 

places an additional strain on his finances.   

In early 2014, Gareth and his wife we

and borrowing money from friends.  They are still paying this off and at present, are just paying the 

interest.  This debt accumulated as a result of the costs associated with downsizing; Gareth and his 

wife found that when they pulled up their carpets, they fell apart and so were not durable enough to 

take with them.  As well as having to buy new carpets, they also needed to buy curtains and new 

furniture because their old items did not all fit in their new home.  Furthermore, they had to cover the 

removal costs.  Gareth had approached his housing association to ask if they could help with the 

latter, but they advised him to ask family and friends for help.  Gareth says that the costs of the bank 

loan are manageable for the first year, but that they will start to increase after that, which is worrying 

him. At the moment, they are making the minimum monthly repayments.  They are not currently 

paying back 

have said it is fine for Gareth to pay them back whenever he can.  One friend has also said that she 

an make birthday cards for her, 

since she is keen on craft work. 

The help she needs is variable but some days, she requires assistance round the clock.  In early 

2014, Gareth said that  and he attributed this in part to the 

effects of the size criteria.  He said he was trying not to let her know that he was worried, but that she 

could probably tell.   

As well as downsizing following the welfare reforms, Gareth has also got rid of his satellite television 

subscription.  This was something that he expected he may need to do, but had been concerned 

about prior to the introduction of the reforms, because this was his w

she is at home most of the time and cannot easily leave the house.  There are craft channels that she 

used to watch and used for ideas for things that she could make, which helped with her recovery 

from the strokes.  Gareth has also cut back on his food shopping expenditure by going to cheaper 
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shops, as well as using the local food bank.  Gareth and his wife have also reduced the amount that 

they go out in the car, in order to save on petrol costs.  They used to drive to a park where they took 

their dog, but they have cut down on going there now.  A further way in which Gareth and his wife 

have adapted following the welfare reforms is by reducing the amount they use their credit card.  

Whereas they used to use this and get cash back, they now take out cash more often and pay using 

that, to avoid the risk of ending up with a credit card bill that is higher than they can pay.   

Gareth is not keen on the idea of taking in a lodger as he feels it would unsettle his wife, who is 

nervous of strangers.  He is also concerned about the impact this would have on the benefits that 

they receive.  However, even if they were to be better off financially for having a lodger, he would 

prefer not to have one because of upsetting his wife. 

Gareth has a grand-daughter who could possibly stay with them in their spare room.  She is 16-

years-old and planning to go to college.  However, this would be an arrangement to assist her 

because she is not getting along well living with her step-father, rather than a measure to help 

Gareth and his wife financially.  They had been considering this, but not because of the financial 

implications.   

Gareth says that there are days when he and his wife feel down about their situation and living in the 

new house and Gareth is concerned about PIP.  However, they are trying to make the best of it and 

are getting to know their neighbours and planting vegetables and flowers to make the house more 

homely.  Gareth sums up his feelings about downsizing in the following way: 

 our mind is the change in disability 

 

Contact with housing association 

Gareth says that he rarely gets in touch with his housing association, but he contacted them more 

than usual while he was looking to downsize.  He prefers to go to their offices because their phone 

number is expensive to call, but the opening hours are limited, which he says is fine, unless he 

needs to contact them when the office is closed.  He has spoken with his housing association about 

the costs of the calls and they suggested an alternative number to ring, but this is still not a free-

phone number.  Overall, Gareth has found his housing association to be less pro-active than he 

would like.  He feels that he has had to chase them up, particularly regarding moving to a smaller 

property.  He also suggests that the housing association could have helped more with moving 

tenants.  He says he appreciates that they may not be able to cover the moving costs, but that they 

could perhaps have arranged a deal with a removals company that tenants could benefit from.  

Overall though, he says that housing associations, like local councils, are simply following 

ting the welfare reforms: 

have not really given them  
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When we spoke with Gareth most recently, he said that he now contacts his housing association 

every two to three months and this is generally regarding repairs.  He feels they should prioritise 

training their staff to be more helpful and understanding because although some are courteous, 

others are not. 

Hopes and fears for the future 

Gareth hopes that the next general election will bring a change of administration and a different 

perspective on the welfare system. He hopes that he and his wife will manage in their new home.  

Overall, he says: 
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Case Study 4: Unemployed, single woman with spare rooms 

General needs, working age, on Housing Benefit, in adapted/accessible property, North Humberside 

(Longitudinal  interviewed in phases 1, 2 and 3) 

Current situation 

Freda is a sixty-one-year-old woman who lives alone in a three-bedroom terraced property. She has 

lived there for 24 years and is currently housebound, following an operation and some medical 

problems with her hands. She has friends in the local area and she also has a daughter and three 

grand-daughters who live further away, but who visit and stay in the spare rooms.  She last worked in 

about 1994, when she was a welder working full time and carrying out regular hours.   

Freda has a Post Office Card Account (POCA) which allows her to withdraw money but not to 

deposit it. She keeps receipts and has a meter for her gas and electricity.  Freda is not confident with 

using the internet and relies on friends and family to help her with this if she wants to buy something 

online.  She does not have internet access at home because she feels this would be too expensive.  

She says that if she did, she would like to use it for getting good deals on shopping.     

State support and awareness of reforms 

Freda is currently receiving Incapacity Benefit, Disability Living Allowance (at the lower-rate care 

component and the higher-rate mobility component) and Council Tax support, along with DHP. She 

expects to also start receiving a pension in 2015.  

When we interviewed Freda prior to the introduction of the welfare reforms, she had some awareness 

about potential changes and was particularly concerned about the size criteria because she 

expected that she would be affected by this.  A housing association staff member had spoken to her 

about this and her understanding was that she would be granted DHP until June 2014.  

When we asked Freda what her views were about the direct payment of housing benefit to tenants, 

she said this was a negative reform because people would be tempted to spend the money before 

they had paid their rent.   

Impact of reforms 

Freda has been affected by the size criteria and says she needs to pay £36 per week to cover the 

part of her rent no longer covered by Housing Benefit. Freda has been awarded a DHP of £10 per 

week, but, this only partially meets the part of her rent not covered by Housing Benefit.  When we 

spoke to Freda in early 2014, she had fallen into arrears with her rent and owed around £300.  Her 

housing association had allowed her to pay this back in instalments of £5 per week, which she is still 

paying off.  Freda had also found that following the reforms, she was required to pay more Council 

Tax.  She makes her rent and council tax payments using a pay card, which she takes to the Post 

Office.  She finds this quite straightforward.   

rity  (having not been previously aware) and asked to fill in a form.  

She was then telephoned and told that she would be granted it.  Initially, she was awarded £6 per 

week, but then this stopped because her local authority ran out of money.  There was a gap of 



 

 

12-045846-01 NHF Welfare Reform Tenant Research  
28 

around two months before Freda was granted DHP again, and she believes that it was during this 

time that she began to fall behind with her rent.  When the DHP was reinstated, it was increased to 

£10 per week and Freda expected to keep receiving this until September 2014. 

Since the time we interviewed Freda in early 2014, she has approached her Council to find out 

whether she is covered by the law exempting people from the size criteria if they have been a 

continuous occupant since before 1996.  Freda had heard about this from a newspaper.  The 

council initially said that this did not affect her, but she contacted the newspaper to gather some 

more information and returned to the council with her P60.  The Council then informed her that she 

was entitled to it after all.  She received a letter saying that the law would be changing in March 

had to re-apply for it and was granted it once more.  Financially, she did not gain anything.  She felt 

aggrieved with the c

was wrong about the law at first.  She wonders whether there are other people who were 

misinformed and who have missed out on being exempted from the size criteria as a result.  She 

says that had she known about this when the size criteria first came about, she would have been 

relieved. 

When we interviewed Freda most recently, her washing machine had broken and she did not have 

any money to cover the costs of repairing it.  She contacted her council about the possibility of 

getting a loan, but they could not help her.  She therefore decided to use the money she had set 

aside for her rent to pay for this, because she said she could not manage without a washing 

machine.  At the time of speaking with her, she was two weeks behind with her rent.  Her housing 

association had not contacted her about this as yet, but she expected they would do.  Regarding 

this situation, Freda says: 

 

priorities, in terms of what needs to be paid each week, are the rent, food and 

heating, but that it is difficult to manage when there is a need to pay for something else immediately, 

like the urgent repair of her washing machine.  She says that since the introduction of the reforms, 

food has become less important though.  In order to try to cover all her outgoings, Freda has 

reduced her spending on food by buying fewer fresh items and more frozen products instead.  She 

has reduced her expenditure further still since early 2014 and now spends about £26 a week on 

food, compared to around £40 per week before the introduction of the welfare reforms in early 2013. 

Freda he has also tried to cut down her spending on heating, by only putting it on in the evenings 

and wearing warm clothes during the day.  She has also stopped going to Bingo nights, which she 

include paying a friend to clean her house each week, since she is not well enough to carry this out 

herself.  When we spoke to Freda in the early part of 2014, she had cut back on how much she paid 

her friend, from about £45 to about £22.50 per week, following the introduction of the reforms.  There 

had been times when her friend has not accepted any money for her help too.  When we spoke with 

Freda most recently, she said she now pays her friend £10 a week, in order to make ends meet. 
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Freda also gives petrol money to people for driving her to hospital appointments.  Prior to the 

introduction of the reforms, Freda said that she had no intention of stopping this, because she did 

not want those people to be out of pocket for helping her.  When we spoke to Freda most recently, 

she said that she had not needed to attend as many hospital appointments recently, so she had 

been able to save some money on petrol compared to earlier in the year.  

Freda would prefer not to move to a different property for several reasons; first, she likes having the 

spare rooms for her family to stay in, since they live in the South and Freda lives in the North.  

Second, having lived in her home for well over two decades, Freda has a network around her, 

including friends and relatives who help her with housework, travel and shopping, which is important 

to her given her mobility difficulties. Furthermore, Freda says that even if she were willing to move, 

there are no suitable properties in her local area and so if she did move, she would need to go to an 

entirely new area where she would not know people.  Freda says: 

around the area who do different things for me and if I were to move to another area 

 

Freda describes the area she lives in  spent money 

over the years making her house look the way she wants it to and does not want to leave that behind 

and she doubts that her housing association would provide another property with the same features.  

She is also concerned about the cost of moving to a new home.  Overall, she feels that the size 

criteria is unfair and says of the welfare reforms: 

 

Since we last spoke with Freda in early 2014, she said she has considered looking into whether she 

could exchange properties with somebody living in the south with a one-bedroom bungalow.  

Although this is not ideal for her, it would mean that she could avoid paying the part of the rent not 

covered by Housing Benefit and would be close enough to her daughter and grandchildren that they 

would not need to stay overnight.  

Freda does not want to take in a lodger, following negative experiences with two different lodgers in 

the past.  With both, she had problems getting them to pay for their rent and for bills.  She says that if 

she were to take a lodger again, it would need to be a professional person who she could rely on to 

be able to meet the payments.  However, she would still have the problem of not having two spare 

rooms for her daughter and grandchildren to stay in. 

In terms of how Freda plans to manage, she is aware that she will be able to start drawing her 

pension in June 2015.  She thinks that from then onwards, she will no longer need to pay the part of 

the rent not covered by her Housing Benefit and she will also not need to pay towards her council 

tax.  If she does not move to the South, she hopes to continue to be granted DHP and to be able to 

manage on the money she has coming in, by continuing to be careful about her food and heating 

expenditure, until she can draw her pension.  Overall, she describes the impact of the welfare 
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Contact with housing association 

 or four times a 

year over the phone (which is convenient for her due to her mobility issues). She acknowledges that 

some phone numbers are expensive to call though, so she is careful about which she chooses to 

use.  Her contact with her housing association tends to be regarding repairs, although sometimes it 

concerns a query about benefits.  Since the introduction of the welfare reforms, she has also been in 

contact with them about her rent arrears.   

Freda has generally had positive experiences of dealing with her housing association, although has 

found Head Office to be more helpful than the local office.  She found her housing association to be 

helpful in organising the DHP and she feels that she could turn to them for advice about managing 

her money.  She is positive about the fact that if she cannot get to their offices because of her limited 

mobility, they will send a member of staff to her house.   

Prior to the introduction of the reforms, Freda said that her housing association could provide more 

help for those affected by the size criteria, in terms of finding alternative properties in the local area.  

She said the tenant types they should focus on were older families.  Now that the reforms have taken 

effect, she feels that there are limitations to the support they can provide because in her opinion, 

if they had informed her about the law concerning exemption from the size criteria for people who 

have lived in their properties continuously since 1996. 

Hopes and fears for the fears for the future 

Freda joked that her hopes for the future were to win the lottery.  Her main fear is that there would be 

further welfare reforms that would lead to her needing to pay more and that she would not be able to 

afford it. 
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Case Study 5: Self-employed, married, and previously homeless 

Vulnerable tenant; mental health issues and previously homeless, London (longitudinal  interviewed 

in phases 1, 2 and 3) 

Current situation 

Helen is 33-years-old and lives in a one-bedroom, new-build flat, where she has resided since 2008.  

When we first carried out an interview with Helen, she was single, but has since married.  She 

became self-employed in November 2012, starting up her own business as a freelance beauty 

therapist. When we spoke with her earlier this year, the business was not going as well as she had 

hoped and so she was carrying out some extra work, providing psychic readings over the telephone, 

to generate additional income.  When we spoke with her most recently, she had decided that it was 

no longer viable to continue with her business. She is still carrying out the psychic readings and in 

addition, has carried out some work as an extra for television shows and films. 

 regular hours 

in a supermarket.  Helen would like to start a family soon. 

Helen suffers from mental health problems, including post-traumatic stress disorder.  She was once 

homeless for nearly two years, until she was offered help by a mental health support worker who 

assisted her in finding her current home. 

Helen and her husband have a joint building society account and they also have their own separate 

current accounts.  Helen manages her finances online and has internet access at home. 

State support and awareness of reforms 

Helen currently receives Disability Living Allowance.  When we interviewed her prior to the 

introduction of the welfare reforms, she was receiving full Housing Benefit and working tax credits.  

When she married, she stopped receiving Housing B

When we spoke with her earlier this year, she was receiving tax credits, but since then, because her 

business venture has collapsed, she has stopped receiving this. 

Prior to the introduction of the welfare reforms, Helen was aware of changes to Council Tax benefit, 

having received a letter about it and having heard about it in the news.  This was of concern to her at 

the time, as she expected that her business would not have fully taken off by the time it came into 

effect.  Helen was also aware of the size criteria, which she thought may free up housing stock 

elsewhere and mean that she would be able to move to somewhere cheaper.    

Helen is aware of the direct payment of housing support to tenants and feels that this is not a good 

initiative, because people with little money will be tempted to spend their Housing Benefit on things 

other than their rent.   
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Impact of reforms 

Helen reports that her household is struggling financially. This is the result of her business not 

successfully taking off and, as in early 2014, also because her rent is higher than many other 

housing association properties in the area.  There has also been a slight increase in the service 

charges since early 2014.   

s in debt to the value of around £2,500 - £3,000 which they 

owed to credit cards. They were making the minimum repayments. The debt had accumulated as a 

result of her business costs, wedding expenses, paying the rent and costs from attending other 

t arrears between the time of the first 

interview in early 2013 and the time of the second interview in April 2014, but she paid this back. 

 

The household previously paid their rent monthly, but they arranged to pay it weekly, which Helen 

finds easier to manage.  Helen says that in terms of her financial outgoings each week, the rent is her 

priority, having been homeless in the past.   

Helen is disappointed that her business has not been as successful as she had hoped.  When we 

first interviewed her, before the introduction of the reforms, she was focussing on marketing work, 

including launching a website.  Since then, she found that she did not have enough money to renew 

nd so the webpage is no longer available.  When we spoke with her 

earlier this year, she was unsure whether to re-establish it at a later date anyway, because she 

doubted that it generated much trade.  Helen felt that part of the problem with making her business 

nt economic climate.  Her plan was to 

continue with the business until April 2015 and then if it had still not worked out, she would abandon 

it.  However, Helen decided to discontinue the business sooner because she was not making 

enough money for it to continue to be viable. 

Helen had felt suited to being self-employed, due to her mental health problems, which she feels 

could be problematic for her if she were to work for an employer.   

In order to earn extra money, Helen carries out psychic readings over the phone.  The work suits her 

in the sense that it is self-employment, but she is reliant on people calling her and so she cannot be 

certain of how much money she will make each week. In early 2014, Helen was earning an average 

of £40-£50 per week but since moving to a different company to carry out the psychic readings is 

now earning an average of about £100 per week.  Her work as an extra has earned her about £110 

per day, although she has only carried out this type of work a few times as it is difficult to find. 

In order to improve her financial situation, Helen has been looking to move to a less expensive 

property.  She considers her rent (including the service charge) to be particularly high.  Although she 

had hoped that the introduction of the size criteria might make this more likely, she has so far not 

found anybody to swap with her.  Although other tenants have expressed interest in her property, 

they have said that the rent is too high.  She feels that the only people who could afford to move 

there would be tenants in receipt of full-Housing Benefit, perhaps because of a disability, as 

otherwise if would be too expensive for them.  When we interviewed Helen in early 2014, she had 
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been liaising with a tenant who uses a wheelchair, but she was not confident that the flat would be 

sufficiently large for her and nothing came of this.  Regarding her situation, Helen says 

 

like beyond the reach. No-  

Helen feels that her only option, in terms of getting a cheaper flat, would be to move to an 

undesirable area or to move up North.  However, moving far away presents difficulties, since Helen 

has connections close to where she lives and also, her husband has full time employment in London 

and is settled there.  Helen feels that moving to the North would be a culture change too.  Helen says 

that she might feel differently about moving once she has children though. 

Helen says that it would be possible for her to find a property in the private rented sector that costs 

less than her housing association property.  However, she was previously very unhappy living in 

private rented accommodation and feels that such homes are poorly-kept and in unsafe areas.  

Although a private property might be cheaper, Helen expects that it might not be as nice as her 

current home.  On balance, she would rather stay in social housing.  Overall, Helen sums her current 

situation in the following way: 

 

Helen has been wondering whether she might be able to exchange with somebody who has a two-

bedroom property, since she has been struggling to find a one-bedroom flat.  She approached her 

housing association and reports that one person there told her this would be permissible, but 

another person there said it would not be.  Helen feels frustrated that they were unable to provide her 

with consistent, clear guidance as she feels they should be to.  Regarding this, Helen says 

 

Helen is considering attempting to make an exchange on a two-bedroom property, if one becomes 

available and will see what happens.  She believes there is a chance that she could find a two-

bedroom home that is cheaper than her one-bedroom flat, due to its high rent. 

Helen has previously approached her housing association about the possibility of getting help to pay 

her rent, since her household is struggling.  They told her that she might be eligible for around £7 per 

month in Housing Benefit.  Helen felt that this would make so little impact on her financial situation 

that it was not worth applying for, since she reports having a negative experience of claiming 

Housing Benefit before she married.  At that time, she needed to visit her council every four-six 

weeks, to provide evidence of why she needed Housing Benefit.  They gave her sheets to fill in, 

which she felt were more appropriate for big businesses and she also needed to take accounts 

evidence.  The council wanted Helen to provide an idea of how much income she would be 

generating each month, but since her business was in its infancy, she was unsure.  Helen is 

dyslexic, which made it difficult for her to explain herself and overall, she describes the process as 

hav  
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Contact with housing association 

Helen contacts her housing association about once a month on average.  She feels that it would 

have been helpful if they had informed her sooner that she could pay her rent weekly, rather than 

monthly, as this would have made paying it easier for her.  Helen would also like to receive a 

from using a helpline to find out information.  She has heard that her local council offers advice on 

managing finances and this is something that interests her. Before Helen got married, she said there 

should be more information and support targeted at single people, because most information 

provided by her housing association seemed to be aimed at older people and families. 

When we interviewed Helen most recently, she felt that her housing association could communicate 

more and says she would find it helpful if they held regular meetings that tenants could attend.  She 

would like to be updated about matters such as any decorating they are undertaking within her 

building, or any other changes that might impact on tenants.  

Helen has experienced some technical difficulties with her housing association, including a refund 

for some overpaid rent and establishing her name change since she married.  She was unhappy with 

the high turnover of housing managers and, as already discussed, has been disappointed in the 

conflicting information she has received from her housing association concerning whether she is 

permitted to exchange with a tenant who has a two-bedroom property.  Overall, she now feels there 

is room for improvement. 

Hopes and fears for the future 
 
Helen is worried about the future and how she will be able to cope financially, without accumulating 

to exchange to a cheaper property in the same area.  Helen says: 

 four and a half grand s 

swap to a council flat which is 

h  
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Case Study 6: Affected by Benefit Cap, living with partner and six 

children  

Tenant affected by the Benefit Cap; both she and her partner were unemployed at the time of the 

first interview, but she has since found employment, North Somerset (longitudinal  interviewed in 

phases 1, 2 and 3) 

Current situation 

Iris is a 28-year-old woman who lives with her husband and six children.  There are four boys and 

two girls, with the youngest being four years old and the oldest 15.  The house is semi-detached with 

three bedrooms, but they have turned their dining room into an extra bedroom to create a fourth.  

When we first interviewed Iris, she was engaged and has married since then.  She has also entered 

employment and now works as a Care Assistant in a nursing home, working with people suffering 

from dementia.  When we initially spoke to Iris, she had not worked for about seven years.  Her 

husband now looks after the children when Iris is at work and he has not been in employment for 

between ten and fifteen years. The key reason for Iris returning to work was the impact of the Benefit 

Cap. 

Iris has access to the internet at home, although she does not have a laptop or PC, so if her children 

need to use if for their homework, they have to go to friend her 

mobile phone and carries out online banking, online grocery shopping and social networking.  Iris 

does not pay bills online or use price comparison sites though. Iris intended to find out if there were 

any free internet courses she could attend last year, but did not get round to attending any.  She 

feels that she would be more comfortable completing forms on paper rather than online because if 

she did not understand something, she could hand it to somebody else to help her.  However, she 

says that if she needed any help with such matters online, she has friends and family who could 

provide this. 

She 

keeps a track of her finances by making notes in a diary.  They do not have any savings.     

State support and awareness of reforms 

Prior to the introduction of the welfare reforms, Iris was aware of the Benefit Cap, which she received 

a letter about from the Department for Work and Pensions (DWP).  DWP also contacted her by phone 

and arranged to visit her in person to discuss this in more detail.  Iris told us that she would have 

liked more information because the DWP staff member could not answer all her questions, including 

being specific about when the Benefit Cap would come into place.  They simply said it would be 

between April and October 2013.  They also could not provide a breakdown of which benefits would 

be reduced.  This conversation prompted Iris to start looking for a job, which she felt made more 

sense than for her husband to seek employment because she thought she had a better chance of 

finding work as she was more qualified, younger and in better health than him.  

Prior to the introduction of the welfare reforms, Iris was also aware of the size criteria and heard 

about this by talking to other people and through the television.  Iris knew that she would not be 

affected by this.  She considered it to be a positive reform because some people live in houses 

where they are not using all the rooms, which she feels is unfair on people who are waiting for big 
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enough homes.  She recalls that it took her three years to get a sufficiently large house, whereas her 

stepmother was living in a four-bedroom-house, all by herself. 

Iris also has a basic understanding of the direct payment of housing support to tenants.  This was 

not something she was approached about when she used to receive Housing Benefit, but she said 

that she would not have wanted to be paid her Housing Benefit direct in case she spent it before the 

rent was paid.  

Prior to the introduction of the reforms, Iris had heard 

what this was.  Since then, she says she has heard this will affect her household sometime up to 

2017, but she says she is not going to take an interest in it until it impacts on her. She has a limited 

understanding of what it will involve. 

Impact of reforms 

When we interviewed Iris prior to the introduction of the welfare reforms, her household received 

They no longer receive Housing Benefit, 

receives Working Tax Credits and there has been an increase in the amount of Child Tax Credit they 

 higher income than before the 

introduction of the welfare reforms.   

The Benefit Cap was the key factor that prompted Iris to find employment.  There was a gap between 

its introduction and the time that she found work, although she cannot recall how long this was.  

During that time, the household struggled financially.  Iris fell into arrears with her rent.  When Iris 

found employment, she started to pay this off weekly.  In early 2014, Iris said that although she 

prioritised food and heating back then, she now felt that the rent was the most important thing to pay 

each week because the children need a home to live in.  

Iris reported that when she started working, a member of staff from the housing association came to 

visit her and told her about DHP and suggested that she apply for it.  However, Iris did not fill in the 

forms, partly because her understanding was that DHP was a loan and she thought this might lead to 

her household getting into further financial difficulty.  Iris also fell behind with her council tax 

payments and needed to start paying the arrears off weekly when she entered employment. 

Iris said that in the interim period before finding work, they could not afford to take the children out as 

much.  They needed to consider the cost of going to places that they used to visit, such as 

adventure parks or the pier, as well as needing to take into account the cost of the bus fares.  They 

rding running out of things, such as food. Furthermore, they got rid of a dozen or so 

chickens that they previously kept, along with their parrot, to reduce costs.  Iris and her husband 

also switched from smoking cigarettes to roll-ups, which saved them about £35 per week, and they 

have kept up this change.   

Iris found the process of getting a new job fairly simple.  A friend of hers suggested that she apply at 

the local care home and so she did.  After one interview, she was offered the job on the same day.  

Iris does not drive and the care home provides its workers with transport, so this suited her well.  She 

cannot remember how long it took her to find employment overall, but she says that the Benefit Cap 

was the driving force for her looking for work in earnest. 
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Once Iris found employment, she reported that she was content with her situation.  When we spoke 

with her in early 2014, she felt as though her household had more money than before the 

introduction of the welfare reforms and this meant that she could decorate her house, which she 

could not previously afford to do.  Even though Iris needed to pay full rent and was not in receipt of 

some other benefits that she previously had and also needed 

dinners, as well as buying milk rather than receiving tokens, she had more money left over each 

month.  Her financial situation had partly improved by paying off her wedding too.   

When we interviewed Iris most recently, her financial situation had improved further.  This resulted 

from a combination of factors, including; the increase in her working hours; a reduction in the amount 

of council tax and rent that she needed to pay each month because she had started to clear her 

arrears; Iris is reducing the amount she is spending on food shopping, by buying in bulk more; Iris is 

also paying off more of an outstanding loan, resulting in lower monthly repayments and her children 

are now receiving free school meals.  Regarding her current financial situation, Iris says: 

 

t do that..a takeaway or get like a little treat each week but 

 

children for days out and on shopping trips.  She says she feels very confident about being able to 

manage for the rest of the year.  Working has made her feel 

the Benefit Cap has been positive for her.  Regarding this, she says: 

 

 

When we interviewed Iris in early 2014, she was working 24 hours a week but there are opportunities 

for her to work overtime and some weeks, she worked as many as 40 hours.  When we spoke with 

Iris most recently, she told us that she has increased her working hours to 36 per week.  Prior to the 

reforms, Iris said that she would not want to work for more than 20 hours per week, unless it became 

absolutely necessary, because she wanted to spend time with her children.  Iris has been surprised 

by how satisfying she has found her employment to be.  Initially, her key reason for working was just 

to bring in more money, but she is enjoying the work itself and finds helping the people in the nursing 

home rewarding.  When we spoke with Iris in early 2014, she was considering taking an NVQ in 

Health and Social Care to further her career.  Her employer would pay for this, which Iris was 

pleased about because if would have cost her £400 had she attended a college.  When we 

interviewed her most recently, Iris said that she had decided to carry out a year-long course to help 

her in her role, which will result in a certificate.  The course looks at the way that staff interact with 

residents and aims to help them provide residents with a home, rather than just a place to live in.  

This course takes up an extra six to 12 hours per week, on top of  working hours and her 

rota is scheduled to allow time for this. 

Iris says that things are working out well with juggling her home and work life and with her husband 

looking after the children and house while she is at work.  She initially did not want to leave the 

children, but things have worked out well.   She says that working has made her feel: 
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Contact with housing association 

Iris has little contact with her housing association and does not use any services provided by them.  

She tends to only contact them if she needs a repair.  Prior to the introduction of the reforms, Iris said 

that she would like her housing association to check up on her when the Benefit Cap came into 

ice if she was not.  Iris 

felt it would be best for them to contact her by phone in the first instance as this would be less 

stressful than somebody visiting initially as she was concerned that she might forget to ask 

everything she needed to in a face-to-face setting.  Earlier in the year, Iris said that now the reforms 

had taken place, she thought it would have been helpful if her housing association had organised 

group discussions where they could have provided information.  She said that with hindsight, this 

would have prompted her to think of issues and listening to other people ask questions would have 

helped her.  She said that she did not feel sufficiently well informed to make the most of somebody 

visiting her on a one-to-one basis before and did not know what to ask.   

Iris received a monthly newsletter from her housing association, which she reads and finds helpful.  It 

provides information about meetings or changes to rent, as well telephone numbers for various 

services.  Iris is also positive to the idea of her housing association providing information online or via 

a helpline, providing it is not expensive to call it.  She is also keen on the idea of her housing 

association offering advice about managing finances, which she feels would be particularly helpful to 

her as she wants to open her own bank account and would like help with how to go about it.   

Iris feels that her housing association should focus on young, vulnerable tenants (such as those 

suffering from addiction or single mothers) as they require the most help.   

Hopes and fears for the future  

Iris says that her hopes for the future are that things stay as they are now; she is happy with her 

work, her home and her living situation.  Her fear is that she will fall into debt and not pay her bills, 

but she says this will hopefully not happen.    
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Case Study 7: Employed, single, one child 

Tenant moved into employment this year, London (longitudinal  interviewed in phases 2 and 3) 

Current situation 

Sarah is 25-years-old and lives with her three-year-old daughter in a two-bedroom, new-build flat.  

She has resided there for about two years.  She started full-time work in early 2014 in an office in a 

business administration role, as an apprentice.  Her daughter attends a private nursery while she is 

at work. Before she had her daughter, she had worked in a shop, but this is the first time she has 

worked since giving birth.  She was concerned about leaving her child at a nursery before she could 

talk, in case anything bad happened to her there and she was unable to tell her about it. 

Sarah manages her finances by making notes in a diary.  She uses her phone for online banking and 

is in the process of organising getting the internet set-up at home.  She has a current account and a 

savings account.  When we interviewed Sarah in early 2014, she did not have any savings, but she 

has since built up about £145. 

State support and awareness of reforms 

Sarah currently receives working tax credits, child tax credits, child benefit and council tax benefit.  

When we interviewed Sarah in wave 2, she had only just started working and had been receiving full 

Housing Benefit previously.  She was unsure what impact entering full-time employment would have 

on the amount of Housing Benefit she would receive and she has found that she no longer receives 

any Housing Benefit.  Sarah has had a promotion and a salary increase since we last spoke to her 

and now earns £24,000 a year. 

Sarah is familiar with the size criteria, even though this has not impacted on her, because her mother 

has been affected by it.  Sarah feels it is unfair on people who took their properties at a time when 

there was no such thing and moved on different terms.  She feels that once people like her mum 

have decorated and got settled, it is unfair to make them move out.  Her mother is on a low income 

and is finding it difficult to pay the part of the rent not covered by Housing Benefit.  Sarah feels this 

reform should be applied to all new tenants, but not to existing tenants.   

Sarah has also heard about the direct payment of housing support to tenants, although this has not 

affected her.  She feels that this is only suitable for people in their mid-twenties and over, because 

very young people will be too tempted to spend their Housing Benefit on things other than their rent.  

She said that when she was younger, she found it harder to prioritise and so this would be a 

temptation for young people.  For those who are old enough though, Sarah thinks this will help them 

to learn to manage their money and will prepare them for handling their salary when they enter 

employment.  Regarding the direct payment of Housing Benefit to tenants, she says: 

imagine 

 

Sarah h

because it could have a negative impact on the children of households who are affected.  She says 
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that there probably are families that abuse the welfare system, but that there are others who do not 

and who should not have their benefits capped.   

Impact of reforms 

Sarah is the tenant we selected for the research as a general tenant, who was unlikely to be affected 

by the welfare reforms, to provide a comparator with other tenants who were.  Overall, she feels that 

the welfare reforms have not impacted on her personally, but as mentioned, she has views about 

those changes that she has heard of and which impact on her family. 

Sarah moved out of her family home when she was around 17-years-old and has been in arrears with 

her rent in the past.  She had a key worker to help her.  She discusses how when she was working in 

the shop, she was worse off financially than she was when she stopped working and was claiming 

more benefits.  Sarah is very happy living in her flat and says she was very pleased to have got it. 

Sarah is very glad to have found a new job because she wants to provide for herself and for her 

daughter.  Before she found employment, her daughter received 15 hours a week of free nursery.  

While her daughter was there, she felt as though she did not have enough to do.  Sarah says that 

she was encouraged to have a career during her upbringing and so that is what she wants now.  

Sarah says her priorities are keeping a roof over her head, having a job and providing childcare for 

her daughter, as they were in early 2014.  The difference is that now, Sarah wants to invest in a 

property, rather than to just rent.  She says: 

 

 

When we spoke to Sarah in early 2014, she was concerned about how much money she would be 

left with when she started work.  As it was early days in her employment, she was unsure what 

impact working would have on the amount she received in benefits and she also suspected that her 

salary would not be spread evenly over twelve months, meaning she would take home less some 

months than others.  She expressed her concern about ending up in the situation she experienced in 

the past, where working resulted in her having less money than being out of work and claiming more 

benefits.  She said she did not mind being on a low income, providing she could make ends meet, 

as she planned to progress in her role and end up on a higher salary.   

Sarah has found that her financial situation is working out well since we spoke with her last.  Her 

salary increase has helped and she has enough money to cover her rent, bills and shopping.  One of 

the concerns she had when we spoke to her in early 2014 was about whether should would be able 

to afford to pay for the internet at home, which she needed for her job.  However, she has found that 

she has enough money for this too.  Sarah describes her current financial situation as follows: 

. 

Sarah was previously concerned about leaving her daughter in childcare at a young age, but she 

has found that this is going well.  Her daughter attends a private nursery and Sarah had hoped to be 

able to place her in a school nursery because she thought she would learn more there, but this was 

not an available option.  Sarah drops her off before she goes to work and picks her up again each 
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evening.  There is a £30 charge for every 15 minutes that a parent is late for collecting their child, so 

she tries to make sure she gets there on time.  Sarah is going to take her daughter out of nursery 

during her annual leave so that she can spend some time with her. 

Contact with housing association 

Sarah speaks very highly of her housing association.  She says they provide lots of help to tenants.  

She attended a talk about financial prioritisation and another about nutrition and exercise.  She also 

attended housing association offered to all tenants aged between 16 and 

24 and not in full-time education.  She found this to be very helpful in preparing her for entering work 

and suggests this is a key reason for her getting the employment she has now.  The initiative is 

provided for any young people who are interested in finding work or an apprenticeship.  

Sarah feels that it would be helpful for her housing association to make young people aware of the 

services they have on offer, but letting them know over the phone or in person.  She says that letters 

and flyers are not sufficient because tenants may not read them, whereas if somebody speaks with 

them personally, it forces them to pay attention. 

Hopes and fears for the future 

Sarah feels hopeful  for the future.  She wants to progress in her career and eventually 

buy a property.  She feels this would be something that would provide a stable future for her 

daughter. 
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Case Study 8: Unemployed, living with two children, affected by the size-

criteria 

Tenant affected by the size criteria; paying the part of the rent not covered by Housing Benefit, 

Greater Manchester (Longitudinal  interviewed in phase 2 and 3) 

Current situation 

Janet is 41-years-old and lives in a three-bedroom house with her two daughters, who are aged 

three and eight.  She has lived in the property for nine years and has been a tenant with her housing 

association for the past twenty years.  Janet also has a 21-year-old son who lives close-by.  Janet 

does not work, but plans to start job hunting in 2015.   

Janet has a Building Society account but she does not have any savings.  She set up an internet 

contract at home earlier this year and has an IPad, but she does not feel confident about using it and 

she does not employ it to manage her finances.  Her eldest daughter is more competent with the 

internet and uses this for her homework.  Janet is not especially keen to improve her skills regarding 

using the internet, as she does not feel she has a particular need for it.  She finds filling in forms 

stressful and says that would be made worse if they were online.  Futhermore, she might be tempted 

to spend more than she could afford on online shopping if she knew more about how to use the 

internet.  If she wanted help with it though, she has a friend who could assist her. 

State support and awareness of reforms 

Janet receives child tax credits, child benefit, income support and council tax support.  She is aware 

of the size criteria because this has affected her household.  She has heard that some tenants are 

now receiving their housing support directly and feels that this is not a good idea, because they may 

spend the money and fall into arrears with their rent.  Janet believes this would not be an issue for 

her personally though, because she would ensure that did not happen.  She says it is best for the 

Housing B

 She discusses the direct payment of Housing Benefits to tenants in the following way: 

 

Impact of reforms 

Following the introduction of the size criteria in April 2013, Janet has been paying £15 per week for 

the part of her rent that is no longer covered by her Housing Benefit.  When we spoke with Janet in 

early 2014, she had taken her daughter our of playgroup for a day each week, resulting in her 

attending once a week rather than twice a week.  The cost per day was £15 and so this measure 

allowed Janet to pay for the part of the rent no longer covered by Housing Benefit.  In early 2014, 

Janet said that overall, she did not feel very good about her financial situation and that she was 

struggling to manage.  She had fallen behind with her electricity payments and decided to get a 

meter, although this turned out to be more expensive than not having a meter.  She had cut-back on 

her food shopping in order to save some money.   

In early 2014, Janet was looking to move to a cheaper property because she felt that the £15 per 

week was too expensive.  Her understanding was that there were both council and housing 
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association properties in her local area that she could bid for.  However, she said she was unsure 

how the processes worked and she was uncertain about what she needed to do.  She thought she 

may be able to get a cheaper three-bedroom property with the council than she currently had with 

the housing association, but she did not know how to go about finding a property and bidding.  

Overall, Janet did not feel optimistic about her chances of finding a suitable two-bedroom property to 

downsize to this year. 

Janet was not keen on moving out of her local area because her son lived close by.  She did find a 

couple who were willing to exchange with her, but she considered the area they were from to be 

 

In early 2014, Janet had said she expected she would have to downsize, even though she was 

unhappy about it. She described the size crit  that it did not make 

sense, because her housing association had provided her with a three-bedroom property when she 

had her son, yet now that she had two children under her roof rather than just one, she was 

expected to live in a smaller property. 

When we spoke with Janet most recently, her financial situation had improved slightly because both 

her daughters were at school full time and so there was no need to pay for playgroup.  Janet 

continues to feel that she is spending too much on electricity, following the introduction of the meter 

and she plans to speak to the provider about this.  She has had to spend more money recently on 

buying school uniforms for the children and so her catalogue expenses have increased slightly since 

earlier in the year.  

Janet says that she really does not feel she should be paying more following the introduction of the 

Size Criteria because the bedrooms in her house are not spare, but occupied by her daughters.  

Regarding this, Janet says: 

dead money to me now because  -bedroom house with 

 

 

She is also not keen on the process by which she has to pay it, because she has to queue in the 

Post Office each week, which is time consuming and can sometimes be for as long as 25 minutes.  

Nevertheless, she has now decided to continue living in the property, paying the part of the rent no 

longer covered by Housing Benefit and she is not going to look for somewhere else to live.  Janet 

also plans to look for work in 2015. Although earlier in the year Janet had said she would job hunt 

when her youngest daughter started school, as she felt she was too young to leave before then, she 

now wants to take a break before looking for work.  Janet would like some time to herself, so she can 

organise her home.  She expects that she will tire of being there all day though and so would like to 

find work in the future.  Janet last worked about four years ago, when she was a Welfare Assistant at 

a local school for about an hour and a half a day.  She has a contact at a school, so expects she will 

see if she can find work there as a Welfare Assistant again, or in another role if one is available.  She 

says she feels a bit out of practice of working though.  
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Among the reasons that Janet has decided not to move are the fact that she likes her current house 

and does not want her daughters to share a room.  Her eldest daughter likes to have her own space 

and does not want her younger sister to interfere with her belongings.  The children also go to bed at 

different times and the youngest wakes up during the night still, which Janet fears would wake her 

elder child and leave her tired for school in the mornings. 

Janet is against the idea of taking a lodger because 

her home and, furthermore, although it would mean that she could stay in her current house, her 

children would still need to share a room in order to free up a bedroom.   

Contact with housing association 

Janet says she has very little contact with her housing association, but she has not experienced any 

problems with them.  She is positive about the idea of them offering a helpline, or providing face-to-

face contact with tenants, but she does not see any particular need for the provision of advice 

services.  Earlier in the year, Janet had said that the main way in which she would like her housing 

association to support her was by assisting her with finding a new property.   

Hopes and fears for the future 

Janet says that she is just living day-by-day for the moment and that maybe in the future she will get 

  Janet says: 

and see what happens  
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Case Study 9: Unemployed man, downsized due to the size criteria 

Working age with long-term health problems, including alcohol addiction, Midlands (interviewed in 

wave 3 only) 

Current situation 

Adam is 44 years-old and lives alone in a one-bedroom flat, where he has resided since April 2013.  

Before then, he lived in a two-bedroom property, but he moved following the introduction of the Size 

Criteria in order to avoid having to pay the part of his rent no longer covered by Housing Benefit.  He 

had lived in his previous property since late 2012.  Prior to this, Adam had been homeless for around 

but for the most part, had been on the streets. 

Adam has two grown-up children, aged 16 and 18. Adam suffers with long-term health conditions, 

including sciatica and alcohol addiction and does not feel well enough to work. 

State support and awareness of reforms 

Adam currently receives full Housing Benefit, council tax benefit and Disability Living Allowance.  He 

was aware of the size criteria, since it had affected him personally, but had little awareness of other 

welfare reforms.  Adam first heard about the size criteria when he received a letter about it from his 

housing association, which was followed up with a face-to-face visit from a member of staff there. 

Adam feels that the direct payment of Housing Benefit to tenants is a negative welfare reform 

because people will be tempted to spend the money on things other than their rent, especially when 

from his housing association about this and opted to have his Housing Benefit paid straight to his 

landlord. 

Impact of reforms 

Adam felt stressed as a result of the introduction of the Size Criteria.  He reported that he felt 

pressured by his housing association to move into a smaller property.  There had been a month in 

between the introduction of the size criteria and Adam moving into the one-bedroom flat and during 

this time, he had needed to pay the part of his rent no longer covered by Housing Benefit, which was 

£20.  Adam found the process of moving troubling, because he was not well enough to move 

everything alone and needed to find enough money to cover the costs of hiring help.  Adam 

borrowed money from his friends in order to pay for a van to move all his belongings. His Housing 

Association offered him a £300 incentive to downsize, but this was only to be provided once he had 

moved and on the condition that he left his previous property in an acceptable condition.  Adam 

feels that it would have been more helpful if his housing association had provided this money prior to 

the move, so that he had not needed to borrow any.  Regarding this situation, Adam says: 

-
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Adam found his new property to be small compared to where he was previously living.   Regarding 

his new home, Adam says: 

 

Adam prefers the location of his new flat because although it is only about a mile away from his 

previous home, he is now closer to his friends and his daughter.  He reports that in his two-bedroom 

less affected by the Size Criteria than some other people he knows of.  He feels that he has been 

fortunate because he was able to quickly find another place to move to that suited him and that was 

close by.  Regarding this, Adam says: 

ace close to the people who can help me out, that was a bonus 

 

Adam feels that the size criteria is a negative welfare reform, because he says there are people who 

cannot afford to pay the part of their rent no longer covered by their Housing Benefit but who also 

cannot find an available smaller property to move into.  Adam has a friend who is in this situation; the 

only property he can find to move to is over four miles away, which would be too far for him. The 

friend has found the situation very stressful and has fallen into debt. 

Adam was against the idea of taking a lodger.  He felt that after being homeless for several years, he 

now wanted a place that was his alone.  Although his children were of an age where they could 

potentially have lived with him, they did not need anywhere to stay.  Furthermore, Adam felt he would 

prefer to live on his own. 

Contact with housing association 

Adam tends to only contact his housing association if he requires repairs.  He is aware that they offer 

money advice services, but he feels that he does not need these and that such forms of help are 

more appropriate for younger, less experienced tenants.  Regarding the financial advice offered by 

his housing association, Adam says: 

 

Hopes and fears for the future 

Adam said that his fears for the future were whether he can afford to keep living where is currently.  

He is not happy with his current financial situation. He says that although he is not completely happy 

with his situation, he is very grateful that he has a flat of his own, after being homeless previously. 
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Concluding comments 

 
The depth interviews suggest that the welfare reforms have impacted on tenants both financially and 

emotionally.  Participants who have been affected by the size criteria have reported facing a number 

of issues; how to pay the part of the rent not covered by Housing Benefit, the disruption of moving to 

a smaller property and other consequences, such as no longer having a spare room for a child to 

stay in or accumulating debt following the costs of moving.  However, there is evidence from those 

we interviewed that after a period of adjustment, some tenants have adapted to their new situations.   

The tenant affected by the Benefit Cap (case study six) has been most positive towards the impact 

of the reforms on her, since this change prompted her to find work, which in turn has resulted in her 

household being better off financially and has provided her with a sense of fulfilment. 

It is clear that some participants are struggling to cope financially.  The cut-backs they are making to 

their food shopping, their heating and their leisure activities may, in the long-term, result in further 

unintended consequences to their health.  There are some clear obstacles facing tenants who are 

trying to adjust to the welfare reforms; first, those with physical and mental health problems feel 

unable to enter paid employment; second, some who are willing to downsize cannot find a smaller 

property in their local area or cannot afford to cover the costs of moving.  Although participants 

generally say that paying their rent is a priority, some have fallen into arrears. 

The impact of the size criteria is particularly profound for those tenants who need to downsize.  

Moving to a new property is reported as being very disruptive.  Participants generally report a 

reluctance to move; their home is an important part of their lives.  Some have lived there for many 

years and have connections in their local areas, such as friends and neighbours, who provide a 

support network.  Tenants have decorated their homes and have become settled.  For those with 

children who would need to share a room, there is the concern that their children will no longer have 

their own space and that very young children will disturb their older siblings and disrupt their sleep 

patterns.  Overall, tenants generally find the prospect of moving very daunting.   

Taking in a lodger is a measure that tenants are generally very reluctant to consider.  They feel it 

would be too intrusive.  Most of the respondents we interviewed did not have a relative who it would 

be appropriate to invite to come and live with them as a paying lodger. 

Overall, tenants were reasonably positive about the contact they had with their housing associations, 

although identified some areas for improvement. Landlords could help tenants by ensuring that 

transfer requests are handled efficiently and that there is clear advice and guidance on moving.  For 

some tenants, it appears that written, generic communication is not always an effective method of 

providing information about the reforms, and they may benefit from a more personal approach, or 

from attending group talks where they will have the opportunity to ask questions. 
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Appendix:  Depth-interview 

discussion guide 

Structure of the discussion 
 

Notes Guide Sections Guide 
Timings 

1. Introductions and 
background 

Sets the scene, reassures participant about the interview, 
confidentiality.  Discusses the living arrangements and 
general work/ life circumstances of the participant and any 
changes over the last year/since the last interview. 

10 mins 

2. Awareness and 
responses to the 
welfare reforms 

awareness of the welfare reforms, investigates their views 
of the changes and how they feel their household has been 
affected, if at all 

10 mins 

3. Financial impacts of 
welfare reforms 

Conduct a simple budgeting exercise with the participant 
to understand how, if at all, the welfare reforms have 
impacted on their finances.  This will be followed by 
discussion about how, if at all, this has affected their day-
to-day life, such as arrears, debt, etc. 

15 mins 

4. Wider effect of the 
welfare reforms 

Explores how the welfare reforms have impacted on 
individuals and their families; areas of life that have 
changed (e.g. leisure activities), trade-offs that households 
needed to make, in terms of what they could afford to buy, 
alterations that tenants needed to make (e.g. budgeting 
differently or opening a bank account) 

10 mins 

5. Relationship and 
interaction with HA 
 

Explores how often tenant interacts with HAs, the services 
they use, the nature of the support they receive, the 
relationship they have with HAs and their expectations of 
HAs in light of the welfare reforms.  Examines what support 
tenants would like to receive from their HA, along with what 
they feel should be the priorities for HAs 

10 mins 

6. Conclusion and 
final thoughts  

Final reflections on the discussion.  Approach about their 
willingness to share their story with the NHF 

5 mins 
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Timing 1. Introductions and background  
Notes and prompts to 
moderator 

10 mins - Thank participant for taking part 

- Introduce self, Ipsos MORI 

- Explain that the research concerns welfare 
reforms 

- Confidentiality: reassure that all responses 
are anonymous and that information about 
individuals will not be passed on to anyone, 
including back to the NHF or any 
Government Department, unless they have 
provided consent to participate in publicity 

- Explain outline of the research 

- Role of Ipsos MORI – independent 
research organisation, gather all opinions:  
all opinions valid.  

- Remind that there are no right or wrong 
answers. Commissioned by the NHF to 
conduct the research. 

- Reassure that a claim for any current or 
future Housing Benefit claim will not be 
affected in any way. 

- Get permission to digitally record – 
transcribe for quotes, no detailed attribution 
 

Eligibility check 
 

Can I just check that you are currently a 
Housing Association (HA) tenant?  Which HA 
are you with? 

REFER TO TENANT’S HA BY NAME 
THROUGHOUT 

Can I also check, are you receiving Housing 
Benefit or are you receiving Universal Credit? 

Are you the tenant or claimant, rather than just 
living in the property? 
 
Do you mind if I check your age too?  

Personal background 

I’d like to start by finding out about your current 
circumstances.   

IF INTERVIEWED LAST WAVE, PROVIDE 
SUMMARY OF HOW THINGS STOOD THEN IN 
TERMS OF HOUSEHOLD COMPOSITION, TYPE 
OF PROPERTY, A TYPICAL DAY AND WORKING 
SITUATION.  ASK WHAT, IF ANYTHING, HAS 
CHANGED AND PROBE ACCORDINGLY.  
DETERMINE WHY THERE HAVE BEEN CHANGES 
SINCE THE LAST INTERVIEW. 

 

The aim of this section is to 
find out who the tenant is and 
identify any potential areas for 
later enquiry around their 
financial, work, or housing 
status, and around the 
wellbeing of their family. 

 

 

 

 

 

 

 

 

 

 

 

All new participants must be 
HA tenants of working age, 
claiming Housing 
Benefit/Universal Credit and 
must be the actual 
tenant/claimant, rather than 
just a non-dependent living in 
the property.  All participants 
we are returning to must have 
met this criteria when we 
interviewed them previously, 
although their circumstances 
may have changed since. 

 

 

This section needs to be 
tailored according to whether 
the participant took part in an 
interview with us in the last 
wave(s) or not.  Try to gain 
overview of participant’s 
current living circumstances 
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- Can you just tell me a bit about you and 
your household? PROBE:  Who they live 
with, how long they have lived there, 
number of adults in household, whether 
they have children? How old are they? 

 
What type of property do you live in? 

- A house?  A flat? 

  
Could you tell me about a typical day for you at 
the moment?  How do you spend your time? 
  
Are you working at the moment?  
 

- What kind of work do you do?   

- How many hours do you work?  

 
IF NOT WORKING: When were you last in work?  
Are you looking for work? PROBE:  Who do they 
work for, how many hours do they work, regularity of 
hours and income, reasons for not looking for work, 
are they long term sick/disabled, do they have caring 
responsibilities, other barriers to work? 

Are you looking for work/better paid work as a 
result of size criteria/benefit cap? 

 

I understand that you receive Housing 
Benefit/Universal Credit at the moment.  Can you 
tell me about any other support from the 
government that you receive at the moment?  Or 
any that you received in the recent past and may 
not be claiming now?  Or any support you may 
receive in the future?   
 

Timing 2. Initial responses to the welfare reforms Notes and Prompts 

10 mins 
I’d now like to speak to you about welfare 
reforms. 

Have you been affected by size criteria (also 
sometimes called ‘bedroom tax’)?   

- How have you been affected?  PROBE: 
extent of under-occupation,  size of 
reduction in Housing Benefit  

IF BEDROOM TAX HAS AFFECTED 
PARTICIPANT: 

- What impact has this had on you? 

- Have you moved because of it?  If so, did 
you move to a smaller property via a 
transfer or a mutual exchange?  How did 
this process go? 

 

The aim of this section is to 
explore the participant’s level 
of knowledge and awareness 
of the reforms and how they 
feel their household has been 
affected, if at all. 

Listen out for the impact of the 
reforms on the participant’s 
general wellbeing – e.g. if they 
are worried, suffering from 
stress, experiencing other 
mental health issues or 
relationship problems. 
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IF NOT MOVED ALREADY:  

- Do you want to move?   
- Are you currently trying to move?   
- Are you registered for downsizing?   
- What other steps, if any, have you taken to 

move? 
 

IF NOT TRYING TO MOVE:  

- What stops you from wanting to move? 
- What are the barriers? 

 
What are your thoughts about this change? 

IF NOT MOVED:  

What have you done to cover the shortfall?   

- Increased debt?  
- Arrears?  
- Lodgers?  
- Work/higher paid work? 

 
How did you make the shortfall payment (e.g. 
via bank account, prepaid card, Allpay)?   

How did you find the process of making the 
payment? 

FOR THOSE IN ARREARS AS A RESULT OF THE 
REFORMS: 

Is this the first time you have been in arrears? 

- Were you in arrears before the introduction 
of the reforms? 
 

What, if anything, are you doing to reduce 
arrears? 

What, if anything, has your landlord done to 
assist with your arrears? 

 

REPEAT THE ABOVE QUESTIONS FOR THE 
FOLLOWING REFORMS, IF NOT ALREADY 
MENTIONED: 

Benefit Cap 

- Extent of benefit reduction (if affected)? 
 

Council Tax Benefit 

Change from Disability Living Allowance to 
Personal Independence Payment (PIP) 

Have you heard of Universal Credit? 

- What is your understanding of this?   
- When will it come into effect?   
- What are your thoughts about this reform? 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Please note closely what 
participants do and do not 
know about the welfare 
reforms to establish any gaps 
in their knowledge 

 

Take care to go through list 
and explore whether the 
changes have affected the 
participant’s household.  If 
participant is unaware of 
reforms, move on without 
explaining.  We are interested 
in the current circumstances 
and understanding. 
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IF NOT CURRENTLY AFFECTED BY UNIVERSAL 
CREDIT: 

Do you expect Universal Credit to have an 
impact on you in the future?   

- In what ways will this affect you?   
- When will it affect you?   
- What are your thoughts about this? 
 

Are you aware that Universal Credit means that 
in most cases tenants will receive the money for 
their housing costs directly, rather than this 
being paid to the landlord? 

- What is your understanding of this?  
- How, if at all, will this affect you?   
- What are thoughts about this reform? 

 

How, if at all, has your household been affected 
financially by the welfare reforms?  How will it 
be affected in the future? 

- By how much money every week or month? 
 

IF THERE HAS BEEN A SHORTFALL FOR 
EITHER THE BEDROOM TAX OR THE BENEFIT 
CAP: 

Have you heard of Discretionary Housing 
Payments (DHP)? 

IF HEARD OF DHP:   

- Is this something that you have applied for? 
- How did you find the process?   
- To what extent, if at all, did the DHP help 

you?  
- For how long did you have it/will you have 

it? 
- How did/will things change for you, if at all, 

when this ended/ends? 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

If participant is unaware of 
DHP, move on without 
explaining.   

 

Timing 3. Financial impacts of welfare reforms Notes and Prompts 

10 mins I would now like to move on to talk about your 
finances in more detail, if that is OK.  You have 
already seen the Financial Diary that we sent 
you in advance of this interview.  I would like to 
talk through this with you now. 
 
WORK THROUGH THE SHEET, RECORDING AS 
MUCH DETAIL AS POSSIBLE.   
TRY TO GET AS ACCURATE FIGURES AS 
POSSIBLE FOR INCOME (INCLUDING 
BENEFITS) CURRENTLY AND WHAT THEY 
WERE RECEIVING PRIOR TO THE 
INTRODUCTION OF REFORMS IN APRIL 2013, IF 
THEY ARE AWARE OF REFORMS.  FOR 
PARTICIPANTS WHO WERE INTERVIEWED IN 
THE FIRST WAVE OR SECOND WAVE, THEIR 
PREVIOUS DATA WILL ALREADY HAVE BEEN 
TRANSFERRED TO THE SHEET FOR THEM. 

In this section we are trying to 
determine how, if at all, the 
welfare reforms have impacted 
on the participant’s financial 
situation.  Try to determine the 
cumulative impact, if tenants 
were hit by a combination of 
reforms.  Ascertain how high a 
priority paying rent is. 

 

Try to determine if there is a 
cumulative impact; is the 
tenant hit by a combination of 
reductions in support? 
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May I ask if you have any outstanding debts that 
contribute to your outgoings?   
 

- Any arrears (such as for rent or council 
tax), loans, credit cards, hire purchase 
agreements, catalogue purchases, 
doorstep lending? 
 

IF PARTICIPANT REPORTS BEING AFFECTED 
BY THE CHANGES, WORK WITH THE 
PARTICIPANT TO DETERMINE HOW MUCH 
THEY ARE AFFECTED BY THE REFORMS 
 
Looking at your outgoings, what are your 
priorities – e.g. the things you consider to be 
most important to pay for every week/month? 
 

- Reasons? 
- What impact does paying interest have on 

which things become your priority? 
- Any pressure you feel to pay for certain 

things before others? 
 

Overall, how are you feeling about your financial 
situation? 

- How concerned are you, if at all, about your 
financial situation? 

- How does this compare with how you felt 
before the reforms came into effect/at the 
time of the last interview?  REMIND 
PARTICIPANT OF HOW THEY FELT 
WHEN LAST INTERVIEWED, IF A 
FOLLOW-UP INTERVIEW.  Have things 
been better or worse than you expected? 

 

How confident do you feel about managing for 
the rest of this year?   

- What measures, if any, are you taking?   
 
Would you talk me through how you manage 
your money? 
 

- Do you keep any records? 
- How often do you review your finances?  

How does this compare to before the 
reforms? 

- Do you tend to budget weekly or monthly or 
some other way? 

- How do you feel about having to manage 
money monthly? 
 

Do you have a bank account? 

- If not, reasons? 
 

 

 

Try to gain a sense of how 
organised the participant is, 
regarding their finances 

 

 

 

 

 

 

 

 

Listen out for where rent sits in 
list of priorities 

 

 

 

 

 

 

 

Try to gauge how, if at all, 
priorities have changed (or are 
expected to change) and 
where rent sits in terms of the 
hierarchy of things that need to 
be paid for 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

12-045846-01 NHF Welfare Reform Tenant Research  
54 

IF HAVE AN ACCOUNT: 

What kind of account do you have? 

- Post Office Card Account?  Credit Union?  
Basic, budgeting or current bank account? 

 

Do you use your bank account? 

- If not using, reasons? 
 

How do you keep track of your finances?  

- Do you check statements?  Paper format or 
online? 
 

Do you have access to the internet? 

 

Where?   

- Home? Work? Public facility such as 
library?  Housing association office?   

 

IF DO NOT HAVE INTERNET ACCESS AT HOME: 

What are the reasons for you not having access 
to the internet at home? 

What would be the benefits to you, if any, of 
getting internet access at home? 

If you were to imagine a time in the future when 
you do have it, what would have had to have 
happened for you to have reached this point?  

IF DOES HAVE INTERNET ACCESS AT HOME: 

In what way do you have access? 

- Computer/laptop?   
- Mobile?   
- Other device?   
- How frequently do you use it? 
-  

 
- How confident do you feel about using 

the internet? 
 

- How easy do you find using the internet? 
- Which aspects, if any, would you like to 

learn more about?  
- How confident do you feel about keeping 

information secure? 
 

How confident do you feel completing forms 
online? 

How confident would you feel completing a 
benefit form online on your own?  

- Reasons? 
 
 

 

Try to gain a sense of how well 
prepared they are for Universal 
Credit. 
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Do you have anybody who could help you with 
using the internet?   

- Friends? Family? 
 

Have you ever received any training or support 
about using the internet? 
 

- Where from? 
- How useful was this? 
- How long ago? 

 
IF USING THE INTERNET:   

What sort of things do you use the internet for? 

- Email?   
- Social media?   
- Shopping?   
- Work?   
- Looking for employment?   
- Applying for job?   
- Getting information or advice?  
- Finding out about benefit changes? 

 
How often, if at all, do you use the internet to 
contact your housing association? 

How, if at all, do you use the internet to manage 
your finances?   

- Paying bills?  
- Online banking?   
- Price comparison sites? 

 
Do you have any savings?   

- How often do you save money? 
- What are you saving this money for? 

 
What changes, if any, have you made or are you 
planning to make, to the way you manage your 
money? 

- What have you spent/will you spend less 
money on?  Why? 

- How do you feel about this? 
- What impact, if any, has/will this have on 

you?  Your children (if relevant)?  Any other 
household members? 

- Have you already/do you expect, to take 
any money out of your savings (if relevant)? 
 

How have your priorities changed since being 
affected/how are your priorities likely to change, 
it at all? 

- Regarding what you feel is most important 
to pay for every week/month? 
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Timing 4. Wider effects of the welfare reforms Notes and Prompts 

15 mins 

 

 

 

Given the changes/future changes to Housing 
Benefit/introduction of Universal Credit, have you 
had any plans to look for somewhere else to live 
(IF NOT ALREADY DISCUSSED)? 

- Have you already considered looking for 
somewhere more affordable?   

- What are your reasons? 
- Where would you move to?  The same HA? 

Private Rented Sector?  Other?  
- Were you offered any incentives to 

downsize by your Housing Association, 
such as a grant or other payments to cover 
costs? 

- Would it be possible to find somewhere for 
less money?  
 

Have you considered any other ways of coping 
with the changes to Housing Benefit/introduction 
of Universal Credit?  

SPONTANEOUS COMMENTS FIRST.  IF NOT 
MENTIONED, PROBE: 

- Have you changed what you spend money 
on?  

- Have you needed to borrow money?  If so, 
from whom/where?  Will you need to 
again? 

- IF RELEVANT: Will you need to open a 
bank account? 

- Will you seek advice?  If so, who/where 
from?  What will you seek advice on? 

 

Have you taken a lodger? 

IF DISCUSSED THIS LAST WAVE, REMIND 
PARTICIPANT ABOUT WHAT THEIR THOUGHTS 
WERE ABOUT THIS AT THAT TIME 

- Why?  Why not? 
 

If you could keep the money you got from a 
lodger, without it affecting your benefits, would 
that make you more likely to consider it? 

- Reasons? 
 

Have any other family members come to live with 
you? 
 

- Which family members?   
- Reasons?   
- For how long? 

 

Have you looked for (more) paid work to make up 
for any reduction in Housing Benefit? 

- Reasons 
- How easy of difficult? 
- Barriers 
- Potential impact for childcare, if relevant 

In this section we aim to 
explore how the welfare 
reforms will impact on the 
tenant (having ascertained 
how, if at all, their financial 
situation will change in the 
previous section) 

 

 

 

 

 

 

Listen out for any trade-offs 
the participant envisages 
making, such as between 
leisure activities and 
necessities 

 

Ensure understand which 
changes the participant has 
made, if any, and which the 
participant intends to make 
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Timing 5. Relationship and interaction with HA/ landlord Notes and Prompts 

10 mins 
 
 
 
 
 
 
 
 
 

How often do you get in contact with your 
Housing Association (HA)/ landlord? 

- When do you come into contact with them? 
- How do you contact them? 
- Has this changed since the early part of last 

year/since the welfare reforms started to 
impact on you? 

- Which services do you use?  Any advice 
services (e.g. employment/work  advice, 
household budgeting advice or advice 
regarding energy efficiency, dealing with 
mental health issues)?  After school clubs 
for children? 

- How helpful do you find them? 
 

How, if at all, do you think your contact with 
your HA/ landlord will change over the rest of 
this year? 

- What, if anything, do you think will change?  
- What, if anything, do you think will need to 

change?  Reasons? 
 
IF MOVED FROM HA TO PRS: 
 

How, if at all, does your contact with your 
landlord in the private sector differ from your 
contact with your housing association 
landlord? 

- Differences in how often make contact? 
- Differences in way in which make contact? 
- Differences in type of things get in contact 

about? 
- Reasons? 

 

Given the reforms, what kind of additional 
support would you like to have received from 
your landlord, if any? 

FOR ANY SUPPORT SUGGESTED, ASK: 

Have you asked your landlord about this?   

- Reasons?  
- Landlord’s response? 

 
GAIN SPONTANEOUS COMMENTS BEFORE 
PROBING ON: 

- Provision of helpline? 
- Information online? 
- Face-to-face contact with a contact at HA? 
- Advice about managing finances, opening a 

bank account or advice about moving? 
 

 

In this section we aim to 
explore how tenants interact 
with HAs/ landlord, the 
services they use, the nature 
of the support they receive and 
the relationship they have.  It 
also explores any changes to 
their expectations of HAs/ 
landlord or their relationship, in 
light of the welfare reforms.  In 
addition, it explores what 
support tenants would like to 
receive from their HAs/ 
landlord, along with what they 
feel their priorities should be. 
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IF A HOUSING ASSOCIATION TENANT ASK: 

What do you feel should be the priorities of 
HAs, given the changes to Housing Benefit and 
welfare? 

- Reasons? 
- Particular tenant types they should focus 

on? 
- How do these priorities compare to the 

current HA priorities? 

Timing 6. Conclusion and final thoughts 
Notes and Prompts 
 

5 mins 

 

Thinking about everything we have discussed 
today, what would you say are main ways in 
which the welfare reforms have impacted/will 
impact on you? 
 
What do you think your Housing 
Association/landlord can best do to support you 
given the changes? 

 
 

Finally, how would you sum up your feelings 
about the future, regarding your housing 
situation, your finances and employment?  What 
are your hopes, if any and what are your fears, if 
any? 
 
Is there anything else you would like to add? 
 
Thank you very much for taking part in this 
important piece of research.   
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Structure of the discussion:  

 

For more information 

Ipsos MORI 

79-81 Borough Road 

London SE1 1FY 

 

t: +44 (0)20 7347 3000 

f: +44 (0)20 7347 3800 

 

www.ipsos-mori.com 

www.twitter.com/IpsosMORI 

About Ipsos MORI s Social Research Institute 
The Social Research Institute works closely with national governments, local public services and the not-for-profit 

sector. Its c.200 research staff focus on public service and policy issues. Each has expertise in a particular part of 

the public sector, ensuring we have a detailed understanding of specific sectors and policy challenges. This, 

combined with our methodological and communications expertise, helps ensure that our research makes a 

difference for decision makers and communities. 

 

Stephen Finlay  

Research Director 

SRI 

Stephen.Finlay@ipsos.com 

 

Lauren Bridges 

Research Executive 

SRI 

Lauren.Bridges@ipsos.com 

 

 


