


Who we are 

● Founded by Martin Lewis in 

2016

● Break the link between financial 

difficulties and mental health

● Practical policy solutions

● The research community 





Link between mental health and financial difficulty



In any given year, one in four people will experience 

a mental health problem. 

Over a third of people with a common mental 

disorder have never received a diagnosis. 

Key research 



Once the fog of depression 

descends, you can’t focus on 

anything in order to proactively 

deal with it. The brain cogs just 

are not making contact with 

each other” 

“

The impact of mental health 
problems



The impact of mental health 
problems

Memory problems

Impulsivity

Communication phobias

Low motivation 

Processing difficulties 

Limited attention 

Reduced problem solving
Expert by 
experience

7





In the public interest

https://www.itv.com/news/2024-09-09/martin-lewis-campaign-to-stop-grotesque-council-tax-collection

https://www.itv.com/news/2024-09-09/martin-lewis-campaign-to-stop-grotesque-council-tax-collection


Public sector debt collection

● 6.2 million of us are behind on key payments owed to 

government

● 3.3 million people are behind on council tax debts

● Debt collection practices pile pressure on

● Enforcement action & harm



Public sector debt collection

“[The bailiff visit] was incredibly intrusive, I felt embarrassed in front of 

my neighbours. Privacy is incredibly important to me and having my 

privacy breached causes a severe decline in my mental health. I feel 

incredibly vulnerable and exposed. I feel embarrassed to leave my 

house because my neighbours now all know about my financial 

difficulties. I no longer make eye contact or speak with them. In short, his 

actions have shrunk my world.” Expert by experience



Debts and 
despair

Experiences 

of consumer 

credit debt 

collection



“I stopped opening all letters once I 

became unable to keep up with my debt 

repayments because I felt completely 

overwhelmed. I couldn’t work more 

because I was ill, so it felt like there wasn’t 

anything I could do about it. I hated seeing 

letters reminding me of how much money I 

owed and letters telling me I had missed a 

payment and needed to make a payment 

ASAP. I was aware I missed payments, 

but I just didn’t have the money to make 

them. I felt sick with anxiety.” 
Expert by experience



What are the current key 
drivers of psychological 
harm in consumer credit 
collection practices?



The stigma of being behind on debt

“I feel like I'm a bad person for not complying with credit 

agreements. I'm useless because I don't earn enough or I can't 

sort out my money.” Expert by experience 
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Insensitive debt collection practices

“Even though I said I had no money to give them, they said I had to pay 

the money back. I explained my mental health situation, and it was 

considered irrelevant. The sound of impatience and the ‘here we go’ 

sighs and attitude of the caller.” Expert by experience
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The tone of communications from creditors

“There were demands of how much to pay. Only after an agreement to 

pay something did they say, "Is this affordable?" In fact, none were really 

affordable, and the "protection" statement came too late. All sorts of 

threats were made about courts, debt collectors, and other things.” Expert 

by experience
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The frequency of communications 

“Constant letters and phone calls, after I have explained my 

circumstances. I dread the post and the phone ringing.” Expert by 

experience 
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The cumulative impact of multiple creditors’ 
collections activities

“I explained via letters and emails that I found it extremely difficult 

to talk on the phone due to my mental health issues – severe 

anxiety and severe depression – but several of my creditors 

continued to phone me every 2-3 days...” Expert by experience
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Using the 5 key drivers to improve 
outcomes

➔ The stigma of being behind on debt

➔ Insensitive debt collection practices

➔ The tone of communications from 

creditors

➔ The frequency of communications

➔ The cumulative impact of multiple 

creditors’ collections activities



Mental health accessibility

● Think about mental health problems as you 

would physical disabilities

● Customers with mental health problems get 

good outcomes equivalent to other customers

● Customers can access essential services



“We’re serious about supporting all our customers’ financial health, and this week HSBC UK was awarded ‘Mental 

Health Accessible’ accreditation by the Money and Mental Health Policy Institute. It follows their comprehensive 

assessment of how accessible our services are for customers with mental health problems, and where improvements 

could be made”

Ian Stuart, Chief Executive Officer, HSBC UK

Martin Lewis Money - Live Show

Prime time coverage on the link between poor mental health 

and financial difficulty on ITV as part of World Mental Health 

Day, including Ian Stuart, CEO of HSBC, reaffirming to all 

viewers the commitment of financial services providers to 

this issue, and accessibility for customers in vulnerable 

circumstances.

Essential services work





A three-year project working with 5-7 current account providers

to explore how they can make better use of customer 

transaction data to identify and proactively intervene with people 

at risk of, or experiencing problem gambling. Testing new 

interventions and tools with our lived experience Research 

Community. 



The work of the Gambling Harms Action Lab
● Encourage and support best practice across the sector through an Action Learning Set 

model - bringing together sector expertise to discuss existing challenges and explore 

solutions 

● In addition to identifying people experiencing problem gambling - we’ll consider how 

firms can use transaction data to identify people earlier when they’re at risk of gambling 

harm and proactively reach out to offer support

● We’ll design and develop new tools to support people experiencing or at risk of 

gambling harm, testing solutions with our lived experience Research Community



What you can do:
● Sign our petition to end the council tax trap -

https://www.moneyandmentalhealth.org/council-tax-trap/

● Join our professional network: 

https://www.moneyandmentalhealth.org/professional-network/

● Work with us: 

https://www.moneyandmentalhealth.org/mentalhealthaccessible/

● Get in touch: alexis.stevens@moneyandmentalhealth.org

Found out more about our Gambling Harms Action Lab: 

Jason.Heffron@moneyandmentalhealth.rg

https://www.moneyandmentalhealth.org/council-tax-trap/
https://www.moneyandmentalhealth.org/professional-network/
https://www.moneyandmentalhealth.org/mentalhealthaccessible/
mailto:alexis.stevens@moneyandmentalhealth.org
mailto:Jason.Heffron@moneyandmentalhealth.rg



