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How to read this book
You can read this book on your own, with another person or in a 
group. It is not necessary to be able to read or to speak any words at 
all.

Start at the beginning and encourage the reader to turn the pages 
themselves. Everyone can tell the story they see in their own way 
– with words, signs, facial expressions or whatever works for them. 
Whether you are reading the book with one person or with a group, 
encourage them to tell the story in their own words. You will discover 
what each person thinks is happening, what they already know and 
how they feel. You may think something different is happening in the 
pictures yourself, but that doesn’t matter. Their interpretation tells 
you about their life experience.

Some people will follow the story without any problems. If a picture 
is more difficult, it can help to prompt with open questions, gradually 
going deeper into the meaning, for example:

•	 I wonder who that is?

•	 I wonder what is happening?

•	 What are they doing now?

•	 I wonder how they are feeling?

Have you felt like that? Has it happened to you/ your friend/ your 
family? You don’t have to read the whole story in one sitting. Allow 
people time to follow the pictures at their own pace. Stay longer with 
any pictures they are drawn to.



What this book is about
In this story you will meet two different households who live next 
door to each other and journey with them as they encounter home 
safety issues. First, both families deal with an unfamiliar person 
coming to the door. We see that he is a scammer and thief. The two 
households work together to solve the problems that occur after he 
steals from one of them. The neighbours are becoming friends. They 
help keep each other safe, with one of them helping the other when 
there is a carbon monoxide leak in his home that makes him poorly.

We see that with our family, friends and community, we can all 
support each other to live safely.



Who is this book for?
Everyone will learn something from the stories in this book. This 
includes people who live independently or in supported living, 
people who live with family or in residential care, as well as carers, 
supporters, friends, and family. 

Readers may have had personal experience of people claiming to be 
from a utility company coming to the door and trying to come inside. 
Or they may have had to contact their energy supplier for help, for 
example when something has gone wrong with their gas supply. It 
can be difficult to know who to trust or what to do in an emergency. 

This book will help start conversations about staying safe in the 
home. 

Readers will understand more and be better able to communicate 
about problems that arise and become more aware of potential 
hazards at home.

The Priority Services Register

The Priority Services Register (PSR) is a free service to support those 
with additional communication, access or safety needs. The PSR helps 
utility companies, like energy suppliers, gas, electricity and water 
networks to ensure their customers receive the help they need in 
everyday matters. They can also help when there are interruptions to 
the customers’ supply.

When someone signs up for the Priority Services Register, it shares 
their information with the company they pay their energy bills to, 
and the other utilities companies that work in their area for services 
like electricity, water and gas. Companies are signed up to the PSR 
Promise and follow privacy laws to make sure personal information is 



secure and not used for marketing.

Special support for people signed up to the Priority Services Register 
includes:

•	 Support and information during a power or gas supply 
interruption. A person can contact the network operators in the 
UK 24 hours a day and get priority updates during a power cut. If 
the power needs to be turned off for maintenance, the companies 
will let them know before it happens.

•	 Joining the PSR allows a person to set a password that can be 
used when electricity or gas companies call on the phone or 
knock at the door, helping someone to be confident they are not 
being scammed.

•	 The person can nominate a carer, family member or friend for 
their utility companies to contact on their behalf.

•	 Communications can be tailored to a person’s needs, including 
large print, Braille, textphone, audio, or a language other than 
English.

•	 If gas supply is interrupted for a prolonged period and a person 
is on mains gas, emergency electrical heating and cooking 
appliances may be provided.

•	 Connection to local emergency services. The energy companies 
will work with local authorities, emergency services and agencies 
like the British Red Cross to provide extra support.

•	 • If the person uses medical equipment or aids which use 
electricity or water, being signed up to the Priority Services 
Register helps keep them prioritised in an emergency. Portable 
generators or bottled water can be delivered when necessary. 



•	 Where eligible, the person may be able to receive an annual free 
gas safety check to test their gas supply and appliances are safe to 
use.

A person can sign up if they: 

•	 Use medical equipment that needs electricity or water 

•	 Are deaf or hard of hearing 

•	 Have a disability, including a learning disability or autism 

•	 Need documents translated into another format or language 

•	 Live with children under five 

•	 Have a chronic illness 

•	 Are of pensionable age 

•	 Are blind or partially sighted 

•	 Have anxiety, depression or any mental health condition 

•	 Have loss or impairment of smell 

•	 Temporarily need extra support 

Join the Priority Services Register by visiting its website at www.
thepsr.co.uk and entering your post code. This will then redirect you 
to your energy supplier where you can sign up for the PSR.

http://www.thepsr.co.uk 
http://www.thepsr.co.uk 


How to stay safe from scams 
Scams are different ways that criminals try to take money or personal 
information from a person. They might tell someone they are from 
a company like an energy supplier, or tell them they have won a 
competition or prize. Or they might try to frighten or worry a person 
with false information. Scams are against the law and should be 
reported to the police. 

There are lots of different types of scams. While our book is about 
a person who comes to the door and pretends to be from a gas 
company, scams can also happen over the telephone, through the 
post, on the internet, or through text messages.  

Try to keep yourself safe from scams by only giving your personal 
information to people you know or who you can prove they are who 
they say they are.  

A good way is to check their ID badge (identification) or ask someone 
else check it for you. If a person does not want you to check or starts 
to get impatient, that can be a sign they are a scammer. 

If you think someone on your doorstep is trying to scam you, call the 
police on 101. If the scammer is still there and you are worried, call 
999. 

Call the Citizens Advice Consumer Helpline on 03454 040506  

Never let anyone into your home unless you know who they are, or 
they have shown you or your supporter their identification and you 
have checked it. 

If you are worried you have been scammed or that someone has tried 
to scam you, call Action Fraud on 0300 1232040. 

Visit our resources section to find more resources, including Easy 
Read resources, on how to avoid being scammed.



What is carbon monoxide 
poisoning?
Carbon monoxide is a gas that can make you ill. 

Carbon monoxide comes from burning gas, wood, oil or coal. In the 
home, carbon monoxide can come from things used for cooking or 
for heating, like gas boilers and cookers, paraffin heaters and coal 
fires, if they are not working properly.  

Carbon monoxide does not smell.  It does not have a colour or a taste.  
It can be hard to know if it is around you. 

Carbon monoxide can make you feel dizzy, sick, weak or confused.  
It can give you a headache and make you short of breath.  Being 
outside in fresh air can make you feel better. 

If you think you or someone you know has carbon monoxide 
poisoning, you should: 

•	 open the windows and doors, 

•	 turn off anything that might be making carbon monoxide such as 
a cooker or heater, 

•	 go outside into the fresh air, 

•	 get medical help by ringing 999. The affected person may need to 
go to hospital to have their carbon monoxide levels checked. They 
may also need treatment with oxygen through a face mask.  With 
early treatment, most people with mild symptoms get completely 
better.  



It is important to ring the National Gas helpline on 0800 111 999. 

You should not go back into the affected building until the carbon 
monoxide has gone. 

Carbon monoxide alarms may look different in different houses. 
Some are placed on the wall or ceiling, while others may sit on a shelf. 
Some might be rectangular while others are circles. Here are some 
examples of carbon monoxide alarms.  





Useful resources in the UK
Priority Services Register

The Priority Services Register (PSR) is a free, UK-wide service which 
provides extra advice and support to people about their utilities. 
Being on the PSR entitles a person to much more support during 
problems with energy supply or outages, as well as more inclusive 
communications. A person on the PSR can also nominate a friend, 
carer or family member to talk to energy and water companies on 
their behalf. www.thepsr.co.uk

Mencap has produced easy read information about the Priority 
Services Register that is available here: www.mencap.org.uk/
easyread/priority-services-register

Friends Against Scams 

Friends Against Scams is a National Trading Standards Scams Team 
initiative which aims to protect and prevent people from becoming 
victims of scams by empowering people to take a stand. They have 
Easy Read leaflets about scams available on their website. www.
friendsagainstscams.org.uk/easyread

London Fire Brigade Fire Safety Leaflet

The London Fire Brigade have produced an easy read guide to fire 
safety in the home, including what to watch out for with Carbon 
Monoxide poisoning. You can find the leaflet on their website. www.
london-fire.gov.uk/media/5434/fsith-easy-read-lfb-101120-final.pdf

Cadent Gas: What to Expect When an Engineer Comes to Visit

Cadent is the UK’s largest gas distribution network, bringing gas to 
over 11 million homes and businesses. Its engineers enter the homes 
of thousands of people every day. Many may be put in a vulnerable 
situation if their gas supply fails. Many require additional support 

http://www.thepsr.co.uk
http://www.mencap.org.uk/easyread/priority-services-register
http://www.mencap.org.uk/easyread/priority-services-register
http://www.friendsagainstscams.org.uk/easyread
http://www.friendsagainstscams.org.uk/easyread
http://www.london-fire.gov.uk/media/5434/fsith-easy-read-lfb-101120-final.pdf
http://www.london-fire.gov.uk/media/5434/fsith-easy-read-lfb-101120-final.pdf


that its frontline workers are trained to spot and offer help through 
Cadent’s partners and services.

Cadent understands that standardised literature is not suitable 
for all its customers. By partnering with organisations like Beyond 
Words, it can ensure that customers with extra communication, 
access or safety needs can equally understand and access services 
– keeping them safe, warm and connected in their homes. It has 
produced a video available on YouTube about what to expect when 
an engineer comes to visit, available at this link: www.youtube.com/
watch?v=mawhKacU_XE

http://www.youtube.com/watch?v=mawhKacU_XE
http://www.youtube.com/watch?v=mawhKacU_XE


Related titles in the Books 
Beyond Words series
A Family at Work (2025, 3rd edition), by Sheila Hollins and Terry Roth, 
illustrated by Beth Webb. Neil wants someone to hug him but always 
picks the wrong person. This book tells how he learns when he can 
and can’t touch other people.

Ann has Dementia (2012) by Sheila Hollins, Noëlle Blackman and 
Ruth Eley, illustrated by Lisa Kopper. This is a story told in pictures 
about Ann, who is diagnosed with dementia. We see her GP and her 
supporter trying to provide the right care for Ann in the early days of 
her dementia until she becomes so confused that she has to move 
into residential care.

Belonging (2018) by Sheila Hollins, Valerie Sinason and Access All 
Areas, illustrated by Lucy Bergonzi. Kali is lonely and has no real 
friends. But when she helps Stefan, they make friends and find 
themselves in the centre of a community where they belong.

Choosing My First Job (2018) by Roger Banks, Barry Carpenter 
and Diviyha Ramalingham, illustrated by Lucy Bergonzi. Work is 
something that everyone should be encouraged to aim for when they 
leave school or college. Choosing My First Job will help young people 
understand that work is for everyone, that finding the right job feels 
brilliant and there are lots of different ways of getting there.

Cooking with Friends (2003) by Sheila Hollins and Margaret Flynn, 
illustrated by Catherine Brighton. Shows how choosing, cooking and 
eating food can be fun as well as being healthy and safe. 

Feeling Cross and Sorting It Out (2014) by Sheila Hollins and Nick 
Barratt, illustrated by Beth Webb. Ben doesn’t like being rushed, and 
when Paul won’t make time for a chat, Ben gets cross and upset. Jane 
helps them sort it out. This book will help people communicate about 

https://www.booksbeyondwords.co.uk/ebooks/p/a-family-at-work
https://www.booksbeyondwords.co.uk/ebooks/p/ann-has-dementia
https://www.booksbeyondwords.co.uk/ebooks/p/belonging
https://www.booksbeyondwords.co.uk/ebooks/p/choosing-my-first-job
https://www.booksbeyondwords.co.uk/ebooks/p/cooking-with-friends
https://www.booksbeyondwords.co.uk/ebooks/p/feeling-cross-and-sorting-it-out


difficult situations and behaviour that can challenge. 

Finding a Safe Place from Abuse (2014) Katie meets David and falls 
in love. She moves in with him, but the relationship turns difficult and 
dangerous when David begins to steal her money and hurt her. Katie 
quickly gets help through her GP. After a stay in a refuge, Katie begins 
a new life with a new sense of confidence.

George Gets Smart (2001) by Sheila Hollins, Margaret Flynn and 
Philippa Russell, illustrated by Catherine Brighton. George’s life 
changes when he learns how to keep clean and smart. People no 
longer avoid him and he enjoys the company of his workmates and 
friends.

Ginger is a Hero (2015) by Beth Webb. Mary and her neighbour Mrs 
Hill don’t get on. Mrs Hill gets really cross when her cat, Ginger, makes 
friends with Mary. But when Mrs Hill collapses at home, it’s down to 
Mary and Ginger to save her life.

Glory Wants a Job (2011) by Helen Bailey and Jason Upton, illustrated 
by Catherine Brighton. Getting close to someone in a relationship 
is exciting and rewarding. But it’s important to stay healthy and 
safe. This book aims to help young men explore their own sexuality, 
choose what to do in a steady relationship, and know how to stay 
healthy. 

Going to Church (2017) by Sheila Hollins, John Swinton and Katie 
Carpenter, illustrated by Lucy Bergonzi. Going to Church can support 
people to explore aspects of a church community, and to decide 
if they want to be part of it. It will also help a church community 
actively consider how to reduce the barriers to participation that 
some members of society face.

Making Friends (2025, 3rd edition) by Sheila Hollins and Terry Roth 
illustrated by Beth Webb. Neil is desperate to make new friends and 
be close to other people, but he just doesn’t know how. He tries 
meeting people in the park, but when he approaches them and tries 

https://www.booksbeyondwords.co.uk/ebooks/p/finding-a-safe-place-from-abuse
https://www.booksbeyondwords.co.uk/ebooks/p/george-gets-smart
https://www.booksbeyondwords.co.uk/ebooks/p/ginger-is-a-hero
https://www.booksbeyondwords.co.uk/ebooks/p/glory-wants-a-job
https://www.booksbeyondwords.co.uk/ebooks/p/going-to-church
https://www.booksbeyondwords.co.uk/ebooks/p/making-friends
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Beyond Words: publications and 
eLearning
Books Beyond Words are stories for anyone who finds pictures easier 
than words. There are more than 80 word-free (therefore non-
language dependent) stories in the Books Beyond Words series, all 
co-created with our readership.

•	 A complete list of all Beyond Words publications, including 
printed books, eBooks and free downloads, can be found on our 
website: www.booksbeyondwords.co.uk

•	 eLearning modules about using Books Beyond Words may help 
you to get the most out of reading our books. You can find out 
more about eLearning and how to subscribe on our website: 
www.booksbeyondwords.co.uk/elearning

•	 Books Beyond Words are used in many different environments, 
including health care settings, schools and colleges and 
community book clubs. Various resource packages are available 
for professionals wishing to incorporate the stories into their 
practice, particularly those supporting children and young people 
in teaching and education settings. See our website or contact us 
for more information: admin@booksbeyondwords.co.uk

•	 Our BWStoryApp is a fast and convenient way to access over 
1,800 pictures and 400 short stories taken from the Beyond Words 
series. Visit www.booksbeyondwords.co.uk/bw-story-app

•	 Video clips showing our books being read are also on our website 
and YouTube channel: www.youtube.com/booksbeyondwords

http://www.booksbeyondwords.co.uk
http://www.booksbeyondwords.co.uk/elearning
http://www.booksbeyondwords.co.uk/bw-story-app
http://www.youtube.com/booksbeyondwords
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