
Paula & Steve
Seeing the issue and over-coming barriers

Paula and Steve work and live with their 2 children 
in their own home. They are able to manage their 
finances even though money is tight sometimes.

Paula and Steve are managing to meet the challenges 
of family life through tenaciousness and trying to be as 
organised as they can. They are traditional and proud; both 
work and value their family life. 

People like Paula and Steve usually both work, often one 
being part-time, own their own home and have some 
support from family, colleagues and social connections. They 
use local services such as children’s centres, school clubs and 
health care. They are able to see problems and take action. 
They are also able to persist and take different approaches 
to overcome barriers that may be put in their way. They 
illustrate how improving heating and insulation can impact 
on health and well-being.

People like Paula may be confident when dealing with 
people and have access to the internet, a land-line and 
advice from health professionals and colleagues. Not 
everyone will have these skills, perseverance or resources. 
Although these people are doing OK for now, we should 
not ignore them. Simple signposting and access to help will 
enable these families to continue to cope and may prevent 
them needing more intensive help in the future.

They need to ‘juggle’ or manage priorities against resources, 
knowledge and perceptions which often means they are 
pushed into what we have called a ‘trade-off’ zone. These 
trade-offs drive behaviour and, in conjunction with Paula 
and Steve’s ability to take action when faced with a specific 
set of circumstances or challenges, will ultimately govern the 
level of vulnerability for their children.

About Paula, Steve  
and their children
Paula and Steve are in their mid 30’s with two children; a 
boy of 8 and a girl of 2. Paula works part-time in the local 

children’s centre which is perfect as they allow her daughter 
to attend while she is working. Steve is a long distance lorry 
driver and also covers shifts in the logistics planning office; 
he can sometimes be away from home for several nights at 
a time. They are quite a traditional couple and this works well 
for them with Paula taking much of the lead when it comes to 
domestic issues; she is very happy at home, it is her domain.

The family live in their 3 bedroom semi-detached house 
having moved to be close to a school they saw as good for 
their children. It is in a pleasant residential area close to their 
son’s school and the children’s centre where Paula works. 
Paula thinks it is good to know the local area and use the 
local shops as it makes her feel part of the community.

Money can be tight but thankfully Steve gets overtime, 
especially when he is on long runs. Paula manages their 
finances and ensures that all the bills are paid and that 
they save for special occasions like summer holidays and 
Christmas. She was taught to manage her money and save 
when possible by her parents and is very proud of what she 
and Steve have achieved. She is close to her parents and 
hopes to see more of them when they retire in the next 
couple of years. The whole family enjoy their time together 
at her parent’s caravan at the coast each summer. 

Both of Paula and Steve’s children have asthma. This was a 
shock to them as no-one else in their family suffers from this 
condition. Their daughter developed asthma as a baby and 
has been hospitalised a couple of times as a result. This 
really upset all the family, especially Paula who felt she was 
to blame and did not know how to help her daughter. Paula 
has actively sought out information on asthma from the 
health services, people at the children’s centre and through 
the internet. However at times this has confused her as she 
does not know which of the conflicting advice is correct.

Paula tends to listen to the local radio when she is at home. 
She enjoys the music and has occasionally phoned in to 
participate in some of the competitions. Paula and Steve have 
access to the internet through a lap-top which they bought as 
a treat for themselves and to keep up to date with technology. 
They think this will be important in helping their children with 



homework and as everyone does everything on line these days. 
Both Paula and Steve use computers in their work and Paula 
developed pretty good IT skills when she did her degree in 
working with children and young people.

“ The internet tells you about everything 
really doesn’t it?”

Family life is very important to Paula and Steve. They used 
to have a wide circle of friends before they had children, but 
what with family commitments, work and moving house 
they no longer see as much of them. Instead Steve has a 
couple of mates at work and Paula tends to be friendly with 
her colleagues and the other mums she sees at the school 
gate. The Church however, is where she feels really at home 
and knows most people. Their Church is important to Steve 
and Paula and they do try to visit at least once a fortnight 
and get involved with family events too when they can. 

Paula and Steve’s  
family home
Paula and Steve’s house is a 1950’s semi-detached house. 
It is a perfect size, with three bedrooms, a big lounge and 
a garden which is large enough for the children to play 
in. However, there have been some problems with the old 
windows which are not very well insulated. They know the 
heating system is old and not very efficient but it works OK 
for now and besides it would be very expensive to replace.

Soon after their daughter was born she developed asthma 
and their son developed it the first winter in the house. 
Paula was told by their GP and health visitor that a number 
of things can trigger asthma attacks such as damp, mould 
or pollen. She was advised to keep her home warm for her 
children which she has tried to do, but has been worried 
about rising fuel costs and how to juggle paying all the 
other bills if she increases the spending on heating.

As a result of the advice, Paula keeps the windows closed 
to keep out the pollen and keeps the heating on. Instead 
of making things better, the house started to feel a bit 
damp and stuffy, which Paula had been told was also bad 
for asthma. She also dried washing in the kitchen when the 
weather was wet or cold as it was warm there, but again, it 
started to feel damp. 

Paula felt they were failing; maybe not doing the best for their 
children and even making things worse for them.

“ No. I don’t have his window open in 
summer because of the pollen...Yeah 
because it clings to his bedding and 
that I’ve been told to keep his window 
shut. I’ve not even risked trying any 
other way because I don’t want to 
risk leaving it open and it setting his 
asthma off, so I just leave it.”

Paula decided to find out how to increase the warmth in 
her house and make it a healthier place for her children. 
She spoke with some friends at the church, found out 
information from the adverts on local radio and looked 
things up on the internet. She wanted information on three 
things; how to prevent damp, how to swap fuel provider and 
how to get better insulation.

Paula found it daunting at first as she phoned up energy 
companies about their tariffs and how to swap. The 
information on tariffs was really complicated and the energy 
companies tended to confuse her. If people were not helpful 
she continued until she found someone who would explain 
things and be helpful. Sometimes she had to ring up quite a 
few times until she found the right person to speak to. 

“Like I said this is my hump with 
(supplier) because there is a lot of 
people that work for (supplier) that will 
try bullying you into stuff but I just, like 
I say I just, if I’m not getting nowhere, 
I put the phone down and ring back 
when I do get someone, just keep trying 
to speak to somebody that will pass me 
onto somebody to get me somewhere.”

Someone at the children’s centre suggested that she speak 
to someone she knew at the local authority about schemes 
for free insulation. When she phoned they were helpful 
and Paula was really grateful to her friend as otherwise she 
wouldn’t have known that this scheme was available. 

Paula found it really difficult at times, she got confused, 
didn’t know where to go next and people were not always 
helpful and she had to stop herself from giving up. In the end 
she felt really proud of what she had achieved and Steve was 
really proud of her too. Their house is much warmer now and 
it doesn’t feel damp anymore. The best thing is that their 
children’s asthma seems to be improving too.
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A day in the life of  
Paula & Steve

Paula and Steve’s morning always seems rushed despite 
getting up at 6.30am to get showered and ready for the 
day. The heating goes on an hour before they get up, so 
it is warm for them and the children. Steve leaves around 
7am, when he isn’t working away, to drive to the depot and 
collect his lorry. 

Paula wakes the children at 7am gets them ready for school 
and they eat breakfast together. They leave the house in 
time to get to the school/children’s centre for 8am. Her son 
doesn’t mind getting to school early as he can play with his 
friends in the pre-school club and her daughter has a place 
at the children’s centre. Paula works each morning between 
8am and 12 o’clock. She enjoys the work and the time to 
see other mums and catch up on what is happening in the 
community. It is great that her daughter has a place at the 
children’s centre allowing her to work knowing both her 
children are safe and cared for. 

Over the last few months, Paula has opted to leave her 
daughter for the full day in the children’s centre for 3 days 
a week. She is happy playing and it has given Paula time to 
sort out the heating tariffs and insulation as well as doing the 
usual shopping, cooking, washing and cleaning. She is now 
more confident and is considering going back to college to do 
post graduate training when her youngest gets a little older.

When Steve is not working away he gets home about 
5.30pm, so that the whole family can eat together in the 
evening. The children love it when their Dad is home and 
they love to play at rough and tumble before tea with Steve 
pretending to be a horse and the children riding on his 
back. The children like to play outside if it is dry and Steve is 
teaching them to play football and cricket. 

The children go to bed about 7.30pm leaving Paula and 
Steve a couple of hours to relax before going to bed. When 
the nights are colder she ensures the heating is on, but it 
can now be a little lower now as the insulation seems to 
keep the house warmer. The heating goes off at 10pm, as 
the house stays at an OK temperature through the night.

The impact on home heating behaviour for  
Paula and Steve

Heating regimes – They use the heating when it is cold 
and ensure that the house is warm for the children getting 
up each day. 

Use of space within the home – they use all of the house 
as it is warm throughout
 
Children’s development – The children are able to play 
and have breakfast in the morning and are also able to play 
with their father before the evening meal.

Health and wellbeing – The children’s asthma is 
improving, they have time as a family and Paula and Steve 
have time to relax together.

See the graph for Paula and Steve that demonstrates the 
variation in temperatures that Paul and Steve's children 
would have in their bedroom. 

The factors that drive Paula and Steve into the trade-
off zone and influence their decisions and behaviour

Primary drivers of behaviour
•  Children’s health and well-being
•  Household income
•    Pride and social norms – making ends meet and  

saving a little

Additional drivers of behaviour
•  Housing conditions and tenure
•  Social connections and family support
•   Connections to services such as children’s centre, out of 

school clubs and the internet
•   Tenacity and increasing confidence
•  Organisational abilities

What are the best ways  
to Identify People like  
Paula & Steve?
Paula and Steve are able to take action to help themselves. 
This has a positive impact on the whole family as well 
as the children’s health, well-being and development. By 
ensuring clear signposting to sources of information and 
communication through appropriate channels, this action 
can continue to be supported.

Families like this need little investment in real terms but this 
does not mean they should not be invested in. If they are 
supported in a considered and targeted manner, they will 
continue to be able to help themselves and will not require 
additional intervention at a later stage.
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Seeing the issue 
and overcoming 
barriers

Clear, easy to 
access sign-posting 
and integrated 
messaging.  So when 
they look and ask for 
help it is clear, joined up 
and not conflicting in 
advice and support

Reliable and 
simple information 
accessible through 
appropriate channels of 
communication

The Segment

What might the 
interventions be?

Contextual factors

Where/how do we talk 
with them

Emotional and psychological factors

What are the barriers

What this means to 
behaviour

What are the key messages?   

How this impacts 
on their children

Household income – both 
employed and able to save a little

Service use – use local services 
for their family – GP, school clubs, 
children’s centre etc

Housing conditions and tenure 
– own home – comfortable 
but heating system in need of 
upgrading

Church and faith groups. 

GP, children’s centre, school.

Media – local printed and 
broadcast

Websites

Proud and traditional – Want to do well for 
their family, believe in making ends meet and 
saving for future, enjoy family time.

Organisation skills and confidence – Paula 
has the confidence to try and organise things 
and be tenacious in achieving what she wants.  
She has the support of Steve, her family and 
friends

Social connections and family support – 
People who she can turn to for help and advice

Pride and sense of 
achievement – providing for 
their family 

Feeling of failure

Impact on family life

They seek help and 
advice

They are able to make 
informed choices, to 
make changes and move 
forward with things

They are able to have 
family and social time

For professionals

•   Don’t ignore the families who seem to be doing OK.  
 A little investment could prevent future issues.

•   People like Paula could become a peer advocate 
for those who are finding making changes a little more 
difficult; those who fall when barriers are placed in front 
of them

•   Cold has a serious impact on health.  Not just physically 
but it can also lead to depression and isolation for adults 

•   Living in a cold home has a detrimental impact on 
child development and school readiness

•   Multiple factors can drive behaviour – not just lack of 
money or knowledge

•   There is help out there – get to know your local 
referral schemes and ensure Paula and Steve can  
access them

•   Don’t underestimate the power of the psychological 
factors such as pride and social norms.

•   Messages and advice can be confusing and  
even conflicting

For Paula and Steve

Base messages around 

•   Clear and simple signposting to the resources available 
to advise and take action

Health and 
wellbeing  
The children’s health 
is improving

How can we help Paula and Steve? 
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CLAHRC for South Yorkshire

For more Information 
http://www.shu.ac.uk/research/hsc/ourexpertise/warm-well-families


