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Today’s presentation

• Why take a person-centred approach?

• Using Personas to summarise the evidence

• Understanding impact from a person-centred approach
• Foundation for a wider stakeholder partnership approach
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Why a person-centred approach?



Overview of  evidence: Fuel poverty impact map



Overview of  evidence: Fuel poverty impact map



The persona approach

Archetypal users:
• Embody real users
• Easy to assimilate and personal form

Evidence based:
• Only as good as the 

evidence they’re based on
• Help summarise that 

evidence

Benefits:
1. Explicit focus, brings to light 

implicit assumptions
2. Shared understanding of the 

user, focus for decision 
making

3. Personal and believable 
characteristics, engages 
empathy and interest from 
stakeholders



The fuel poverty personas

Persona 1:
Older homeowner 
couple, worsening 
health/ mobility

Persona 2:
Older single 

person in rented 
accommodation, 

worsening 
health

Persona 3:
Single parent in 

rented 
accommodation

Persona 4:
Large family in 

rented 
accommodation

Persona 5:
Family with 

disabled adult/ 
child, owned with 

mortgage

Persona 6:
Young single 

person in rented 
accommodation



Persona 1: Older homeowner couple, worsening 
health and mobility

Older couple 

Homeowners

Asset rich, 
cash poor

Worsening health

Property requires upgrades

Fuel 
rationing

Damp and 
mould

Exposure 
to cold

Social 
isolation

Worse 
physical 
health

Stress/ 
anxiety

Desperate, absolutely 
desperate. We had no heating 
at all. Just the gas fire in the 

living room, that was all. It was 
flippin’ cold, I can tell you!

It I don’t know when I’m 
getting cold, until I start 

changing colour, white or blue 
in my hands. And then it was 

painful.



Persona 1: Older homeowner couple, worsening 
health and mobility

Older couple 

Homeowners

Asset rich, 
cash poor

Worsening health

Property requires upgrades

Fuel 
rationing

Damp and 
mould

Exposure 
to cold

Social 
isolation

Worse 
physical 
health

Stress/ 
anxiety

Homeowners – highest no. of FP, 
biggest FP gap
Older people – more likely to cut 
back on heating
Cold temperatures shown to increase 
cardiovascular, respiratory illness, 
injuries (incl. hospitalisation and 
EWD)
Older people – vulnerable to 
cold-related ill health
Cold homes more likely to have 
mould – associated with poor 
physical and mental health
FP causes multiple stress factors, 
poor mental wellbeing
Social impacts – don’t invite 

others in



Persona 1: Older homeowner couple, worsening 
health and mobility

Older couple 

Homeowners

Asset rich, 
cash poor

Worsening health

Property requires upgrades

Fuel 
rationing

Damp and 
mould

Exposure 
to cold
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physical 
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Better 
mental 
healthBetter 

physical 
health

More 
socialising at 

home

Now it’s a nice steady heat throughout 
the house, it’s unbelievable how much of 

a difference it makes for all of us. 
Health-wise, it makes a hell of a 

difference.



Persona 1: Older homeowner couple, worsening 
health and mobility

Older couple 

Homeowners

Asset rich, 
cash poor

Worsening health

Property requires upgrades
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rationing

Damp and 
mould
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Worse 
physical 
health
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Better 
mental 
healthBetter 

physical 
health

More 
socialising at 

home

Health improvements – cold-related 
ill health and stress reduced by 
making homes affordable to heat

Those with existing health 
conditions benefit most

More likely to invite others in once 
home is warm and dry

Positive mental health benefits

Health services see reduced burden 
e.g. NHS would save £2.5 billion per 
year from tackling poor housing



Persona 3: Single parent in rented accomodation

Younger 
person 

Private rent

Low/variable 
income

Young 
child(ren)

Property requires upgrades

Cold at 
times

(Fear of) 
fuel debt

Ration 
other 
goods

Stress/ 
anxiety

Risk to child 
health

Frequent 
repairs

PPM

Before the cladding went up, my 
heating costs were 

extraordinary. I tend to keep the 
front room and the bedroom 

warm. To keep the heating on, I’d 
have to forgo what I’d call 

normal treat stuff. 

My boys, with their Autism their 
behaviour can be sporadic at times 

anyway, but my youngest doesn’t do the 
cold very well at all. The cold tends to 

make them bad tempered, very irritable

I have a pre-payment meter so I 
don’t have to have big bills 
dropping on my doormat. 

I had [damp] in 
one corner of the 
bathroom and in 
my utility room.



Persona 3: Single parent in rented accomodation

Younger 
person 

Private rent

Low/variable 
income

Young 
child(ren)

Property requires upgrades

Cold at 
times

(Fear of) 
fuel debt

Ration 
other 
goods

Stress/ 
anxiety

Single parents – consistently 
highest risk of FP, associated with 
low income and on PPM
Younger main occupant – more 
likely to be in FP, more likely to go 
into debt
Children in private rented 
associated with inadequate heating
Cold temperatures shown to 
negatively affect child health and 
development
Children under 5 most vulnerable
Adults ration goods, reduces their 
health and wellbeing
Old heating systems, damp and 
mould need frequent repairs

Risk to child 
health

Frequent 
repairs

PPM



Persona 3: Single parent in rented accomodation

Younger 
person 

Private rent

Low/variable 
income

Young 
child(ren)

Property requires upgrades

Cold at 
times

(Fear of) 
fuel debt

Ration 
other 
goods

Stress/ 
anxiety

Better child 
health/ 

development

More 
socialising at 

home

Risk to child 
health

Frequent 
repairs

PPM

More 
spending on 
other goods

Pride in 
home

Better 
mental 
health

It’s massive. I’m putting only £5 a 
week on my gas meter – I was 

putting £20 a week on it before. 
For me, I would have never have 
been able to afford to have done 

what they did to my house. 

The house isn’t an eye-sore to look at 
from the outside now. Sometimes I just sit 

in the car and look it – it sounds really 
stupid to other people, but if you see the 
before and after pictures of my home, it’s 

quite a transformation.

The rooms are so warm. [My 
children] they seem a lot 
more content now. They 

seem more relaxed.



Persona 3: Single parent in rented accomodation

Younger 
person 

Private rent

Low/variable 
income

Young 
child(ren)

Property requires upgrades

Cold at 
times

(Fear of) 
fuel debt

Ration 
other 
goods

Stress/ 
anxiety

Better child 
health/ 

development

More 
socialising at 

home

Risk to child 
health

Frequent 
repairs

PPM

More 
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other goods

Pride in 
home

Better 
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health

Fewer days off school linked to 
energy efficiency measures

Space to do homework, better family 
relationships

Rebound spending effect – can 
benefit if spent on 
welfare-enhancing goods

Reduced energy bills, less debt – 
lower arrears and collection costs 
for energy suppliers

Other home improvements, e.g. 
increase in DIY, decorating

Landlords shown to have less 
tenancy turnover, less vacancy



What are the impacts/ co-benefits?
Health services:
• Fewer admissions to hospital
• Fewer GP appointments
• Less use of mental health 

services

Employers and economy:
• Fewer employee sick 

days off work
• Jobs in green economy 

and supply chain
• Higher spending 

through rebound effect
Landlords:
• Lower tenancy turnover 

and vacancy
• Increased property value

Energy suppliers:
• Reduced 

arrears and 
debt collection 
costs

Energy system/DNOs:
• Reduced peak demand
• Reduced costs for 

energy generation & 
distribution



Conclusions

Holistic 
partnership 

approach

Person- 
centred

Personas

Wider 
impact

Stake
holders


