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A Family’s Journey  with Home-Start  
 

We talked to one mum of three young children who received home-visiting support from our  
volunteer Val, and asked her about her personal experience with Home-Start. 

How did you first feel about Home-Start and having support from us? 
I have actually known about Home-Start for a long time now, before I was with the scheme in Newcastle I 
had support from a different one in another area. Its another set of people, I have a Parent Support Worker, 
and CAFs which have been going really well and I have done Triple P. I take a while to warm to people then 
when I did it was brilliant 
 
Do you think you have been well matched with you volunteer? 
The volunteer really took to the children and Val was fantastic, things were bad when she came on the scene, 
I was having panic attacks which made it hard for me to breathe. One night she came and I had an attack, 
she made me go into the kitchen, have a smoke and a brew and the kids stayed in the living room, she kept 
them happy and kept them good and I was able to come around. 
 
We went through a lot and have had help from Home-Start, a Parent Support Worker and Social Services. 
Their Dad is absent now, it was really bad, now, its weird. It has been just over two years and we feel recov-
ered. There are still issues, it is all dealt with but my son has problems at school. Val has done loads for us all. 
 
Yes we were well matched, it was brilliant. She surprised me when we went to Llandudno on the day trip, it’s 
funny, although it wasn’t at the time, I wanted to go into a shop with one of the children and they all blew up 
at once. Val was really calm but I was worried how I came across and what she thought of me as a parent. 
She put me straight and reminded me that all kids do it. Anyway, I did get into the shop, Val was really strong. 
 
I am the kind of parent more comfortable at home than when I am out. Here I have my time out step, my 
sticker charts, I have a routine. When I am out it feels different because of other people and what they think. 
Home-Start have been great. Sarah has helped me to get a fridge freezer and a cooker, the one here is gas 
but my old one was electric so I couldn’t bring it with us when we moved. Val has always treated the children 
as her own, how close they were was amazing. The children are very open minded and they are quick to 
bond. With Val it didn’t take long. My son is not one for cuddles and when she was leaving and having cuddles 
from the girls he would go away and she would say ‘well I don’t; want a hug’ and he would be straight up to 
her. 
 

 
 
  Home-Start Newcastle Borough is a voluntary organisation dedicat-
ed to supporting families with at least one child under the age of 5, 
in their own homes, helping to prevent family crisis and break-
down. 
 
We recruit and train home-visiting volunteers and match them with a family who 
they visit for 2-3 hours on a weekly basis. 
 
We hoped that in bringing together some of the family’s and volunteer’s own ac-
counts of their experiences with Home-Start Newcastle Borough, it would serve to 
give an real life, informative illustration of our work, and showcase the varied ways 
in which Home-Start touches the lives of those who work with the scheme. 
 
 

There have been articles in the press reporting the benefits of volunteering. What do you get out of volunteer-
ing? 
I feel great that I’ve actually done something that’s made a difference to the family and is going to make a difference long term. I 
just feel chuffed with myself and I do feel as I’m doing something positive. I would go out every day if I could to be quite honest 
because I love it. I do feel fulfilled and that I’m doing something good, especially when my family tell me this has happened and 
that has happened and I think well that’s because of me, I’ve set it up. I can’t believe how much I’m enjoying volunteering for 
Home-Start and I hope to keep doing it, I know that Home-Start have more families needing support than they have volunteers. 

Paula Wilton  
 From Volunteer to Parent Support Worker 

 
I first heard of Home-Start through Leek Moorlands Volunteer Services. Home-
Start stood out for me. I wanted to become a volunteer because I know how 
challenging being a parent can be. I also know how isolating it can be when you 
are a single parent. I experienced both of these things when I lived in Manches-
ter and my son was a baby. I moved back to Stoke on Trent to be near my 
family and the support and help I received made a huge difference to mine 
and my son’s lives. I wanted to help other families who perhaps didn’t have 
much support. 

 
When I became a volunteer my role with my family was to offer friendship and support, and to help mum to 
get out of the house and socialise more. She suffered from low self esteem and depression and had little con-
fidence. The family had twin girls aged 2 and a 3 month old baby. We started going for walks to the park 
and progressed to trips out in my car to places like Hanley Forest Park or simply to the supermarket to do the 
shopping followed by a coffee. 
 
It became difficult to visit in the home when mum’s relationship with her partner became strained. We over-
came this by using the family flat at the local children’s centre where we could make snacks, chat and play 
with the children in a lovely, warm environment. 
 
Supporting the family was very rewarding. It was fantastic to see mum’s confidence and self esteem increase 
and see her begin to initiate social activities herself. We talked a lot and over time she began to open up 
more. It was rewarding knowing she trusted me and that I could help. 
 
I had fantastic support from my co-ordinator Sarah. There were quite a few issues with my family over the 
two years that I supported them and the help and guidance that I had was invaluable. 
 
When a position for a Parent Support Worker came up I decided to apply. It seemed like a dream job, to be 
paid for what I loved doing as a volunteer. 
 
Being a Parent Support Worker I work with a lot of families and have a wider scope to do more with them 
than I did as a volunteer. I feel professional and now have more knowledge about agencies and services in the 
local community that I can use to help the families I support. 
 
I loved being a volunteer and was proud to be a part of Home-Start. Now I am employed here I couldn’t be 
happier. Home-Start Newcastle Borough is a fantastic team of dedicated, professional people and I am very 
happy to come to work each day. 
      

Paula was recently successful in her application for position of Co-ordinator 
here at Newcastle Borough        



Our Volunteer Ann, 
 
Ann completed the course of preparation in August 2012 and began supporting Claire and her family the following 
October. We asked her about her experiences as a home-visiting volunteer. 

 
How did you come to know about Home-Start and why did you choose to volunteer with the scheme ? 
I used to volunteer for another organisation and I wasn’t doing what I wanted to do, I was based in an office and I didn’t enjoy it. I 
saw this role advertised and thought that sounds like exactly what I’m looking for. I went to the introduction meeting, thought this 
sounds good, it was just what I wanted to do and I had already left the other organisation by then. I had never heard of Home-Start 
before, I was quite shocked that it had been going for so long, I could have done with its help when my child was younger. 
 
How did you find the course of preparation, did you feel prepared for Home-Visiting when you had finished ? 
I didn’t know what to expect to be quite honest but I thought the course was brilliant, I loved doing it. It taught me so much, some 
things I did know but a lot of things I didn’t know, I enjoyed it. I did feel ready to visit but I was nervous when Sarah said she had my 
first family. I think I was nervous because I didn’t know what the family were going to be like, I had no idea, but obviously knew they 
needed support, but I didn’t know what their needs were. For the first visit Sarah was there for a short while and then she left us, we 
were just talking and it was great. I felt less nervous the next time I went because I was on my own. After the first few visits with the 
family I felt as though I’d been doing it for years. It’s just something I want to do, I feel as though  
 
I’ve been doing it for years. It’s just something I want to do, I feel as though I can help people. I think the course of preparation did 
get me ready to volunteer. I think when you go on your first visit you’re just nervous about meeting someone new and not knowing 
what to expect, but it was fine. 
 
What kind of role(s) do you carry out with your family ? 
I feel my family need help with things that I know about. They have children with special needs and I also have a child with special 
needs. They have trouble with filling in forms and that is something I feel I’m quite good at, as I’ve filled in so many, so I’ve helped 
them in that way. The youngest child’s Disability Living Allowance was up for renewal so I helped with the forms for that and she was 
re-awarded it. They had never even applied for DLA for their older child and I said that I thought he would be entitled to it. I complet-
ed the application forms with their help and he is now getting DLA, so that is money coming in that they didn’t have before, they also 
got a back payment which will be a great help. I was really chuffed when Mum told me, I felt really pleased and felt like I’d done that 
for them. I phoned Sarah when I found out as I did feel happy about it and Sarah said I should feel happy because they are getting 
that extra money now and it will really help them out and in a way it is because of me. I just knew they wouldn’t be refused, and 
Mum said the extra money would really help them to do things in the holidays that they wouldn’t normally be able to do. I will find 
out what they have managed to do when I see them next. 
 
On my visits I get toys out and play with the youngest child, the older child is at school, and sometimes me and Mum have a talk. I 
want to try and help them to sort out and manage the house, I helped them sort the living room out when they had a new three piece 
suite and it looked lovely. They had so many toys in the living room, far more than the little girl needed so together we sorted through 
them, loads went to the tip and Mum gave lots of stuff to the charity shop. 
 
The little girl has some health issues, they didn’t think she would walk but she’s walking now and she’s talking, the difference I’ve no-
ticed since I’ve been visiting is quite amazing. One day after a few months of visiting I said ‘I’m going now’ and the little girl stood 
between the sofa and the chair and said ‘no’ and she wouldn’t let me go, I just thought ’oh gosh’ it was so nice. I also saw them in 
Asda one day, I said hello and as I was walking away I heard the little girl say ’my friend, it’s my friend’, I thought how lovely. When 
she wouldn’t let me go home my heart sort of melted and when I heard her say ‘my friend’ I thought you know she does realise who I 
am and that I play with her. She lets me do her hair and paint her nails, her Mum said she won’t let anyone do her hair and I’ve sat 
there French plaiting it. She loves the attention and I think you have to play with them when you’ve got a little one or they’re not going 
to come on are they, especially if you don’t do things with them. When I first started visiting she used to sit on the settee playing 
games on one of the phones, now she gets up and gets her toys out, she comes to me and gets my brush out of my bag, she’s inter-
acting with me which is lovely. She’s also started to go to playgroup now which will be bringing her on too.  
 
How would you describe your relationship with the family ? 
Brilliant, we’re pretty close, it’s really good. I like the family and I think they like me, we get on really well. They’re a nice family and 
we seem to have clicked, we are developing into friends especially me and Mum but I also get on well with Dad. It’s a friendship with-
in the Home-Start rules. I wanted to introduce them to the Special Needs Adventure Playground during the holidays as they had never 
been, I knew this wasn’t possible as I go with my child and I knew I couldn’t take the family and my child together. I haven't seen 
them over the summer holidays and I’ve missed them actually, it’s been funny not seeing them. We live in a similar area and I won-
dered if I would bump into them, but all over the holidays I haven’t seen them once. I’ve been away on holiday and of course with my 
child being off school its been difficult to visit them because obviously you can’t take your child with you. When the family no longer 
need Home-Start support and the relationship finishes I think we will remain friends. I have not got to that stage yet as this is my first 
family. I would definitely want a second family, I love it, I love what I do. 
 
Do you feel you were well matched? 
I do yes, I think we are very well matched, Sarah got it spot on. We just seem to have clicked and get on really well. I can’t believe 
how well we do get on to be honest. When I first went I was unsure but after the first couple of visits, yes, I thought we were very well 
matched. We are good friends, obviously we don’t cross the boundaries, I mean they don’t come here to my house, our families don’t 

 
 
What was your Volunteer’s role in the family? 
My son has special educational needs, he isn’t diagnosed but he is hyperactive and constantly busy. The chil-
dren and Val pretended to act, they did drama, singing and dancing and took turns, although the youngest is 
not so good at taking turns! We enjoyed spending time together.  
 
I’m not a big story reader. Val got us into a routine, the TV goes off, we all pick up a book, sit on the sofa 
and listen to stories. Val gave me the option to sit with them and colour or do chores. At bath time we would 
read a story to one while the others are bathed and then swap. I am very chatty and Val would  remind me 
about congratulating the children for the good things they have done and give them stickers.  
 
My son goes to nurture group for special needs. I have ideas from that, like sticker charts, and ideas from 
Triple P, and I have my own too. They each have a reward chart, my eldest daughter tends to bite people’s 
heads off so her goals are to talk to people nicely and tell mum if there is a problem. When she does this 
she gets a sticker.  When they get 7 stickers they get to look in the prize bag or they get a treat like picking 
what the whole family has for tea, or pudding or what music we all listen to. My son has a gameboy, which 
he loves so his rewards are 30 minutes on the gameboy or for more stickers, an hour. For a whole week of 
ticks he gets to look in the prize bag.  
 
My youngest daughter gets rewarded for coming when asked, standing still, and listening calmly – she tends 
to run like a whippet when she is in trouble and has gone before you can talk to her. She does this at school 
too, so I feel like if I can get on top of it at home then it will be easier for them to deal with it too. 
 
Sometimes we went to the park, Val would park her car and we would walk down and back. It’s only a 10 
minute walk and we would take turns watching the youngest go up and down the slide. Sometimes Val would 
spend time talking to me. I preferred not to have a routine as such, we did what we wanted to at the time, 
you can when you get a friend bond. 
 
Did you look forward to Home-Start visits? 
Yes definitely, if the children had no homework and it was miserable outside I would look forward to making 
a cuppa and leaving it to Val, and I enjoyed going to the park. It was all very good and very positive, how the 
kids were with her and vice versa. Just perfect.  
 
Was it hard to decide that you no longer needed support and say goodbye? 
I made the decision and it was like losing a good friend. People think ‘you’re moving on and don’t need us 
anymore’, we might not need you but we will miss you, you get close and then you say goodbye, I’m an adult 
and I felt it. I think the children miss Val. They are doing well and I think a more significant loss for them was 
their dad going. My eldest daughter still has issues and misses him. We all cope in different ways. 
 
It was easier to tell Sarah that we no longer needed Home-Start. She was not sure it was the right time at 
first and she took the CAF on. Then I felt it was time to ask again and my Parent Support Worker is now 
doing the CAF, I have one more meeting and I hope that it’s the last. I will still miss it. I don’t miss social ser-
vices, some of what they did for our family was brilliant but they made me feel scared, anxious and nervous.  
 
Would you recommend Home-Start to another family? 
As a single parent I would recommend it. It can help a lot of families, especially single parents. It helps you 
get back into a routine, when you have had a loss and their dad is no longer in the family. Home-Start has 
helped me and the children grow closer and it is what we needed. All of the services have helped us to find 
what we had before; reading, enjoyment, sitting at a meal, knowing how to be happy when we get a sticker 
and when we have filled up a chart, although the two youngest tend to live on the naughty step! I don’t feel 
as closed in anymore. The panic attacks changed, I was in a bad place and now am in a good place thanks 
to Val. I opened up and have got my old life back without the bad bits. I am more confident and we are all 
good together as a family but I do need to remind the younger two who is the boss. 



How did you hear about Home-Start and why did you become involved with the service? 
I used to have Home-Start in Telford when I was pregnant with my eldest, she’s 16 now, and they were brill. They didn’t 
know at the time how bad it was for me but I got involved with Home-Start initially because my ex husband was violent. 
He beat me so badly when Cassie was four days old that I haemorrhaged and his mother told me it was my fault for not 
cooking his dinner the way he wanted it. It went on like that for years and one day he threw my 5 year old son against 
the wall and that was it. It took me 3 months to get away because I had to make sure that I had money. When we moved 
over here he was still violent and aggressive. He used to drive from Wales to threaten to kill me. Apparently, normally 
when you leave an abusive relationship and feel safe you grieve and blame yourself, but I wasn’t safe, even after the di-
vorce. The police could get him to leave but nothing else unless he attacked me. I couldn’t let the kids out because he 
would sit outside my house in his car.  
 
He committed suicide and I had to tell the kids. They dealt with it really well. The two eldest have had therapy with the 
Dove Service which I think Home-Start put me in touch with.  I fell apart and had a complete emotional breakdown. If it 
wasn’t for places like Home-Start or people like my husband I don’t think I would still be here, I don’t think I could have 
got through. I would have probably stayed until he killed me. I think places like Home-Start stop you going back to people 
like him 
 
It was the worst time of my life but I wouldn’t change any of it because if I did I wouldn’t have my kids. Anything you 
change from your past stops you being who you are now. Yeah I’ve had a horrible life but because of my past I’ve got the 
family I have now. It’s taken a long time to get this far. My husband has been so patient and had to put up with a lot but 
he loves me more he doesn’t love me less and that’s pretty amazing.  
 
After we moved to this house I became pregnant. I felt safe but developed agoraphobia. My pregnancy was difficult and I 
was put on bed rest which was quite convenient, it gave me an excuse not to leave the house and I wouldn’t unless my 
husband was with me. If we ran out of food, gas or electricity I would sit here all day without it.  
 
Was it a fear that kept you inside? 
It was basically that everybody would know how dirty and disgusting I was because it was all my fault; the fact that he was 
dead, that he had hurt my son, how he behaved. In my head I had a sign that said I deserve to be knocked about. Being 
pregnant helped because I had to get up and go out for food or milk or to my antenatal appointments because I needed 
to make sure my baby was okay. People were supportive if they knew but I didn’t want to be like this once he was born.  
 
How did you become involved with Home-Start in Newcastle? 
It was whilst I was pregnant. I sat here one day and said to my husband I want to see Home-Start again. He asked what it 
was and how it would help. I told him it sounds stupid but someone will be your friend, I need a friend, I need somebody. 
So I looked on the internet and I could refer myself so I did. Within two days Sarah phoned me and I told her everything 
and she started visiting me. She said I couldn’t have a volunteer at the time because I didn’t have a child young enough, I 
was pregnant at the time, but she said she wouldn’t leave me by myself, and she didn’t. She visited me for a few months 
regularly and helped me with stuff for the baby and put me in touch with people. She got me a volunteer but unfortunate-
ly that ended and I was without a volunteer for a long time but Sarah kept coming. She never left me on my own. She 
couldn’t come every single week but she would ring me regularly and visit me maybe once a month and stay for a couple 
of hours. Then she found me Tracy 
 
Do you feel you were well matched. 
Yes. Tracy was worth waiting for, she is so me it’s scary, she’s just a slightly different version of me. I tell her things that 
have happened and she understands because she’s been through the same thing. We are perfect. Sarah couldn’t have 
picked me a better person. She will text me to check I’m ok and give me moral support when I’m having a tough time at 
college. She seems to know when I need it. The best thing is she motivates me. We have fun together but when there’s 
something she knows I can do and I’m making excuses she will give me a gentle kick. She’s actually turned into one of the 
best friends I’ve ever had. 
 
How do you feel Home-Start support has helped you? 

One day Tracy came and we had such a good chat that when she left I thought I’m going to go to college. I 
had a look and saw they did an access course after which you can apply to university. When Tracy came to 
visit the next week and asked how I’d been I said I’ve applied to college, been accepted and I start next week. 
Now I’m going to college by myself. The first time was awful. I stood outside for 25 minutes talking myself out 
of it.  Tracy helped she text me to say ‘you can do it now get yourself in there’, and then Sarah helped me all through 
the summer. She also helped me to apply to the ‘Think2’ project to get funding for my childcare. 
 

A Family’s Journey  with Home-Start  
We talked to a mum of four young children who receives home-visiting support from her  

volunteer Tracy. We asked her about her personal experience with Home-Start. 

 

How would you describe your role with your family? 
Firstly, I feel I helped to motivate the mum that I support and I like to think that I am a positive male 
role model. In each visit I try to achieve something and break the challenges down, I want my family 
to get something out of each visit. A really important event for the family in moving forward was 
moving house, they were really stressful times for mum which was where the extra support from me 
as a home-start volunteer was so important. It was a huge leap. Then the following visit we enrolled 
at the doctors but walked there so she could get to know the local area a little. Its just turning think-
ing into doing a lot of the time, and taking small steps making sure that nothing is overwhelming, 
and in that way building a little confidence. 
 
What have you got out of volunteering? 
Satisfaction of seeing a positive difference in my family and feeling a part of that. I look forward to 
my next visit, its not a chore. I get a lot of reward from it and if the family are happy I’m chuffed. 
 
Do you feel supported? 
Yes. The co-ordinators are just a phone call away, or I work in the area so I call in the office if I need 
to. 
 
If a friend of yours said they were interested in volunteering what would you advise them? 
Having my own family, it’s important to be prepared and for them to always be the priority and real-
ising I just have to give up this little bit of time for my nominated family. The time that I currently 
visit my nominated family will have to change to the evening soon so you have to be prepared to 
give up that bit of time. Remember both are important, set your own boundaries (as well as the 
taught ones) and stick to them.  Having said that, the gratification that you get from home-visiting is 
brilliant. I’m Uncle Mark now! 

ACCREDITATION OPPORTUNITIES FOR VOLUNTEERS 

 

Since February 2012 all new volunteers have been given the opportunity to undertake accredita-

tion for the course of preparation.  

We are pleased to advise that we are now able to offer our existing volunteers the opportunity 

to achieve OCN accredited awards for the course of preparation and accreditation of prior 

learning.  

The National Open College Network (NOCN) is the UK’s leading provider of accreditation ser-
vices for adult learning. NOCN provides National qualifications and programmes in a wide range 

of subject areas. 

One OCN credit is designed to be achieved as a result of 10 hours of study and independent 

work.  

We are currently able to offer volunteers 3 credits at level 1 or 2. (Studying at level 2 is the 

equivalent of studying at GCSE A-C standard.) 

Volunteers wishing to undertake accreditation will be required to complete a portfolio demon-

strating their knowledge and understanding of the needs of families and the role of Home-

Start volunteers.  

Successful completion will result in an OCN credit record and certificate. 

The benefits of completing the accreditation include: 

 allowing volunteers to sample accredited study as part of their personal development. 

 evidencing an ability to study at a recognised level and can help volunteers to gain access 

to other courses. 

 employers recognise it as evidence of recent study and ability to work to external stand-

ards.  

If you are interested in undertaking accreditation, or would like more information, please con-

tact Sarah on 01782 740388. 



Our Volunteers 
 

Volunteers are essential to Home-Start’s ability to provide the home-
visiting service across the borough. 
 
Our volunteers tell us they come to Home-Start for a variety of reasons, some are 
looking to gain work experience to help them change paths or to compliment study-
ing, some find that as their own children start school, or, as they retire they have 
more time on their hands and want to give something back to their local communi-
ties. Whatever the reason we take pride in supporting our volunteers in meeting 
their goals too in whatever way we can. 
 
Once successfully completing the course or preparation, we ask our volunteers to 
commit to us for at least 12 months, visit their family once a week for 2-3 hours and 
keep in contact with the scheme by submitting diary sheets and meeting with a co-
ordinator every few months.  
 
Here are a few of our volunteers’ own stories. 

A Volunteer’s Story 
 
Mark attended a Course of Preparation in 2010 and was matched to a family in August when he began 
home-visiting each week.  
 
How did you hear about Home-Start and why did you choose to volunteer? 
Through Do-it.org. I was going through an 18 week programme in rehab for alcoholism and waiting for 
the outcome of a disciplinary hearing to see if I would be able to return to work. Part of my resettle-
ment included doing voluntary work and I wanted to offer my time in an area which I would want to pur-
sue as employment if I was unable to return to my job. As it turned out I was able to return to full em-
ployment but got the bug and have stayed with Home-Start. As an alcoholic in recovery I have experi-
ence that I can draw on to help others and support them in making the changes they want to in their 
lives and give something back. 
 
What expectations did you have about volunteering and what it would involve? 
Really, in my own way I hoped that I could make a difference to a family and be there for them, you 
know, do my little bit. I am aware of my own limitations and I didn’t really worry about Home-Start’s 
expectations of me. In the course they told us that they didn’t expect miracle workers, and they didn’t 
push. Just do your best. 
 
Did you enjoy the Course of Preparation? 
Parts of it yeah. I prefer the human story and human impact and I enjoyed those sessions the most. 
There were parts that I enjoyed less really; the legislation, child protection, legal procedures, but they 
have to be included to make sure we work as Home-Start need us to. I really enjoyed the session when 
volunteers who have been home-visiting for some time came to speak about their experiences it was 
really useful, so that you got an idea about the role which I think is important so you don’t get over-
whelmed by the reality. 
 
How did the course prepare you for volunteering? Did you feel confident to home-visit after-
wards? 
To be honest I feel quite confident from my own recent experiences, rehab prepared me and I learnt 
that I needed re-educating about life. That really gave me the drive to come out and try to make a dif-
ference. I think that in supporting a family you really need self confidence, belief, esteem and assertive-
ness. You have got to be sure of yourself; some of the things that need putting into place with a family 
need you to be confident. Confidence to be honest is so important. I opened my world to my family and 
was honest about my past which helps me to say ‘see you can do it’. I am not proud of what I have 
done as an active alcoholic but I am proud of what I have achieved since rehab. And then they can be 
honest with you and share things with you that they may not have been able to share with anyone else. 
This really helped me to understand the challenges facing my family and I really don’t think I would 
have this if I had not been honest.  

 
As well as college Home-Start helped me when my cooker blew up. I didn’t know what to do. When Sarah found out she 
applied to the Buttle Trust and got me a brand new cooker. I do feel bad asking for things but the best thing about Home
-Start is that when you feel like you’ve got nothing left but your pride you don’t have to be proud with them. Before 
when I have asked for help I have felt like I’ve had no self-respect left. No matter how you dress it up we are poor. I 
know we’re lucky; we have a nice television but it was a present, we live in a nice area but it’s because our rent is cheap 
because the house is so run down. Everything we’ve got we have to work hard for and we don’t have a lot but Home-
Start make it a bit easier. When my cooker blew up I had no food in that could be cooked in something other than the 
cooker and Sarah came round with a food parcel. She didn’t make me feel like I was begging. I didn’t ask for it she just 
knew I needed it. They make asking for help easier. But it is hard because there are so many of us who need help but are 
too proud to ask for it because you feel like you are begging or you can’t provide for your children. And if you have to go 
to a more official channel you feel like you are being judged. Being able to go to Home-Start means I can ask for help and 
someone won’t come knocking at my door and take my kids away. It means I can be open and honest and get advice. I 
have said before, when I was recovering from my break down, knowing that Home-Start was at the end of the phone was 
the biggest help because I knew I wasn’t all by myself.  
 
Sometimes when I’m having a bad day and feeling like I am a bad mum, which I do sometimes. Sarah has been there to 
support me. Billy has been diagnosed with severe Post Traumatic Stress Disorder which I feel is my fault because I didn’t 
get him away from his father sooner. Sarah has reassured me that I did get him away as quickly as I could. Sarah’s given 
me my self esteem back and Tracy’s given me my confidence back. I’m not a bad person and I don’t hate myself like I used 
to. 
 
What is Tracy’s role when she comes to visit you? 
When I first had Home-Start in Telford, my volunteer used to take me to a coffee morning or she would come a differ-
ent day in the week and take me shopping or to sort out my gas or electric. Now Tracy comes and we talk about any-
thing and everything. She shows me that I’m normal. She tells me about stuff with her kids and its what is going on with 
my kids, my kids are normal kids and I’m a normal mum. If I’ve got problems she talks them through with me, she never 
tells me what to do, she tells me what she would do. It’s just like having a friend around for coffee. It’s just fab and I have 
complete trust in her. She’s amazing and she’s great with Benji, he loves seeing her.  
 
At college I have had a few problems but Tracy has supported me. When I have found things tough my phone would 
beep from nowhere and Tracy has text me. I’m happy now, I don’t give a monkeys because I’ve got Tracy in my pocket 
and I know when I’m struggling I can text her. It’s alright because she makes me smile and think positively 
 
It sounds like you have come so far 
Yes. I don’t know what we’d do without Home-Start. I’ve come far quickly and I do put most of that down to Home-
Start because I had somebody who was independent. I didn’t have to pay to see them or have somebody make me see 
them. Somebody who was independent was helping me ‘look you’re not a bad person’ , ‘this is not your fault’, ‘this is 
normal, children do do this’ , ‘yeah you can do that these are the people you should speak to’ and it helps.   
 
If someone mentioned to you that they were considering approaching Home-Start what would you say? 
I've told four people that they should ring you but I don’t think they have yet. I think the worst thing about Home-Start is 
they don’t have enough money. The Newcastle Home-Start doesn’t have enough money. I know that other Home-Starts 
can go on more trips and it’s not that they don’t want to it’s that they don’t have enough money and isn’t fair. We have 
one trip. It’s not so bad for me I have a car and a husband but there are other families and for them the Home-Start day 
trip is the only day out they get with their kids. When we went to Rhyl last year it was the first time Ben had seen the 
sea; it was phenomenal. And because we didn’t have to pay for petrol we actually had money to spend on the kids, we 
could give them a pound for the arcades and they were over the moon because we don’t have spare cash, and we had 
fish and chips on the beach. It was amazing.  
 
Home-Start have never let me down. When Sarah has said she will do something she has done it. And likewise when it 
comes to Home-Start I will do whatever I can, even if it really frightens me, I will do it because I don’t want anyone to 
ever shut them down because it will be the worst thing in the world. Not just from my point of view I know so many 
other people who need Home-Start. They offer so much but they need support to be able to offer more. They need 
more funding and for people to turn around and say this is important. I know there are cuts but they can’t cut funds to 
Home-Start because if the mums and dads aren’t looked after then the kids aren’t looked after and there aren’t many 
things out there that focus on supporting the parents. 
 
I once said to Sarah that I’d love to be a Home-Start volunteer, she said to tell her when I felt ready and Home-Start 
would always have room for me. When I have qualified, if I’ve got enough time, I will do it. 



Warren and his daughter Rachel received home visiting support from Paula, the scheme’s Parent 
Support Worker. We were delighted when Warren agreed to share his experiences of Home-Start 
support with us. 
 

How did you first hear about Home-Start and how did you become involved with the scheme ? 
My Social Worker told me about Home-Start and said how they could help with things like organising tea-time, help with playtime with my 
daughter when she comes home from school, and generally help me with routines really. I thought I’d give it a go, ring you up and see what 
your organisation does.  

 

Did you have any expectations about the service ? 
I just wanted someone to help me when my daughter came home from school with routines. When Paula first came she said she would 
help with whatever I needed help with and she would try to sort things out for me. When she first came out to us she was very polite, I told 
her what the problems were with Rachel and since day one she has been fantastic and the scheme has been fantastic. Paula has been bril-
liant with Rachel and with me. We have a chat together and it’s just been fantastic what she has done for us over the last 12 months or so. 
Without Paula’s support I wouldn’t be here today, she has done brilliant.  
 

What was it like the first time Paula visited ?  
I just thought I’d see how it would go and what the organisation was about, what Paula’s role was with me and what her role was with Ra-
chel. I said that I basically wanted help for me with Rachel when she came home from school.  

 

What sort of role did Paula have in your home ? 
She played with Rachel, read her stories, played with her block toys so she could learn about shapes. There were loads of things she did. 
She would ask what Rachel did at school and would then help her with anything. It helped me out so while I cooked the tea Rachel would 
be occupied and then there were times when I could play with Rachel while Paula was here. It was such a nice experience for Rachel. She 
came for 2 hours a week for about 9 months I think. She came to the new house three or four times. She said that the support was to end 
and I didn’t want it to because she had been brilliant with me and brilliant with Rachel and she said she can’t do anything more because I 
was doing such a good job. 
 
Over the last 12 months what things have changed for you ? 
My confidence has gone up loads with Rachel and I’ve had a good relationship with Paula since she’s been here and I just thank her for 
everything she’s done for me. My confidence has improved with Rachel’s play-style, talking to her, understanding her and what she likes 
doing and sitting down and playing with her. At the moment she likes playing with a leap pad, she loves technology and learning her letters 
and numbers which she has to write on the screen. We talk about what she does at school and a maths game they have on the computer. 
I’ve had to download the app onto my iPhone because she’s learning that kind of stuff at school so she does that for about 20 minutes 
each night. 
As well as playing with Rachel I could talk to Paula about anything I needed to, she understood everything I was talking about, she’s a really, 
really nice person to speak to and get along with. Like I say if I didn’t have the support in the first place I don’t know where I would be now 
or in 12 months time you know I thank her very much.  Her support helped me 100% she has been absolutely brilliant.  
As I say my confidence is better, and I have support if I need it and I can get help with Rachel. I struggled before with speaking to new peo-
ple and going to new places, I didn’t have the confidence and I was shy basically but since Paula came I’ve gained confidence. Sometimes 
you don’t want to go out of the house but now I’m fine. We’ve been living here for about 3 months, moving was pretty tough for Rachel she 
wasn’t very well at all bless her. She got very stressed and very upset because it was a new environment for her and a new property for her 
you know and new routines but she’s fine now and I’m loads happier here too.  
 

How do you feel about the future ? 
Rachel still has not had a diagnosis. She’s got brain stem problems so she’s about 12 to 18 months behind with her speech, walking and 
her development. She is five and a half now so it’s like she is three and a half in her development. She was in hospital for six weeks when 
she was first born, they did loads of tests and sleep studies. I had to go to Birmingham hospital because at first they thought it was a hole in 
her heart but that came back clear. They have done every single test and said it’s just one of those things they just can’t put their finger on 
basically. I still haven’t got a diagnosis but I still have to go to the hospital every 4 to 5 months to see her doctor and see how she is doing. 
They are putting her condition down as general learning difficulties.  She is clever in a lot of ways but she also struggles in a lot of ways such 
as in her writing and in her speech. She is very, very, very chatty, she will talk forever to you but there are just a load of ways she struggles. 
She gets 30 hours support at school, if she didn’t have 30 hours support she wouldn’t cope, not at all without support. She just wouldn’t 
cope in the environment with like 30 kids and she has to work twice, three times as hard as other kids basically. At school she has to try to 
sit and concentrate, she has a very short concentration span so she flits from one thing to another and can’t stay focused on one activity for 
more than a few minutes because she gets very bored. But with the support, they try to help her sit down and help her to write and read. 
It’s a good opportunity for Rachel to go into a normal school where she can learn and get a chance in life like everybody should.  

A Home-Start Family  
 
When she comes home from school she is tired and she doesn’t want to do any work but I suppose all kids are like that. But it is 
difficult for her to actually sit down and do her work. It’s understandable when she has to work so hard but she is getting there. 
She does it at her own pace, I can’t force her. I help her in the way that she needs help and understand what she wants. Paula 
would help her to play and read, she absolutely loves Paula, she loved her. She knew when she was coming. I’d tell her ‘Paula is 
coming tonight make sure you are on your best behaviour’. Every time she came she would open the door and give her a hug and 
tell her ‘ I’ve missed you Paula’, she loved her. There was a nice bond there between them both. I also have a Social Worker if I 
need it and a Family Link which is respite for Rachel. She goes there once a month or twice a month. It’s a rest for Rachel mainly 
at the weekend. She loves it. The people are really nice, she was a bit wary at first and I was as well, I wondered if she would cope 
and if she would miss me too much, the bond wasn’t there but gradually the worker came and stayed here for a while and then 
we went there together and had tea and started to build a bond. It’s going well so far. 
 
If someone mentioned to you that they were considering having Home-Start support what would you say ? 

I would yeah, it’s a brilliant service, like I say Paula has done absolutely everything for me and you are people that you can rely on 

and trust. Its marvellous, brilliant support that she has given me. Very helpful if I needed anything. Paula would always listen and 

give me advice if I wanted it, and you’ve been at the end of the phone, it’s been very, very nice.  

A few statistics—we hope you don’t mind 
When we first meet our families we ask parents to highlight which areas in which they would like us 
to help and support them to give their children the best possible start in life. We review this through-
out our time with them and at the end of support we ask how effective our support has been in help-

ing them achieve in their areas of need. 
During 2013 and 2014, 14 families moved on and reported their progress in achieving their goals. 

 


