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First of all it is an open place and everybody is welcome. Secondly you get advice about 

iŵŵigratioŶ kiŶd of stuff ǁhereďy you doŶ’t haǀe to pay like goiŶg to soliĐitors outside 
where they will be demanding money. This is free.  Thirdly, they help in terms of vouchers 

and food – lunch – they make people welcome and you relax and interact and have some 

food packs as well which goes a long way as well as not everybody works, so even the 

food pack means you have something in the house for the kids and yourself 

 

 

WheŶ I Đoŵe aŶd ŵy iŵŵigratioŶ proďleŵ…they ǁere there for ŵe…ǁheŶ I Đoŵe ǁith 
financial problem they were there for me...when I feel stressed they were there for 

me...and still they are there for me 
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Introduction  

 

There is currently heightened awareness in public perception of Refugees in ways that are 

both positive and negative.   

This report should be considered within the context of an ever changing and often hostile 

asylum and immigration environment - and within the context of the holistic  work of SDCAS 

which seeks to promote equality rather than dehumanising,  stimatising  or  restricting  

asylum seekers and refugees from being part of society in a meaniful way and supporting 

people to build resilience throughout the asylum process.      

The introduction of another Immigration Bill is likely to be devastating for our clients and 

bring new challenges.  The situation for Refugees will be very difficult as the people we work 

with still have restricted access to vital services so that basic needs such as food, shelter, 

healthcare and social contact are not being addressed.    

As well as a warm welcome, SDCAS is able to act as a bridge between client and agencies 

which can best meet a range of needs which usually include language barriers, asylum and 

immigration problems, mental and physical health issues, isolation, poverty/destitution, no 

recourse to public funds, and other welfare issues all which impact on how well people are 

able to engage with society as a whole.  

Our work with this client group aims to  help  people to move beyond a sense of 

helplessness to control and at the same time increase mutual understanding and 

engagement between asylum seekers, refugees and their neighbours (those born in the UK) 

through activities e.g., volunteering, environmental work, training opportunities, wellbeing 

sessions, socialising,  and advice and advocacy services which formed the basis of this 

research project.  

 

Pauline Nandoo 

Coordinator 
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Executive Summary  

 

1. The idea foƌ the ƌeseaƌĐh Đaŵe fƌoŵ ŵeetiŶgs ǁith the Đo-oƌdiŶatoƌ ǁheƌe she 

disĐussed the Ŷeed foƌ the ĐeŶtƌe to pƌoǀide eǀideŶĐe of the iŵpaĐt of the seƌǀiĐes 

offeƌed oŶ the ĐlieŶts. IŶ paƌtiĐulaƌ, she ǁas keeŶ to kŶoǁ the iŵpaĐt of the adǀoĐaĐǇ 

aŶd adǀisoƌǇ seƌǀiĐe oŶ the ĐlieŶts. The ƌeseaƌĐh ƌaŶ iŶ paƌallel ǁith aŶotheƌ pieĐe of 

ǁoƌk led ďǇ aŶ eǆteƌŶal ĐoŶsultaŶt iŶǀolǀiŶg pƌofessioŶal tƌaiŶiŶg sessioŶs ǁith 

ĐeŶtƌe staff ǁheƌe agƌeed aiŵs, oďjeĐtiǀes aŶd outĐoŵes foƌ the ǀaƌious aspeĐts of 

ǁoƌk of the ĐeŶtƌe ǁeƌe agƌeed ďǇ staff 

2. We adopted a Ƌualitatiǀe ŵethodologǇ ďeĐause ǁe ǁeƌe ǁaŶtiŶg to aĐĐess the 

ŵultiple ŵeaŶiŶg stƌuĐtuƌes iŶǀolǀed iŶ the eǆpeƌieŶĐes aŶd peƌĐeptioŶs of 

paƌtiĐipaŶts ǁhiĐh ǁe ďelieǀed ǁas ďest aĐhieǀed thƌough a Ƌualitatiǀe appƌoaĐh. 

We ĐoŶduĐted ϭϬ oŶe to oŶe oƌ sŵall gƌoup seŵi stƌuĐtuƌed iŶteƌǀieǁs ǁith ĐlieŶts; 

ǀisualisatioŶ eǆeƌĐises; ϯ loŶgeƌ oŶe to oŶe iŶteƌǀieǁs ǁith ĐlieŶts ǁho aƌe also 

ǀoluŶteeƌs to pƌoǀide Đase studies aŶd staff iŶteƌǀieǁs.  The iŶteƌǀieǁ ƋuestioŶs 

ǁeƌe ďased oŶ ďased oŶ the outĐoŵes deteƌŵiŶed ďǇ staff iŶ the theoƌǇ of ĐhaŶge 

pƌojeĐt sessioŶs. 

3.  We iŶǀolǀed soŵe of the ŵoƌe estaďlished ĐlieŶts ǁho ǁeƌe also ǀoluŶteeƌs as Đo-

ƌeseaƌĐheƌs iŶ the ƌeseaƌĐh pƌojeĐt. The ƌeasoŶs foƌ this ǁeƌe thƌee- fold. FiƌstlǇ, suĐh 

ĐlieŶts ǁould ďe aďle to ƌelate to otheƌ ĐlieŶts iŶ a ǁaǇ that ŵight opeŶ up theiƌ 

eǆpeƌieŶĐes aŶd feeliŶgs that ŵight ďe ŵoƌe diffiĐult foƌ us to aĐhieǀe as ƌelatiǀe 

stƌaŶgeƌs. SeĐoŶdlǇ, ǁe felt that a paƌallel gaiŶ of the ƌeseaƌĐh Đould ďe to pƌoǀide 

ƌeseaƌĐh tƌaiŶiŶg to soŵe ĐlieŶts ǁho ǁould theŶ gaiŶ Ŷeǁ skills that theǇ Đould use 

iŶ otheƌ situatioŶs. ThiƌdlǇ, if ǁe ǁeƌe aďle to tƌaiŶ ĐlieŶts/ ǀoluŶteeƌs theŶ the 

pƌojeĐt ǁould ďe ŵoƌe sustaiŶaďle iŶ that it ǁould Ŷot totallǇ ƌelǇ oŶ us as 

ƌeseaƌĐheƌs aŶd Đould ĐoŶtiŶue to deǀelop ǁithout us. We pƌoǀided ƌeseaƌĐh tƌaiŶiŶg 

aŶd ŵeŶtoƌiŶg foƌ the Đo- ƌeseaƌĐheƌs.  

4. FiŶdiŶgs 

ϰ.ϭ KŶoǁiŶg aďout the ĐeŶtƌe 

IŶteƌǀieǁees stated that theǇ had fouŶd out aďout the ĐeŶtƌe thƌough a ƌaŶge of 

ŵeaŶs. The ŵost ĐoŵŵoŶ ǁaǇs of fiŶdiŶg out ǁeƌe thƌough a ĐhuƌĐh, fƌieŶds, 
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thƌough keǇ ǁoƌkeƌs, GPs aŶd health ǁoƌkeƌs. Whilst theƌe ǁeƌe ĐoŶsisteŶt ƌoutes to 

the ĐeŶtƌe ĐlieŶts͛ Ŷeeds aŶd ǁaǇs thƌough these ƌoutes ǁeƌe ǀeƌǇ diffeƌeŶt.   

ϰ.Ϯ PƌoǀisioŶ of EŶglish  

IŶteƌǀieǁees ǁeƌe aǁaƌe of the EŶglish Đlasses aǀailaďle at the ĐeŶtƌe aŶd ǁeƌe 

positiǀe aďout the pƌoǀisioŶ. Hoǁeǀeƌ, ŵost of those ǁe iŶteƌǀieǁed spoke 

ƌeasoŶaďlǇ flueŶt EŶglish. 

ϰ.ϯ IŵŵigƌatioŶ issues 

All those iŶteƌǀieǁed eitheƌ had oƌ still ǁeƌe faĐiŶg iŵŵigƌatioŶ issues of soŵe kiŶd. 

The ĐeŶtƌe ǁas ĐleaƌlǇ hugelǇ iŵpoƌtaŶt iŶ ƌelatioŶ to helpiŶg ĐlieŶts to tƌǇ to ƌesolǀe 

theiƌ iŵŵigƌatioŶ pƌoďleŵs. All those iŶteƌǀieǁed had ŵade use of soliĐitoƌs ǁoƌkiŶg 

at the ĐeŶtƌe, the adǀiĐe aŶd suppoƌt giǀeŶ ďǇ ĐeŶtƌe ǁoƌkeƌs aŶd the ƌefeƌƌals aŶd 

ĐoŵŵuŶiĐatioŶ ǁith the hoŵe offiĐe ŵade oŶ theiƌ ďehalf ďǇ ĐeŶtƌe staff. 

ϰ.ϰ HousiŶg aŶd fiŶaŶĐe  

All clients said that the centre provided good advice, made appropriate referrals and 

worked closely with housing agencies on behalf of clients. However. All those 

interviewed had differeŶt Ŷeeds aŶd ǁeƌe at ǀaƌious stages of theiƌ ͚jouƌŶeǇ͛ aŶd 

thus used the centre in a range of ways.  

  4.5 Therapeutic services  

ClieŶts ǁeƌe aǁaƌe of the ƌaŶge of eǆpeƌtise aǀailaďle iŶ the ĐeŶtƌe iŶĐludiŶg doĐtoƌs, 

theƌapists, ĐouŶselloƌs aŶd a ƌaŶge of theƌapeutiĐ aĐtiǀities iŶĐludiŶg ŵassage , 

gaƌdeŶiŶg aŶd ŵusiĐ theƌapǇ though soŵe of these seƌǀiĐes haǀe Ŷoǁ ďeeŶ 

ǁithdƌaǁŶ due to Đuts iŶ fuŶdiŶg. All ĐlieŶts iŶteƌǀieǁed ǁeƌe eǆtƌeŵelǇ positiǀe 

aďout the ǁoƌk that the ĐeŶtƌe does iŶ this aƌea.  

  4.6 Local Authorities 

Clients were appreciative of the support given by the centre particularly the liaison 

role played by the centre. Clients were aware that the interventions provided by 

centre staff often  

4.7 The ethos and culture of the centre 
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Throughout the interviews the ethos and culture of the centre emerged as the most 

dominant theme. Interviewees repeatedly talked about the centrality and importance of 

aspects of culture and ethos as experienced by clients. These aspects included a welcoming 

atmosphere; eŵpathǇ aŶd seŶsitiǀitǇ; oppoƌtuŶities foƌ ĐlieŶts to gaiŶ ĐoŶfideŶĐe aŶd self-

esteeŵ; pƌoǀisioŶ of a plaĐe of safetǇ aŶd fƌieŶdship; a liǀed ĐoŵŵitŵeŶt to eƋualitǇ aŶd 

iŶĐlusioŶ; Đaƌe aŶd ƌespoŶsiǀeŶess; eŶaďliŶg eŶgageŵeŶt aŶd oǁŶeƌship; aŶd a seŶse of 

puƌpose. 

 

5. Reflections of co researchers  

 

The co-researchers were asked to reflect on what they had learned from doing the research.  

They identified the following : 

 Developing research skills  

 Developing confidence and transforming self-esteem, validation of own skills and 

strengths and expressing who they are 

 Developing what we call a charitable heart , a feeling for others  

 Developing team work   

 Appreciation of diversity and the different strengths of clients  

 Realisation that the particular position of being both a client and a researcher 

enabled a unique perspective on the position of refugees and asylum seekers 

 

6. Conclusions 

 

i. The fiŶdiŶgs deŵoŶstƌate that the ĐeŶtƌe͛s pƌoǀisioŶ iŶ ƌelatioŶ to adǀiĐe aŶd 

advocacy is much valued by ĐlieŶts ǁho eǆpeƌieŶĐe the ĐeŶtƌe as theiƌ fiƌst ͚poƌt of 

Đall͛ ǁheŶ theǇ eǆpeƌieŶĐe issues iŶ ƌelatioŶ to e.g. iŵŵigƌatioŶ, housiŶg, fiŶaŶĐe 

and health issues. All the clients we interviewed were very positive about the 

support and advice they had been given, sometimes over a number of years.  

ii. The quality of the provision is evidenced by the fact that clients direct others in 

difficulties or isolated to the centre even though some of them live some distance 

away. 
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iii. Interviewees consistently praised the care and persistence of those who work at the 

centre. All the clients we spoke to felt welcomed and valued by staff and expressed 

confidence in how their concerns and problems were being addressed.  

iv. The co-researchers proved to be invaluable, building trust and confidence in clients 

and mediating the interview situation. They also developed a range of skills during 

the training and the research process. These included transferable skills that can 

and are impacting on other aspects of their lives. These include self-confidence and 

self-esteem, empathy, respect for and appreciation for diversity, teamwork as well 

as more clearly defined research skills. Their development demonstrates the 

possibilities of using projects such as this to build knowledge and skills.  

v. Perhaps the most important finding of the research is the overriding importance of 

the manner in which the centre operates in providing advice and advocacy. The 

holistic approach to support derives from a strong culture and ethos which involves 

a welcoming atmosphere; eŵpathǇ aŶd seŶsitiǀitǇ; oppoƌtuŶities foƌ ĐlieŶts to gaiŶ 

ĐoŶfideŶĐe aŶd self-esteeŵ; pƌoǀisioŶ of a plaĐe of safetǇ aŶd fƌieŶdship; a liǀed 

ĐoŵŵitŵeŶt to eƋualitǇ aŶd iŶĐlusioŶ; Đaƌe aŶd ƌespoŶsiǀeŶess; eŶaďliŶg 

eŶgageŵeŶt aŶd oǁŶeƌship; aŶd a seŶse of puƌpose. It is these thiŶgs ǁhiĐh 

togetheƌ giǀe the ĐeŶtƌe a uŶiƋue ideŶtitǇ foƌ ĐlieŶts aŶd ŵaǇďe distiŶguishes it fƌoŵ 

ǁhat ŵight appeaƌ to ďe siŵilaƌ pƌoǀisioŶ elseǁheƌe.    

vi. In common with many similar organisations the centre runs on small amounts of 

fuŶdiŶg ǁhiĐh ŵeaŶs that staff ǁoƌk loŶg houƌs to tƌǇ to ŵeet ĐlieŶts ͚Ŷeeds. Theƌe 

is increasing concern about future funding which the clients as well as staff are 

concerned about. This research has demonstrated the high quality of advice and 

advocacy work provided by the centre. Some of this is provided by professionals on 

a voluntary basis. If this work were to be lost through lack of funding then the 

implications for refugees and asylum seekers are massive and would indicate a 

bleak future for many people in this position.  
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Main Report  

 

Origins and aims of the research  

 

The idea foƌ the ƌeseaƌĐh Đaŵe fƌoŵ ŵeetiŶgs ǁith the Đo-oƌdiŶatoƌ ǁheƌe she disĐussed 

the Ŷeed foƌ the ĐeŶtƌe to pƌoǀide eǀideŶĐe of the iŵpaĐt of the seƌǀiĐes offeƌed oŶ the 

ĐlieŶts. IŶ paƌtiĐulaƌ, she ǁas keeŶ to kŶoǁ the iŵpaĐt of the adǀoĐaĐǇ aŶd adǀisoƌǇ seƌǀiĐe 

oŶ the ĐlieŶts. The foĐus oŶ iŵpaĐt ǁas stƌeŶgtheŶed ďǇ the paƌallel ǁoƌk ǁith the ĐeŶtƌe, 

ǁhiĐh ǁas ďeiŶg uŶdeƌtakeŶ ďǇ a ĐoŶsultaŶt, ďased oŶ a theoƌǇ of ĐhaŶge ŵodel ;Ellis, 

PaƌkiŶsoŶ, Wadia ϮϬϭϭͿ. This pƌojeĐt iŶǀolǀed pƌofessioŶal tƌaiŶiŶg sessioŶs ǁith ĐeŶtƌe staff 

ǁheƌe agƌeed aiŵs, oďjeĐtiǀes aŶd outĐoŵes foƌ the ǀaƌious aspeĐts of ǁoƌk of the ĐeŶtƌe 

ǁeƌe agƌeed ďǇ staff. IŶ ŵeetiŶgs ǁith the Đo-ĐooƌdiŶatoƌ aŶd the ĐoŶsultaŶt it ǁas agƌeed 

that the ƌeseaƌĐh ǁould use the agƌeed aiŵs aŶd outĐoŵes foƌ the adǀisoƌǇ aŶd adǀoĐaĐǇ 

seƌǀiĐe as a ďasis foƌ the ƌeseaƌĐh ǁith ĐlieŶts. We Đaŵe up ǁith the folloǁiŶg aiŵ 

To eǆploƌe the ĐlieŶts ǀieǁs aŶd uŶdeƌstaŶdiŶgs of the effeĐtiǀeŶess of AdǀoĐaĐǇ aŶd 

AdǀiĐe “eƌǀiĐe 

IŶteƌǀieǁiŶg staƌted iŶ MaƌĐh ϮϬϭϱ aŶd ǁas Đoŵpleted iŶ JulǇ ϮϬϭϱ. 

Methodology 

Fƌoŵ the outset ǁe had pƌoposed that ǁe adopt a Ƌualitatiǀe ŵethodologǇ ďeĐause ǁe 

ǁaŶted to aĐĐess the ŵultiple ŵeaŶiŶg stƌuĐtuƌes iŶǀolǀed iŶ the eǆpeƌieŶĐes aŶd 

peƌĐeptioŶs of paƌtiĐipaŶts, ǁhiĐh ǁe ďelieǀed ǁas ďest, aĐhieǀed thƌough a Ƌualitatiǀe 

appƌoaĐh. We ǁeƌe also aǁaƌe that the ĐeŶtƌe had alƌeadǇ seĐuƌed soŵe useful ƋuaŶtitatiǀe 

data oŶ ĐlieŶts, iŶĐludiŶg soŵe data oŶ iŵpaĐt, fƌoŵ a suƌǀeǇ ƌeĐeŶtlǇ uŶdeƌtakeŶ ;ƌef?Ϳ so 

ǁe Đould use this data ǁheƌe appƌopƌiate.  We Đhose to use  

 ϭϬ oŶe to oŶe oƌ sŵall gƌoup seŵi stƌuĐtuƌed iŶteƌǀieǁs ǁith ĐlieŶts  

 VisualisatioŶ eǆeƌĐises  

 ϯ loŶgeƌ oŶe to oŶe  iŶteƌǀieǁs ǁith ĐlieŶts ǁho aƌe also ǀoluŶteeƌs to pƌoǀide Đase 

studies 

 Staff iŶteƌǀieǁs 

The iŶteƌǀieǁ ƋuestioŶs ǁeƌe ďased oŶ ďased oŶ the outĐoŵes deteƌŵiŶed ďǇ staff iŶ the 

theoƌǇ of ĐhaŶge pƌojeĐt sessioŶs. The ĐlieŶts iŶteƌǀieǁed should Ŷot ďe seeŶ as ŶeĐessaƌilǇ 
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a ƌepƌeseŶtatiǀe saŵple of the ǁhole ĐlieŶt gƌoup. CeŶtƌe staff appƌoaĐhed ĐlieŶts iŶitiallǇ 

aŶd/oƌ ǀoluŶteeƌs aŶd those that agƌeed to ďe iŶteƌǀieǁed ǁeƌe laƌgelǇ self-seleĐtiŶg.    

The ǀisualisatioŶ ǁas aŶ atteŵpt to eŶaďle ĐlieŶts to thiŶk ŵoƌe fƌeelǇ aďout theiƌ 

eǆpeƌieŶĐes aŶd ǁas a ŵethod ǁe had used iŶ pƌeǀious ƌeseaƌĐh pƌojeĐts ǁheƌe it had 

pƌoǀided soŵe ƌiĐh data.  The ǀisualisatioŶ eǆeƌĐise is ďeloǁ. 

 

VisualisatioŶ 

Close Ǉouƌ eǇes. ThiŶk ďaĐk to ǁheŶ Ǉou fiƌst Đaŵe to the ĐeŶtƌe- ǁhiĐh ǁoƌds ǁould 

Ǉou use to desĐƌiďe Ǉouƌ feeliŶgs, thoughts, feaƌs aŶd hopes ;Đould ďe ƌeĐoƌded 

thƌough dƌaǁiŶgs oƌ ĐolouƌsͿ   

Close Ǉouƌ eǇes agaiŶ. Hoǁ do Ǉou feel Ŷoǁ- ǁhat ǁoƌds ǁould Ǉou use to desĐƌiďe 

hoǁ Ǉou feel? What thiŶgs haǀe ŵade the diffeƌeŶĐe? ;Đould ďe ƌeĐoƌded thƌough 

dƌaǁiŶgs oƌ ĐolouƌsͿ  

Co- researĐhers  

 IŶ ouƌ iŶitial disĐussioŶs aďout the ƌeseaƌĐh ǁe had pƌoposed that ǁe ŵight iŶǀolǀe soŵe of 

the ŵoƌe estaďlished ĐlieŶts ǁho ǁeƌe also ǀoluŶteeƌs iŶ the ƌeseaƌĐh pƌojeĐt. The ƌeasoŶs 

foƌ this ǁeƌe thƌee- fold. FiƌstlǇ, suĐh ĐlieŶts ǁould ďe aďle to ƌelate to otheƌ ĐlieŶts iŶ a ǁaǇ 

that ŵight opeŶ up theiƌ eǆpeƌieŶĐes aŶd feeliŶgs that ŵight ďe ŵoƌe diffiĐult foƌ us to 

aĐhieǀe as ƌelatiǀe stƌaŶgeƌs. SeĐoŶdlǇ, ǁe felt that a paƌallel gaiŶ of the ƌeseaƌĐh Đould ďe to 

pƌoǀide ƌeseaƌĐh tƌaiŶiŶg to soŵe ĐlieŶts ǁho ǁould theŶ gaiŶ Ŷeǁ skills that theǇ Đould use 

iŶ otheƌ situatioŶs. ThiƌdlǇ, if ǁe ǁeƌe aďle to tƌaiŶ ĐlieŶts/ ǀoluŶteeƌs theŶ the pƌojeĐt 

ǁould ďe ŵoƌe sustaiŶaďle iŶ that it ǁould Ŷot totallǇ ƌelǇ oŶ us as ƌeseaƌĐheƌs aŶd Đould 

ĐoŶtiŶue to deǀelop ǁithout us. The Đo-oƌdiŶatoƌ adǀeƌtised foƌ ǀoluŶteeƌs to ǁoƌk ǁith us 

aŶd ǁe iŶitiallǇ pƌoǀided ƌeseaƌĐh tƌaiŶiŶg foƌ ϰ ĐlieŶts/ ǀoluŶteeƌs. The tƌaiŶiŶg sessioŶ ǁas 

oǀeƌ Ϯ daǇs aŶd iŶĐluded iŶput fƌoŵ us oŶ ǁhat is ŵeaŶt ďǇ ƌeseaƌĐh aŶd ǁhat Ƌualitatiǀe 

ƌeseaƌĐh eŶtails; aŶalǇsis of filŵ ŵateƌial to ideŶtifǇ oďseƌǀatioŶ teĐhŶiƋues; desigŶiŶg 

iŶteƌǀieǁ sĐhedules; ƌole plaǇs of oŶe to oŶe aŶd gƌoup iŶteƌǀieǁs aŶd data aŶalǇsis ;see 

appeŶdiǆ ϭͿ 

 

OŶe of the ĐlieŶts/ ǀoluŶteeƌs dƌopped out afteƌ the tƌaiŶiŶg aŶd ǁe ǁoƌked ǁith ϯ duƌiŶg 

the ƌeseaƌĐh though oŶe plaǇed a ŵoƌe ŵiŶoƌ ƌole due to otheƌ ĐoŵŵitŵeŶts at the ĐeŶtƌe. 
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The Đo-ƌeseaƌĐheƌs ĐoŶduĐted all the iŶteƌǀieǁs ǁith us aŶd as tiŵe ǁeŶt oŶ took the 

leadiŶg ƌole iŶ the iŶteƌǀieǁs ǁith us pƌoǀidiŶg a ďaĐkup ƌole aŶd pƌoďiŶg aŶsǁeƌs ǁheƌe 

ŶeĐessaƌǇ. TheǇ also ǁoƌked ǁith us oŶ the data aŶalǇsis aŶd ǁe speŶt ŵaŶǇ houƌs togetheƌ 

disĐussiŶg the iŶteƌǀieǁ data aŶd gƌoupiŶg it iŶto theŵes. We also iŶteƌǀieǁed the Đo- 

ƌeseaƌĐheƌs to get at the eǆpeƌieŶĐe of ǁoƌkiŶg iŶ this ǁaǇ.   

 

Findings  
 

 The fiŶdiŶgs aƌe laƌgelǇ diƌeĐtlǇ ďased oŶ the seŵi-stƌuĐtuƌed iŶteƌǀieǁs aŶd ƌelate to the 

outĐoŵes. So ǁe haǀe gƌouped the fiŶdiŶgs uŶdeƌ the Đategoƌies used iŶ the iŶteƌǀieǁ 

sĐhedule ;see appeŶdiǆ ϮͿ 

 

Knowing about the centre 

 

IŶteƌǀieǁees stated that theǇ had fouŶd out aďout the ĐeŶtƌe thƌough a ƌaŶge of ŵeaŶs. The 

ŵost ĐoŵŵoŶ ǁaǇs of fiŶdiŶg out ǁeƌe thƌough a ĐhuƌĐh, fƌieŶds, thƌough keǇ ǁoƌkeƌs, GPs 

aŶd health ǁoƌkeƌs. Whilst theƌe ǁeƌe ĐoŶsisteŶt ƌoutes to the ĐeŶtƌe ĐlieŶts͛ Ŷeeds aŶd 

ǁaǇs thƌough these ƌoutes ǁeƌe ǀeƌǇ diffeƌeŶt.  This ǁas a ǀeƌǇ stƌaightfoƌǁaƌd ƋuestioŶ 

seeŵiŶglǇ askiŶg foƌ a faĐtual ƌespoŶse ďut iŶ ƌealitǇ the ƋuestioŶ opeŶed up iŶsights iŶto 

the depth of the diffiĐulties faĐed ďǇ these ĐlieŶts. This ƋuestioŶ ǁas folloǁed ďǇ the 

ǀisualisatioŶ, ǁhiĐh ofteŶ added depth to theiƌ aŶsǁeƌs oŶ hoǁ theǇ Đaŵe to the ĐeŶtƌe.  

 

A friend told me about it.  We live in the same house and my friend was coming to 

the centre and he invited me to come with him. 

 
 I had soŵe diffiĐulties soŵe Ǉeaƌs ago as aŶ asǇluŵ seekeƌ…ŵǇ papeƌs ǁeƌe Ŷot 
ǀeƌǇ good…aŶd I ǁas a little ďit ĐoŶfused so I deĐided to look foƌ help.  “o I ǁeŶt to “t 
Giles…it is a ĐhuƌĐh ďut theǇ do haǀe otheƌ seƌǀiĐes that theǇ offeƌ…like foƌ hoŵeless 
people…and I was sort of homeless at that time so I tried to go and see them.  So 

when I went there I gave them my problems and they told me we cannot help you in 

that way because you are not legal here yet so they just told me the places they had 

at that tiŵe ǁeƌe foƌ people ǁith dƌiŶk pƌoďleŵs.  I said I doŶ’t ƌeallǇ Ŷeed that 
ďeĐause I didŶ’t haǀe a dƌiŶkiŶg pƌoďleŵ…they gave me the address to the Copleston. 
I was in the Church in Toǁeƌ Bƌidge…no in Caledonian market and I told them about 

my situation and they gave me advice to come here  
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First time it was through my key worker as I was in a refuge for women. 

 

Yeah…wheŶ I fiƌst Đaŵe I ǁas pƌegŶaŶt…that ǁas ďaĐk iŶ ϮϬϬϰ…my midwife brought 

me here to Southwark Day Centre. 

 

 

Provision of English  

 

Fortunately I am in London and there is the mix of people and a mix of religions 

and languages and people here understand each other.   

 

We asked ĐlieŶts a ƌaŶge of ƋuestioŶs aďout theiƌ flueŶĐǇ iŶ EŶglish. We asked theŵ to ƌate 

theiƌ spokeŶ EŶglish ǁheŶ theǇ fiƌst aƌƌiǀed iŶ the UK aŶd Ŷoǁ aŶd ǁhat use theǇ had ŵade 

of the EŶglish pƌoǀisioŶ ǁithiŶ the ĐeŶtƌe. IŶteƌǀieǁees ǁeƌe aǁaƌe of the EŶglish Đlasses 

aǀailaďle at the ĐeŶtƌe aŶd ǁeƌe positiǀe aďout the pƌoǀisioŶ. Hoǁeǀeƌ, ŵost of those ǁe 

iŶteƌǀieǁed spoke ƌeasoŶaďlǇ flueŶt EŶglish. A feǁ Ŷeeded soŵe tƌaŶslatioŶ at tiŵes. Soŵe 

ǁeƌe gƌaduates ǁith eǆĐelleŶt spokeŶ EŶglish. We aƌe ĐoŶsĐious that this ŵaǇ Ŷot ďe totallǇ 

ƌepƌeseŶtatiǀe of the ǁhole ĐlieŶt gƌoup as theǇ ǁeƌe self-ĐhoseŶ oƌ ƌeĐoŵŵeŶded ďǇ ouƌ 

Đo ƌeseaƌĐheƌs aŶd it ŵaǇ ďe that the leǀel of spokeŶ EŶglish ǁas aŶ iŵpliĐit paƌt of the 

seleĐtioŶ.  

 

It ǁasŶ’t too ďad ďeĐause I studied ďefoƌe as ǁell at sĐhool. It has iŵpƌoǀed ĐoŵiŶg heƌe aŶd 
talking, especially as there are not many people from my country so I always have to speak 

English. 

 

At first I needed help to interpret and somebody was here to help me … He knew Arabic and 

Persian language and so helped me so much in the beginning.  After that there were the 

English classes and day after day my English has improved 

 

 

Fortunately I am in London and there is the mix of people and a mix of religions and 

languages and people here understand each other.  Maybe in another city I would have 

many problems because the accent and language is different.  Here fortunately everybody 

understands and are considerate to each other.  It is a big chance for me. 
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We asked clients to rate their spoken English. Even those ǁho͛s English was very fluent said 

that they still wished to go on improving their English.  

1 to 10 – I’ŵ a gƌaduate aŶd I aŵ Ŷot ϭϬ ďut I aŵ still leaƌŶiŶg.  I ǁould giǀe ŵǇself ϴ. 
 

I thiŶk ŵǇ EŶglish, as faƌ as I kŶoǁ…I thiŶk I’ŵ ok…although I haǀeŶ’t got the aĐĐeŶt as I 
ǁasŶ’t ďoƌŶ heƌe….ďeĐause I’ŵ a gƌaduate iŶ ŵǇ oǁŶ ĐouŶtƌǇ…so as faƌ as I aŵ concerned 

I’ŵ ok. BetǁeeŶ ϭ aŶd ϭϬ, I ǁould saǇ ϴ. 
 

 

I should say I became better and better as time went on because when I came here I was not 

speakiŶg that flueŶt EŶglish as suĐh….ďut I Đoŵe fƌoŵ aŶ EŶglish speakiŶg ĐouŶtƌǇ so 
everything was done in English…Ǉou ǁouldŶ’t speak aŶǇ otheƌ laŶguage iŶ sĐhool eǆĐept 
EŶglish oƌ ouƌ ŶatioŶal laŶguage ǁhiĐh is “ǁahili…ďut it ǁas Ŷot ƌeallǇ still alloǁed foƌ the 
national language.   

 

AĐtuallǇ I’ǀe studied EŶglish ďaĐk hoŵe ďefoƌe I Đaŵe heƌe so I didŶ’t haǀe pƌoďlems with the 

English.  But still it can improve. 

 

 

Immigration issues 

 

I doŶ’t kŶoǁ hoǁ to eǆplaiŶ iŶ EŶglish…ďut I thiŶk heƌe I’ǀe leaƌŶt aďout ŵǇ 
ƌights… 

 

All those iŶteƌǀieǁed eitheƌ had oƌ still ǁeƌe faĐiŶg iŵŵigƌatioŶ issues of soŵe kiŶd. The 

ĐeŶtƌe ǁas ĐleaƌlǇ hugelǇ iŵpoƌtaŶt iŶ ƌelatioŶ to helpiŶg ĐlieŶts to tƌǇ to ƌesolǀe theiƌ 

iŵŵigƌatioŶ pƌoďleŵs. All those iŶteƌǀieǁed had ŵade use of soliĐitoƌs ǁoƌkiŶg at the 

ĐeŶtƌe, the adǀiĐe aŶd suppoƌt giǀeŶ ďǇ ĐeŶtƌe ǁoƌkeƌs aŶd the ƌefeƌƌals aŶd ĐoŵŵuŶiĐatioŶ 

ǁith the hoŵe offiĐe ŵade oŶ theiƌ ďehalf ďǇ ĐeŶtƌe staff. 

 

We asked ĐlieŶts aďout the situatioŶ theǇ faĐed iŶ teƌŵs of iŵŵigƌatioŶ issues, hoǁ ǁell 

theǇ uŶdeƌstood theiƌ ƌights aŶd ǁhat theǇ Ŷeeded to do, the help theǇ Ŷeeded to tƌǇ to 

ƌesolǀe the issues aŶd ǁhetheƌ theǇ kŶeǁ ǁheƌe to get help fƌoŵ. We also asked theŵ hoǁ 

effeĐtiǀe the adǀiĐe aŶd suppoƌt fƌoŵ the ĐeŶtƌe had ďeeŶ.  

 

This centre has sent me to the Law Centre in Peckham. XXX  is doing everything for me now. 

She calls the Home Office and they will let me know if I have any appointments. 
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The ĐeŶtƌe helped ŵe iŶ the ďegiŶŶiŶg as I didŶ’t kŶoǁ hoǁ to ĐoŶtaĐt the Hoŵe OffiĐe. 
They advised me in the beginning and helped me with more than my refugee status.  

 

I’ǀe seeŶ the soliĐitoƌ…so he eǆplaiŶed the ǁaǇ thiŶgs ǁoƌk out…he adǀised ŵe ďut it is Ŷot 
foƌ ŵe to deĐide if I ǁaŶt to pƌoĐeed oƌ Ŷot ǁith ŵǇ issue…the adǀiĐe he gaǀe ŵe theŶ ǁas 
to give more time and then start with the case. 

 

(interviewer) was that arranged through the Centre? 

Yes  

 

I doŶ’t kŶoǁ hoǁ to eǆplaiŶ iŶ EŶglish…ďut I thiŶk heƌe I’ǀe leaƌŶt aďout ŵǇ ƌights…ďeĐause 
ďefoƌe I didŶ’t kŶoǁ aŶǇthiŶg…ďecause I feel ďefoƌe iŶ ŵǇ ĐouŶtƌǇ I doŶ’t haǀe aŶǇ ƌights…I 
feel ďad…aŶd I feel theƌe is Ŷo plaĐe to go ďut heƌe I leaƌŶ I haǀe ƌights, I have value, I have 

many things, I have a place to go and they supply my needs. 

 

Yeah the iŵŵigƌatioŶ…foƌ eǆaŵple it’s…Ǉou doŶ’t kŶoǁ ŶothiŶg ǁheŶ Ǉou Đoŵe to the Đase 
aŶd Ǉou doŶ’t kŶoǁ ǁheƌe to go…the laǁǇeƌ…fƌee laǁǇeƌs…Ǉou doŶ’t haǀe ŵoŶeǇ…as soon 

as I came they found for ŵe the laǁǇeƌs…theǇ got adǀiĐe…they choose which one is 

good…ǁhiĐh oŶe is Ŷeaƌest foƌ ŵe ďeĐause of the tƌaŶspoƌt…those thiŶgs theǇ help a lot. 
 

 

Housing and finance   

 

 

I kŶoǁ that the CeŶtƌe ĐaŶŶot ŵeet eǀeƌǇ Ŷeed…ďut at least help is there. 

 

 

 

We asked clients what financial support and housing they are entitled to and who they go 

for help and advice. All clients said that the centre provided good advice, made appropriate 

referrals and worked closely with housing agencies on behalf of clients. However. All those 

iŶteƌǀieǁed had diffeƌeŶt Ŷeeds aŶd ǁeƌe at ǀaƌious stages of theiƌ ͚jouƌŶeǇ͛ aŶd thus used 

the centre in a range of ways.  

 

At the ŵoŵeŶt I’ŵ iŶ the ǁoods aďout that to ďe hoŶest…aŶd that’s aŶ aƌea that I’ǀe ďeeŶ 
sufferiŶg a lot…ďeĐause I paǇ foƌ ŵǇ oǁŶ aĐĐoŵŵodatioŶ…I doŶ’t get aŶǇ ďeŶefits fƌoŵ the 
state aŶd it’s tough….ǀeƌǇ ǀeƌǇ tough…aŶd I haǀe to tƌǇ aŶd get a joď fƌoŵ soŵeǁheƌe iŶ 
order for me to pay my rent and sometimes it proves very very hard because if I go for a 

ǁeek oƌ tǁo ǁithout a joď oƌ soŵethiŶg I eŶd up haǀiŶg diffiĐultǇ ǁith ŵǇ ƌeŶt….aŶd that 
ƌesults iŶ ŵe ŵoǀiŶg fƌoŵ plaĐe to plaĐe…Đos I ǁaŶt to staǇ iŶ oŶe plaĐe…like the plaĐe I aŵ 
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staǇiŶg Ŷoǁ is too eǆpeŶsiǀe…ǁheŶ I haǀe ŵǇ paǇ I’ŵ left ǁith ŶothiŶg alŵost….so that’s 
how tough it is. 

 

(about the centre) Well...eǆĐelleŶt ǁoƌk…eǆĐelleŶt ǁoƌk.  I’ǀe seeŶ so ŵaŶǇ people Đoŵe iŶ 
ĐƌǇiŶg…I haǀe seeŶ so ŵaŶǇ people.  Theƌe ǁas a ǁoŵaŶ, I ƌeŵeŵďeƌ, ĐaŶ’t foƌget that 
oŶe… it ǁas late iŶ the afteƌŶooŶ aŶd theƌe ǁas this ǁoŵaŶ…aŶd she had a ǀeƌǇ seƌious 
pƌoďleŵ ďeĐause she…ǁheƌe she ǁas liǀiŶg she ǁas ďeiŶg eǀiĐted that Ŷight…that very very 

Ŷight…aŶd she had ϯ ĐhildƌeŶ…so she Đaŵe to the CeŶtƌe ǁith the ĐhildƌeŶ still iŶ theiƌ 
school uniforms.  I said no this is not good…the ǁoŵaŶ is ĐƌǇiŶg aŶd ĐƌǇiŶg aŶd she doesŶ’t 
haǀe Ŷoǁheƌe to go…ďut ďǇ the tiŵe ǁe left…ďeĐause it ǁas…ǁe alǁaǇs left that plaĐe 
aƌouŶd aďout siǆ o’ĐloĐk…the CeŶtƌe has ǁoƌked aŶd haƌd eŶough to seĐuƌe heƌ a plaĐe foƌ 
her and her children to sleep that night.  I haǀe seeŶ that all the tiŵe…Ǉou kŶoǁ…despeƌate 
people.  I kŶoǁ that the CeŶtƌe ĐaŶŶot ŵeet eǀeƌǇ Ŷeed…ďut at least help is theƌe. 
 

With my housing I am bidding for a flat and I can do that myself because it is very easy. But 

in the future if I need more advice I know they can help with furniture in the flat as well so I 

would come and speak to XXX 

 

 

Therapeutic services 

 

If it was depression or stress then I would go to XXX. She told me the first time I 

ǁeŶt foƌ ĐouŶselliŶg….the dooƌ is opeŶ…I’ŵ heƌe…as loŶg as I haǀe tiŵe I ǁill 
see you. 

 

We asked the ĐlieŶts aďout the suppoƌt the ĐeŶtƌe giǀes to ĐlieŶts ǁho haǀe phǇsiĐal oƌ 

ŵeŶtal health Ŷeeds. ClieŶts ǁeƌe aǁaƌe of the ƌaŶge of eǆpeƌtise aǀailaďle iŶ the ĐeŶtƌe 

iŶĐludiŶg doĐtoƌs, theƌapists, ĐouŶselloƌs aŶd a ƌaŶge of theƌapeutiĐ aĐtiǀities iŶĐludiŶg 

ŵassage , gaƌdeŶiŶg aŶd ŵusiĐ theƌapǇ though soŵe of these seƌǀiĐes haǀe Ŷoǁ ďeeŶ 

ǁithdƌaǁŶ due to Đuts iŶ fuŶdiŶg. All ĐlieŶts iŶteƌǀieǁed ǁeƌe eǆtƌeŵelǇ positiǀe aďout the 

ǁoƌk that the ĐeŶtƌe does iŶ this aƌea.  

I have had a massage before and it was really good because we talked as well. She has gone 

but there is one in Crossway. If she comes back though I would do it again, as it was very 

good. I think they stopped her funding. 

 

If it was depression or stress then I would go to XXX. She told me the first time I went for 

ĐouŶselliŶg….the dooƌ is opeŶ…I’ŵ heƌe…as loŶg as I haǀe tiŵe I ǁill see Ǉou. 
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Sometimes before I arrive to the Centre I text aŶd she teǆts ŵe ďaĐk…so Ǉeah aŶd it ǁas like 
ǀeƌǇ ƋuiĐk…if she doesŶ’t aŶsǁeƌ ŵe I kŶoǁ she is ďusǇ oƌ soŵethiŶg ďut she’ll get to ŵe if I 
ĐaŶ’t Đoŵe oƌ do this jouƌŶeǇ ďeĐause I haǀe tǁo kids….so Ǉeah….Ǉeah she is a good peƌsoŶ 
and she helps and she always asks where your situation is and what you have to do. 

 

Yeah… fiƌst I see …….aŶd theŶ I talk to uh….I used to haǀe like a……stƌessiŶg ŵǇself….aŶd 
theŶ she said to ŵe theƌe is ĐouŶselliŶg….Ǉou ĐaŶ see the ĐouŶselliŶg…..I said okaǇ, is it 
goiŶg to help ŵe…she said Ǉes it ǁill ƌelieǀe Ǉou.  Then I start seeing XXX aŶd theŶ…oh ŵǇ 
loƌd….I ďeĐoŵe better and always every week she sees me and then I finish last year 

OĐtoďeƌ….aŶd theŶ she said Ǉou aƌe okaǇ? AŶd I said to heƌ I aŵ okaǇ Ŷoǁ….ǁheŶeǀeƌ I 
want I will see you again. It helped a lot. 

 

Local Authorities 

 

…sometimes you need like a letter from an organisation or centre that makes 

Ǉouƌ Đase stƌoŶg… 

 

We asked clients how much they knew about what local Authorities can provide in relation 

to housing and what help and support the centre gave clients in seeking council support for 

housing. Some clients were unaware of what local Authorities do and this may reflect the 

stage of their journey. Others were dealing with Local Authorities and all were appreciative 

of the support given by the centre particularly the liaison role played by the centre. Clients 

were aware that the interventions provided by centre staff often prevented them from 

being lost in Local Authority bureaucracy.   

I ĐaŶ go to ŵǇ housiŶg offiĐeƌ oƌ I ĐaŶ ǁƌite eŵails….I’ŵ good iŶ that….ǀeƌǇ good…ďut still 
sometimes you need like a letter from an organisation or centre that makes your case 

stƌoŶg… 

  

I live in social service accommodation.  When I get my paper they said to me to leave the 

house to go to the council.  I speak to xx and she called my social woƌkeƌ to speak to…to help 
me out 

 

theǇ ǁƌote letteƌ foƌ ŵe to the CouŶĐil…ďeĐause of ŵǇ housiŶg pƌoďleŵ I felt a ďit 
stƌessful….I feel doǁŶ…Ǉeah the CeŶtƌe helped ŵe…theǇ seŶt theŵ letteƌs foƌ the ĐouŶĐil. 
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IŶ additioŶ to these fiŶdiŶgs as ǁe pƌoďed deepeƌ, foƌ eǆaŵple duƌiŶg the ǀisualisatioŶs, ǁe 

uŶĐoǀeƌed a ĐoŶsisteŶt eŵeƌgiŶg theŵe aƌouŶd the ethos aŶd Đultuƌe of the ĐeŶtƌe as 

peƌĐeiǀed ďǇ the ĐlieŶts.  

 

Ethos and culture 

 

WheŶ I Đoŵe aŶd ŵǇ iŵŵigƌatioŶ pƌoďleŵ…theǇ ǁeƌe theƌe foƌ ŵe…ǁheŶ I 
come with financial problem they were there for me...when I feel stressed they 

were there for me...and still they are there for me 

 

Throughout the interviews the ethos and culture of the centre emerged as the most 

dominant theme. On the interview schedule we asked clients a direct question relating to 

ethos and culture   

 

If you had to describe the centre and what it does for the clients what would you say? 

 

But clients also made reference to ethos and culture throughout their interviews. We also 

used the visualisation exercise to help clients identify and express their initial and more 

recent feelings about, and experiences of, the centre.  

 

Close your eyes. Think back to when you first came to the centre- which words would you use 

to describe your feelings, thoughts, fears and hopes (could be recorded through drawings or 

colours)  

 

Close your eyes again. How do you feel now- what words would you use to describe how you 

feel? What things have made the difference? (could be recorded through drawings or 

colours)  

 

A number of interrelated themes around ethos and culture emerged. These were: 

 

 The eŵpathǇ aŶd seŶsitiǀitǇ shoǁŶ ďǇ all the paid staff, pƌofessioŶals aĐtiŶg as 

outƌeaĐh ǁoƌkeƌs aŶd ǀoluŶteeƌs  
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 The aďilitǇ of the ĐeŶtƌe to pƌoǀide oppoƌtuŶities foƌ ĐlieŶts to gaiŶ ĐoŶfideŶĐe, 

ǁhetheƌ iŶ ƌelatioŶ to skills oƌ self-esteeŵ aŶd self-ǁoƌth 

 ClieŶts ĐoŵŵeŶted ƌegulaƌlǇ oŶ hoǁ the ĐeŶtƌe pƌoǀided a plaĐe of safetǇ 

ǁhiĐh ǁas ĐleaƌlǇ ǀeƌǇ iŵpoƌtaŶt as ŵaŶǇ ǁeƌe ďoth isolated aŶd feaƌful. 

ClieŶts desĐƌiďed feeliŶg safe eŶough to ͚opeŶ up͛ to staff aŶd eaĐh otheƌ.  

 The atŵospheƌe ǁithiŶ the ĐeŶtƌe ŵade ĐlieŶts feel ǀalued aŶd eƋual ŵeŵďeƌs 

of the ĐoŵŵuŶitǇ. The ĐoŵŵitŵeŶt to eƋualitǇ aŶd iŶĐlusioŶ ǁas ĐleaƌlǇ oŶe 

that ǁas liǀed iŶ pƌaĐtiĐe.  

 ClieŶts told us that theǇ felt positiǀelǇ ǁelĐoŵed oŶ aƌƌiǀal at the ĐeŶtƌe aŶd 

that this seŶse of ǁelĐoŵe ǁas appaƌeŶt iŶ ǀoluŶteeƌs aŶd ĐeŶtƌe ǁoƌkeƌs 

alike. As a ƌesult ĐlieŶts felt aďle to eŶgage iŶ aĐtiǀities aŶd foƌŵ ƌelatioŶship 

ǁith staff aŶd otheƌ ĐlieŶts. 

 The atŵospheƌe of the ĐeŶtƌe pƌoǀides a plaĐe ǁheƌe ĐlieŶts ĐaŶ ďuild aŶd 

sustaiŶ loŶgeƌ teƌŵ ƌelatioŶships ǁith staff aŶd otheƌ ĐlieŶts. This iŶĐludes 

ĐlieŶts takiŶg oŶ ƌespoŶsiďilities eitheƌ foƌŵallǇ as ǀoluŶteeƌs oƌ iŶfoƌŵallǇ. 

Soŵe ĐlieŶts haǀe ďeeŶ ĐoŵiŶg to the ĐeŶtƌe foƌ ŵaŶǇ Ǉeaƌs aŶd ĐoŶtƌiďute to 

the suĐĐessful ƌuŶŶiŶg of the ĐeŶtƌe. This iŶĐluded ĐlieŶts ǁhose iŵŵigƌatioŶ 

had ďeeŶ ƌesolǀed iŶ a positiǀe ǁaǇ. 

 ClieŶts iŶdiĐated that ĐeŶtƌe staff ǁeƌe ƌespoŶsiǀe to theiƌ Ŷeeds aŶd ǁould ͚go 

the eǆtƌa ŵile͛ to help ĐlieŶts. TheǇ told us that this ǁas Ŷot alǁaǇs the Đase iŶ 

siŵilaƌ oƌgaŶisatioŶs ǁheƌe a less holistiĐ appƌoaĐh to the Ŷeeds of ĐlieŶts 

pƌeǀailed. Caƌe ǁas a ǁoƌd used ofteŶ ďǇ ĐlieŶts iŶ ƌelatioŶ to staff.  

 The ethos of the ĐeŶtƌe eŶĐouƌages ĐlieŶts to take oǁŶeƌship of suppoƌt aŶd 

aĐtiǀities ǁheƌe appƌopƌiate. IŶ pƌaĐtiĐe this ŵeaŶs that ŵaŶǇ ĐlieŶts aƌe 

eŶgaged iŶ the life of the ĐeŶtƌe aŶd aƌe Ŷot passiǀe ƌeĐipieŶts of help aŶd 

suppoƌt.  

 MaŶǇ ĐlieŶts Đoŵe to the ĐeŶtƌe to esĐape the isolatioŶ of theiƌ dailǇ liǀes. 

Soŵe ĐlieŶts told us that it is the oŶlǇ plaĐe ǁheƌe theǇ ĐaŶ ŵeet otheƌs iŶ 

siŵilaƌ situatioŶs iŶ aŶ atŵospheƌe of aĐĐeptaŶĐe aŶd safetǇ. The ĐeŶtƌe 

pƌoǀides theƌefoƌe a situatioŶ iŶ ǁhiĐh people ĐaŶ deǀelop fƌieŶdships aŶd 

giǀe aŶd ƌeĐeiǀe suppoƌt.  
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 The ĐeŶtƌe pƌoǀides a ƌeal seŶse of puƌpose foƌ ŵaŶǇ ĐlieŶts. It is ǁheƌe theǇ 

feel theǇ aƌe doiŶg soŵethiŶg of ǀalue foƌ theŵselǀes aŶd otheƌs aŶd is akiŶ 

to goiŶg to ǁoƌk foƌ soŵe ĐlieŶts. It pƌoǀides a stƌuĐtuƌe to the otheƌǁise 

ofteŶ uŶĐeƌtaiŶ aŶd isolated eǆisteŶĐe.  

 

…theǇ thiŶkiŶg aŶd theǇ askiŶg aďout Ǉou. TheǇ Đaƌe aďout Ǉou…theǇ help ŵe 
ǁith food so aŶǇthiŶg like that I feel okaǇ.  TheǇ Đaƌe aďout people.  It’s Ŷot 
oŶlǇ the joď it’s…theǇ do this joď ǁith all theiƌ heaƌt. 

 

 

The eǆtƌaĐts fƌoŵ ĐlieŶt iŶteƌǀieǁs ďeloǁ illustƌate these theŵes ǁithiŶ ethos aŶd Đultuƌe 

aŶd ƌefleĐt the iŶteƌĐoŶŶeĐted Ŷatuƌe of the theŵes.  

I always say to them there is something to relieve you...I alǁaǇs put…I saǇ Đoŵe…it’s good 
...Ǉou ĐaŶ eŶjoǇ…TuesdaǇ, WedŶesdaǇ, ThuƌsdaǇ…theǇ ĐaŶ’t ǁait…they call it office...are 

you going to offiĐe…aƌe Ǉou ĐoŵiŶg to offiĐe…Ǉou kŶoǁ I ĐaŶ shoǁ Ǉou the teǆt eǀeŶ ǁhen I 

came here I texted my friend...I said to her come...I’ŵ goiŶg to the offiĐe...so they all enjoyed 

it...the children even…and they are there for all of us.  Our indefinite leave to remain we get 

because of the Centre…ouƌ housiŶg pƌoďleŵs ďeĐause of the CeŶtƌe…all of us…I’ǀe ďƌought 
more than eight...ŶiŶe fƌieŶds…all of us get good thiŶgs. 
 

When I coŵe aŶd ŵǇ iŵŵigƌatioŶ pƌoďleŵ…theǇ ǁeƌe theƌe foƌ ŵe…ǁheŶ I Đoŵe ǁith 
financial problem they were there for me...when I feel stressed they were there for me...and 

still they are there for me 

 

I doŶ’t kŶoǁ…hoǁ to eǆplaiŶ it…fƌieŶdlǇ aŶd theǇ see Ǉou kiŶd of as ƋuiĐk as theǇ ĐaŶ…aŶd if 
it’s uƌgeŶt thiŶgs theǇ see Ǉou first place.  They are everything 

 

This centre is the best for me.  I used to be here every week.  I see somebody and talk with 

somebody, any person, every time.  I had a lot of problems at the beginning.  I feel I am 

relaxed here. 

 

 When a person has any problems I see everybody trying to solve the problem - everybody.  If 

someone has a financial problem everyone knows before that person has told xx– they can 

see it in the face – it is important for people who come here, for foreign people, for those 

who find it strange in this country – it is really important for them to know that this centre 

helps people. 

 

I felt so happy. Honestly. It makes me express my mind and at least to talk to someone …  It’s 
not everything but just express your heart to someone and be happy which goes a long way. 
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  First of all it is an open place and everybody is welcome. Secondly you get advice about 

iŵŵigƌatioŶ kiŶd of stuff ǁheƌeďǇ Ǉou doŶ’t haǀe to paǇ like goiŶg to soliĐitoƌs outside 
where they will be demanding money. This is free.  Thirdly, they help in terms of vouchers 

and food – lunch – they make people welcome and you relax and interact and have some 

food packs as well which goes a long way as well as not everybody works, so even the food 

pack means you have something in the house for the kids and yourself. And clothes, which 

the other day I picked some, which I hope, fit. 

 

Yeah…the Centre is a homely place where everyone is welcome in respect of your 

ŶatioŶalitǇ…aŶd I thiŶk ǁe aƌe all tƌeated eƋuallǇ…eƋuallǇ iŶ ƌespeĐt of Ǉour ŶatioŶalitǇ…it’s 
a good place...it’s a plaĐe oŶe Ŷeeds to ďe ǁheŶ Ǉou aƌe doǁŶ…aŶd theǇ eŶĐouƌage 
Ǉou…aŶd it’s ǀeƌǇ ǀeƌǇ helpful I ŵust saǇ…if I Đoŵe heƌe oŶĐe a ǁeek it ŵeaŶs I get thiŶgs foƌ 
ŵǇ kids aŶd foƌ ŵǇself…food foƌ ŵǇ kids.  It’s ok…it’s fiŶe…it’s a ǁelĐoŵe plaĐe…it’s a nice 

gesture here. 

 

I ǁas iŶ aŶotheƌ ĐeŶtƌe aŶd theǇ saǇ okaǇ Ǉou doŶ’t haǀe aŶǇ…Ǉou doŶ’t haǀe aŶǇ 
ĐhaŶĐe…Ǉouƌ Đase is Ŷot stƌoŶg aŶd Ŷo ďaĐk…ďut heƌe Ǉou Đoŵe ďaĐk aŶd soĐialise ǁith 
people aŶd Ǉou feel okaǇ…ŵaǇďe it’s tƌue ďut heƌe it’s Ŷot like that, theǇ help…theǇ ƌeallǇ 
help…theǇ aƌe iŶteƌested…theǇ lookiŶg foƌ aŶotheƌ ǁaǇ to help a ďit. 
 

I feel good.  I feel faŶtastiĐ…eǀeŶ, foƌ eǆaŵple, todaǇ I doŶ’t haǀe ŶothiŶg ďut ǁheŶ I Đaŵe 
heƌe...ǁheŶ I Đoŵe heƌe I feel like I ƌelease soŵethiŶg…I thƌoǁ soŵethiŶg fƌoŵ ŵǇ head…I 
feel happǇ…theŶ haǀe luŶĐh aŶd ŵeet fƌieŶds  aŶd Đhat aŶd go. MǇ daǇs aƌe ďeĐoŵiŶg easǇ 
aŶd joǇful daǇs.  I ǁish the CeŶtƌe is ǁeek to ǁeek foƌ ŵe.  MǇ fƌieŶds too theǇ like it…theiƌ 
ĐhildƌeŶ… 

 

MǇ ŵiŶd ǁas ǀeƌǇ Đlosed…as Ǉou ĐaŶ iŵagiŶe depƌessioŶ, stƌess aŶd all those thiŶgs added 
togetheƌ.  I’ŵ a ǀeƌǇ soĐiaďle peƌsoŶ ďut at that tiŵe I ǁas stƌuggliŶg ǁith soĐialisiŶg…I 
Ŷeǀeƌ eǀeŶ ǁaŶted to talk to aŶǇďodǇ…so ǁheŶ I Đaŵe to the CeŶtƌe I staƌted opeŶiŶg up 
aŶd all of a suddeŶ…Ŷoǁ eǀeƌǇďodǇ, the ĐlieŶts aŶd the staff…I ďeĐaŵe a ďit ŵoƌe populaƌ 
espeĐiallǇ ǁheŶ I staƌted the gaƌdeŶiŶg. 
 

 For me the people is very kiŶd aŶd ŶiĐe, Ǉou feel Đlose…they are really interested in your 

Đase…ďeĐause tǁo ǁeeks ago I doŶ’t haǀe a joď oƌ Ŷo plaĐe to go aŶd theǇ help ŵe theǇ ǁas 
worried aďout ŵǇ situatioŶ…XXX when today she saw me she asked how is your 

situatioŶ…it’s Ŷot just iŶ that tiŵe…they thinking and they asking about you. They care 

about you…theǇ help ŵe ǁith food so aŶǇthiŶg like that I feel okaǇ.  TheǇ Đaƌe aďout people.  
It’s Ŷot oŶlǇ the joď it’s…theǇ do this joď ǁith all theiƌ heaƌt. 
 

AŶd Ŷoǁ I’ŵ ǁith ǆǆ aŶd she helped ŵe to heal ŵǇ heaƌt aŶd I feel ŵoƌe Đoŵfoƌtaďle…I feel 
more valued like ǁoŵeŶ…aŶd also ǁith XXX (the solicitor) she helped me with that.  But XXX 

is a really good woman who helped me with this because I felt really bad because I felt okay 

ŵǇ ŵuŵ doesŶ’t help ŵe, the poliĐe doesŶ’t Đaƌe aďout aŶǇthiŶg...I feel aloŶe aŶd I’ŵ in a 

new country but I feel that somebody cares about me 
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Some of the interview data on ethos and culture came from the visualisation exercise we 

asked interviewees to do at the start of the interview. At this early stage of the interviews it 

ďeĐaŵe oďǀious that the holistiĐ Ŷatuƌe of the ĐeŶtƌe͛s ǁoƌk eŵďodǇiŶg a very particular 

ethos and culture was of paramount importance to our research.  

The eǆtƌaĐts ďeloǁ fƌoŵ soŵe of the ǀisualisatioŶ eǆeƌĐises deŵoŶstƌate the ĐeŶtƌalitǇ of 

the ethos aŶd Đultuƌe of the ĐeŶtƌe foƌ ĐlieŶts.  

 

 

The first time I came here I was ϭ% ďut Ŷoǁ I’ŵ like ϳϬ% 

 

 Can you both close your eyes and think about when you first came to this centre and the 

way you felt 

I’ǀe ďeeŶ ĐoŵiŶg foƌ ŵaŶǇ Ǉeaƌs so ǁheŶ I staƌted theƌe ǁeƌe ǀeƌǇ feǁ ĐlieŶts aŶd ǁe did 
not have as much as we have now. I didŶ’t kŶoǁ the people so I felt a ďit shǇ. MǇ fƌieŶd 
introduced me to some of the people and I started to get advice on my immigration case. 

 

Can you both close your eyes and visualise how you feel now. Think of the difference. 

 I feel happy when I come beĐause I see fƌieŶds heƌe. I doŶ’t use the adǀiĐe aŶǇŵoƌe ďeĐause 
my problems with immigration have been solved.  The food is really good as well. 

 

The fiƌst tiŵe I Đaŵe heƌe I ǁas ϭ% ďut Ŷoǁ I’ŵ like ϳϬ% ďeĐause I’ŵ ƌeĐeiǀiŶg ŵǇ 
counselling, my immigration is going fine. My counsellor is helpful: if I have any problems I 

will ask her how to do it and she will tell me to do this and to do that and it is very very 

helpful to me because before I always did something that was not good – the depression was 

not good. 

 

The very particular culture and ethos of the centre is a demonstration of the holistic nature 

of the provision offered by the centre and would seem to be a crucial factor in why clients 

feel so positive about the support and care they receive from the centre.   

 
 

Reflections of co researchers  
 

There are a number of strands within the reflections. These are: 
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 Developing research skills – this included how to listen without judging and jumping 

to conclusions, digging deeper by asking further questions and probing sensitively 

and being aware of the body language of the interviewee, developing empathy with 

the interviewee, identifying people͛s stƌeŶgths, ƌelatiŶg to people outside of Ǉouƌ 

own experience   

 

  Being a researcher is not what one single person can do.  It’s like working on a project to 

understand people’s Ŷeeds fƌoŵ diffeƌeŶt ďaĐkgƌouŶds, from different social life. 

 It makes me not to quickly make conclusions and have a good – not just listening, a good 

listening and thinking skill to feel for others. 

 If Ǉou doŶ’t ƌeseaƌĐh aďout human beings Ǉou doŶ’t kŶoǁ ǁhat theǇ haǀe.   You ĐaŶ just see 
people as a displaced people.  They may be refugees and asylum seekers and destitute you 

know but you doŶ’t kŶoǁ ǁhat theǇ haǀe uŶtil Ǉou dig iŶto theŵ.    

 

 Developing confidence and transforming self-esteem, validation of own skills and 

strengths and expressing who they are 

 

I’ŵ a shy person but since I have started this project … this Đourse it gives you confidence, 

then using the confidence as a ƌeseaƌĐheƌ.  It ŵakes ŵe to ƌegaiŶ all I’ǀe lost.  If theƌe aƌe 
thiŶgs that I Ŷeed to kŶoǁ aďout ŵǇself ďeĐause to ŵe that’s hoǁ it is.  There are some 

thiŶgs I doŶ’t eǀeŶ kŶoǁ aďout ŵǇself Ǉet. 

It makes me to rediscover what is in me ďeĐause it is goiŶg ǀeƌǇ deep aŶd it’s ďuildiŶg ŵǇ 
confidence on how to talk to people.  Even to know how to deal with myself and my home, it 

awakens my inner being 

 There is some self-esteem that is in the inner being.  That is the uniqueness about a human.  

But if there is nobody, it’s like a plant planted on the wrong soil, it will not bring forth fruit.  A 

plant, planted on the right soil germinates by wateƌiŶg it.  It’s like ǁhat Ǉou aƌe doiŶg to ŵe 
is like ǁateƌiŶg ŵe aŶd it’s like I’ŵ geƌŵiŶated. I think the research has done a lot of things 

in me. Boosts the way I deal with people, boosts my confidence, makes me to know more 

about people, and there are a lot of thiŶgs that I gaiŶ iŶ the pƌojeĐt aŶd I doŶ’t ǁaŶt it to 
end. 

When I told those who are very close to me about my own situation, what I have experienced 

but have had to put behind me to enable me to move on I think by talking to them, by 

researching into their own experience has made me to think about my own (experience) …  
but look I still have hope, something I can feel comfortable with and these are the rights I am 

entitled to.  So definitely it has helped.  

 

 Developing what we call a charitable heart , a feeling for others  
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It’s ǁhile Ǉou haǀe Ǉouƌ oǁŶ situatioŶ, haǀiŶg to deal with that alone, makes you to have 

passioŶ aŶd Đhaƌitaďle heaƌt foƌ the otheƌ people.  BeĐause, I thiŶk to ŵe, that’s ǁhat it’s 
really to me.  It enables me to put ŵǇself iŶto otheƌ’s shoes. 

 

 Developing team work   

It’s like, it ƌefleĐts oŶ ǁoƌkiŶg as a teaŵ.  BeiŶg a ƌesearcher is not what one single person 

can do.  It’s like working on a project to understand people’s Ŷeeds fƌoŵ diffeƌeŶt 
background, from different soĐial life. It’s really; it’s ƌeallǇ ǀeƌǇ Đoŵpleǆ, ďeiŶg a ƌeseaƌĐheƌ 

Being a researcher or co-researcher you need a lot of stuff and energy so that you will be 

able to cope with the task ahead of you; to enable to cope with the challenges that surround 

the project if positive outcome is your watchword. Working as a team makes things better, 

reliable and positive – you will meet different people with different ideologies that you can 

gain a lot from. Apart from that seeing people from different backgrounds working towards 

the saŵe goal ǁill ƌekiŶdle Ǉouƌ eŶthusiasŵ, iŶ ŵost Đases it’s a pƌoďleŵ shaƌed that is a 
problem solved when working as a team  

 

 Appreciation of diversity and the different strengths of clients  

I think the project has gone beyond what I thought.   Initially when you, I mean, when the 

two of you came I thought it was just a joke to be honest, not until we started to see people.  

If Ǉou doŶ’t ƌeseaƌĐh aďout a huŵaŶ ďeiŶg Ǉou doŶ’t kŶoǁ ǁhat theǇ haǀe.   You ĐaŶ just see 
people as a displaced people.  They may be refugees or asylum seekers or destitute.  You 

doŶ’t kŶoǁ ǁhat theǇ haǀe uŶtil Ǉou dig iŶto theŵ.   I ƌealised ŵaŶǇ tiŵes that doing the 

research does, I felt they are very, very well educated. Many of them have a lot of strength in 

theŵ.  Without that ƌeseaƌĐh ǁe ǁouldŶ’t haǀe kŶoǁŶ.   

I realise that doing the research I came across many people that are very intelligent simply 

ďeĐause theǇ doŶ’t speak good EŶglish does Ŷot ŵake theŵ illiteƌate as ŵaŶǇ of theŵ aƌe 
professionals in one field or another but because of the situation they find themselves (in) 

does not make them illiterate 

 

 

 Realisation that the particular position of being both a client and a researcher 

enabled a unique perspective on the position of refugees and asylum seeker 

 

Me and XXX  are just like a door.  We can see both in and out of the room 

We spoke to them confidentially.  Called them one to one and made them to understand 

that just because we are doing this research we are all more or less the same.  Some of them 

said ͞I doŶ’t ǁaŶt this͟ but you cannot force them.  They knew what we are really doing.  

Some of them went back and told the rest of the people ͞look, theƌe’s ŶothiŶg there, they 

are just trying to help us͟ because without our research others will not know what they are 
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facing.  Because, let somebody come from Home Office, they would never talk to them. Just 

like that – they know us, we knew you, we trust you, and they trust us.   

Some of them believe that we were just, ͞You are here, here we go again, they have come 

and just to listen to our story and at the end of the day nothing will come of it͟.  But at the 

end of the day they have now discovered that we are trustworthy people that they can talk 

to.  And that was the reason why so many of them came and they opened up.  We should 

remember we got more than what we were really prepared for. 

 

Conclusions  
 

1. The fiŶdiŶgs deŵoŶstƌate that the ĐeŶtƌe͛s pƌoǀisioŶ iŶ ƌelatioŶ to advice and advocacy 

is ŵuĐh ǀalued ďǇ ĐlieŶts ǁho eǆpeƌieŶĐe the ĐeŶtƌe as theiƌ fiƌst ͚poƌt of Đall͛ ǁheŶ theǇ 

experience issues in relation to e.g. immigration, housing, finance and health issues. All 

the clients we interviewed were very positive about the support and advice they had 

been given, sometimes over a number of years.  

2. The quality of the provision is evidenced by the fact that clients direct others in 

difficulties or isolated to the centre even though some of them live some distance away. 

3. Interviewees consistently praised the care and persistence of those who work at the 

centre. All the clients we spoke to felt welcomed and valued by staff and expressed 

confidence in how their concerns and problems were being addressed.  

4. The co-researchers proved to be invaluable, building trust and confidence in clients and 

mediating the interview situation. They also developed a range of skills during the 

training and the research process. These included transferable skills that can and are 

impacting on other aspects of their lives. These include self-confidence and self-esteem, 

empathy, respect for and appreciation for diversity, teamwork as well as more clearly 

defined research skills. Their development demonstrates the possibilities of using 

projects such as this to build knowledge and skills.  

5. Perhaps the most important finding of the research is the overriding importance of the 

manner in which the centre operates in providing advice and advocacy. The holistic 

approach to support derives from a strong culture and ethos which involves a 

welcoming atmosphere; eŵpathǇ aŶd seŶsitiǀitǇ; oppoƌtuŶities foƌ ĐlieŶts to gaiŶ 

ĐoŶfideŶĐe aŶd self-esteeŵ; pƌoǀisioŶ of a plaĐe of safetǇ aŶd fƌieŶdship; a liǀed 

ĐoŵŵitŵeŶt to eƋualitǇ aŶd iŶĐlusioŶ; Đaƌe aŶd ƌespoŶsiǀeŶess; eŶaďliŶg eŶgageŵeŶt 
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aŶd oǁŶeƌship; aŶd a seŶse of puƌpose. It is these thiŶgs ǁhiĐh togetheƌ giǀe the ĐeŶtƌe 

a uŶiƋue ideŶtitǇ foƌ ĐlieŶts aŶd ŵaǇďe distiŶguishes it fƌoŵ ǁhat ŵight appeaƌ to ďe 

siŵilaƌ pƌoǀisioŶ elseǁheƌe.    

6. In common with many similar organisations the centre runs on small amounts of funding 

which means that staff ǁoƌk loŶg houƌs to tƌǇ to ŵeet ĐlieŶts ͚Ŷeeds. Theƌe is iŶĐƌeasiŶg 

concern about future funding which the clients as well as staff are concerned about. This 

research has demonstrated the high quality of advice and advocacy work provided by 

the centre. Some of this is provided by professionals on a voluntary basis. If this work 

were to be lost through lack of funding then the implications for refugees and asylum 

seekers are massive and would indicate a bleak future for many people in this position.  
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Appendix 1 

Training programme for volunteers  

 

Session 1- what is research, how can we best research the impact of the advice and 

advocacy service on clients? 

1. Ice breaker – working with a partner to find out 3 things that the partner 

would like to share with the group (try to ensure that this brings out skills and 

past occupations) (15 mins)  

2. What is research? What are we trying to find out? The staff have defined the 

outcomes of the advice and advocacy service- how does this relate 

 to the understandings and experiences of clients?  (10 mins) 

3. What do we already know about what clients think of the service? Share 

some of the survey with the group e.g. who are the clients, which services do 

they attend and which are most important to them? (20 mins) (use flip charts 

to record)  

4. Talk with the group about how this data from the survey was what we call 

quantitative research- the usefulness and drawbacks of this kind of research  

(5 mins)  

5. Looking at qualitative research methods – interviews, observation, writing 

and drawing exercises, visualisation, stories, hypothetical situations etc. Give 

examples for the group to explore may include video clips of research in 

action.  (35 mins)  

6. What methods should we use for this research? Get the group to undertake 

one of the methods we might use as a way of introduction  

 

Close your eyes. Think back to when you first came to the centre- 

which words would you use to describe your feelings, thoughts, fears 

and hopes (could be recorded through drawings or colours)  

 

Close your eyes again. How do you feel now- what words would you 

use to describe how you feel? What things have made the difference? 

(could be recorded through drawings or colours) (20 mins)  

 

 

7. How could we share this information? (5 min)  

Allows 10 mins leeway 

Session 2 – Developing skills for qualitative research - this will be a practical session 

focussing on semi-structured interviews etc – we will use the outcomes as the basis for the 

interviews. We may film some of the practice interviews.  
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Appendix 2 

Interview Schedule  

 

Introduce yourself; explain about the research and why we are doing it i.e. to find evidence 

of iŵpaĐt of the ĐeŶtƌe͛s adǀiĐe aŶd adǀoĐaĐǇ seƌǀiĐe oŶ ĐlieŶts. MaǇ ďe used iŶ fuŶdiŶg 
bids. Explain that the data will not be used without their permission.  

 

Background questions 

 

Name or chosen name for the interview or initials 

How they came to come to the centre e.g. through friends or relatives, referred by local 

services etc.  

 

Visualisation 

Close your eyes. Think back to when you first came to the centre- which words would you use 

to describe your feelings, thoughts, fears and hopes (could be recorded through drawings or 

colours)  

 

Close your eyes again. How do you feel now- what words would you use to describe how you 

feel? What things have made the difference? (could be recorded through drawings or 

colours)  

 

1. How would you rate your spoken and written English? How has the centre supported you in 

improving your English?  

 

2.  If you need help in, for example, presenting your case or getting the right help do you know 

who to go to? Describe how you would go about it and what kind of help you would receive 

 

3. Who do you go to for help in addressing immigration issues? What kind of help have you had 

so far, what is the next step 

 

Do you think you know what your rights are? (Push for examples from clients)  

 

4. Given your status what financial support and housing are you entitled to? Who do you go to 

for help and advice?  

 

5. If clients are ill or depressed how does the centre help clients in this situation? 

 

 

6. What kind of support can you expect from your local authority (council)? Does the centre 

help you to access this help? How does it do this?  

 

7. If you had to describe the centre and what it does for the clients what would you say? 
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