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This information is about Your Homes Newcastle’s Asylum Seekers Unit and how they
make sure that asylum seekers and refugees are not disadvantaged during their time
here. If you need this in your language or a different language phone 0191 278 8620.
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Ces informations concernent I'unité des demandeurs d’asile de Your Homes Newcastle et la fagon
dont ils s’assurent que les demandeurs d’asile et les réfugiés ne sont pas désavantagés pendant leur
séjour ici. Si vous avez besoin de ces informations en frangais ou dans une autre langue, téléphonez
au : 0191 278 8620.
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Esta informacé&o refere-se a unidade de Requerentes de Asilo da Your Homes Newcastle e a forma
como garantem que os requerentes de asilo e os refugiados ndo estdo em desvantagem durante a
sua estadia ca. Se precisar desta informagdo em <portugués> ou noutra lingua, queira ligar para o
0191 278 8620.

Pycckom | portugués | silsw s | frangais

Mudbopmauus 06 otaene no Bonpocam 6exeHueB 1 ux dnaronpusiTHoro npedoiBaHns caecb. Ecnu
Bbl HyxxQaeTech B 3TON UHOPMALIMN <HA PYCCKOM> UMW OPYrOM 5i3blke 3BOHWUTE NO Ten.
0191 278 8620.

espaifiol

Esta es informacién sobre la Unidad de Demandantes de Asilo Politico Your Homes de Newcastle y
de como se aseguran de que dichos demandantes y refugiados no vivan en condicién de desventaja
durante su estancia aqui. Si necesita esta informacién en espafiol o en otro idioma, llame al

0191 278 8620.
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Reflections on the past decade

2000
e Set up the first year of the five year contract.

2001

* Took over support for existing Interim
Scheme cases (then managed by Social
Services). This transferred over 200 cases to
the Unit.







Reflections on the past decade

The Asylum Seekers Unit celebrated its
tenth birthday in December 2009 - that's
ten years of providing support to people
who have had to flee their countries
because they fear for their lives.

Ten years has gone very fast. We are
now into our third contract with the
Home Office and have supported a total
of 3,656 different households under

a variety of different methods. We've
experienced highs and lows but have
ultimately learnt a lot. Here are some of
my highlights:

Customer Service Excellence

We were the first asylum unit in the
country to receive the Charter Mark
Award for customer service in 2006,
followed by the Customer Service
Excellence Standard in June 2009. These
are fantastic and thoroughly deserved
achievements, however we aren’t
resting on our laurels — we owe it to our
customers to maintain services at this
award winning level and to continue to
improve.

Inclusion events and grant aid

The ASU has organised many events,
celebrations and appeals over the

ten years. These have made a huge
difference to the clients we support.

Our Grant Aid Scheme, which | regard

as an example of best practice, has also
allowed us to support a large number of
community and voluntary sector projects.

Refugee Move On team

A significant achievement was the
creation of the Refugee Move On team
in 2003, which supports people with
refugee status who choose to stay in
Newcastle. I'm proud YHN continues to
offer support to clients, allowing them
to contribute to a developing city, after
their journey with the ASU officially
ends.

Section 4 and Legacy cases

Section 4 and Legacy were both huge
challenges for the unit. In 2007 Section
4 support cases were brought inhouse
which massively improved the service
clients received. Furthermore the review
of Legacy cases resulted in over 160
families receiving leave to remain in the
UK. We worked constructively with the
City Council to ensure that none were
made homeless or threatened with
homelessness.

High satisfaction rates

We have had consistently high
satisfaction rates throughout the ten
years we have provided our service. Our
satisfaction rates rose again this year

- 97% of clients are satisfied or very
satisfied with the service we provide.

Challenges for the future

Whilst | reflect on all these positive
achievements we must not lose sight
that the UK still needs to achieve an

effective and humane end to end
service which does not allow people
to become destitute as part of this
process. The ASU, along with their
partners, continue to promote the
need for a fairer system.

Looking ahead, our immediate priority
is to secure a fourth contract with the
Home Office. We are flexible, forward
thinking, and have developed strong
partnerships across the community,
voluntary and statutory sectors. We
are therefore in an excellent position
to continue our relationship with the
Home Office and UK Border Agency.

Welcome to
the Asylum
Seekers
Unit Annual
Report for
2009/10.

The last decade has been eventful and
rewarding, unpredictable and exciting.
We've worked hard to challenge
preconceptions and to educate and
inform. It's difficult to forecast what
the next ten years will bring, but I'm
confident that whatever comes our
way, we will respond positively with
a high quality service which remains
flexible to the needs of the individuals
we are proud to support.

We've achieved more than anyone
thought imaginable in the last ten
years — here’s to the next decade.

g)_é— YO
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Steve Murphy
Chair



How we performed in 2009/10

\ How we spent

Performance area What we achieved our budgets in 2009-10

Service standards We met or exceeded all our service standards

Service plan We achieved 18 out of 20 targets set

Compliments and We received 19 written compliments in the year Premises 71% Running
complaints including four thank you cards from clients. costs 11%

We received one formal complaint regarding
dissatisfaction with policy. The complaint was not
upheld.

Telephone monitoring Out of 82 test calls made during the year we
achieved 100% in answering the call within five
rings and using the standard greeting.

Transport 1%

Customer satisfaction Our satisfaction rates rose again this year to 97%
of clients who are satisfied or very satisfied with
the service we provide with no one expressing
dissatisfaction with the service. @ Premises £3,514,346 -

e.g. rents, council tax, furniture

Visits We carried out more than 6,500 visits to our clients
and our Technical Surveyor carried out a minimum @ Running costs £538,614 -
of 450 property inspections. e.g. staff salaries, grant giving, stationery
Local surgeries We attended 200 locally based drop-ins for Support payments £821,650 -
clients in addition to approximately 90 city centre e.g. social service clients support payments
surgeries at the Civic Centre. Transport £25,911 -

e.g. minibus hire, car mileage

Total: £4,900,521




Other achievements in 2009/10
that many people face. We gave the Air Museum. The visit was organised to

This month we were awarded the items collected to the West End Refugee give people the chance to find out more

Customer Service Excellence Standard. Service, and the East Area Asylum about the cultures and traditions of the

This involved an in-depth assessment Seekers Support Group who told us: North East. People told us they had a
great and very educational trip.

of how we meet the criteria for this “It was tremendous to receive the boxes
award. In particular the government and | know our clients were immensely October 2009
wants public services to -
b effiEient offoction grateful - not least because_r we haye:\ We were invited to deliver an
: ' - struggled some weeks to find sufficient . ion t
llent, equitable and e 3 awareness raising session to managers
excellent, eq & food for them.... thanks to everyone who d S ‘ahbourhood
: d the 4 CSE ) Y and supervisors in Neighbourhoo
empowering an y Sud contributed. Services. We worked with Gaby Kitoko
want organisations to use EQE i y !
the standard to achieve giu August 2009 Development Manager of partner
; Lt X organisation ACANE, who gave a very
these aims. U . . .. ) ) ' )
We organised a trip back in t'm? when informative and emotional account of his
The assessor commented: we took nearly 200 people seeking own experiences of fleeing persecution
asylum and refugees to Beamish Open and of his life in Newcastle.

“There is a very client-focused culture
within the ASU and this is evident in
their approach to service delivery...
The service performs very well in terms
of delivering what it says it is going to
deliver.”

We were all delighted with this award as
it endorses our approach to the way we
manage our work. It also acknowledges
all the hard work the staff team put in
every day of the week.

Also, in June 2009, we organised a
collection of food and other essential
items. We did this to mark Refugee
Week, support destitute asylum seekers
and raise awareness about the difficulties m 4]




Reflections on the past decade

2002
e Started to manage ‘Disbenefited’ cases.

2003

e Transferred Interim Scheme cases from other Local Authorities who had
dispersed clients to the city — mainly Kent County Council.

e Launched our grant aid budget for voluntary and community groups.

* Developed the Refugee Move On Team.
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December 2009

This month we celebrated ten years since
the ASU was established. We organised a
celebration event at the ASU to mark this
occasion.

Guest speaker, Gaby Kitoko,
Development Manager of ACANE,
reflected:

“It is a pleasure to be asked to speak at
an event which marks such an important
occasion in the history of YHN'’s Asylum
Seekers Unit.

“We have come a long way in the past
ten years and whilst we still undoubtedly
have a lot of work to do within the

communities which we serve, there is real
cause for celebration when we look back
at what has been achieved by the ASU
and its partners over the past decade.”
Another achievement in December

was that the ASU staff team continued
their tradition of organising a Christmas
appeal.

On 21 December 2009 the ASU, along
with Sage Gateshead, held an event in
Santa’s Grotto to give gifts to children
living in Newcastle who rely on our
support. Almost 60 families enjoyed a
festive afternoon at the Sage and visited
Santa Claus, Mrs. Claus and Emily the EIf.
The remaining gifts were distributed by
Support Officers to those children who
couldn’t be there on the day.

February 2010

Every year we organise an awareness
raising session for medical students from
the University of Newcastle. This month

we continued this initiative. We are told
every year how important these sessions
are in giving the students a greater
understanding of how social factors
impact on people’s health and how the
health needs of asylum seekers can be
particularly acute.

Almost 100 clients joined us to celebrate
International Women'’s Day on a cruise
down the River Tyne. The women joined
in with inspirational drumming and
singing. A great day was had by all.

Also this month we developed our
‘Dealing with racism action plan’. We
developed this in direct response to what
our customers have told us about their
concerns. The action plan includes a
commitment to publicise support services
more and carry out an in depth survey
with clients to better understand their
experiences.




a personal reflection, Vin Totton

The ASU celebrated its tenth
birthday just before Christmas
2009 in YHN House. This
involved a special tribute to,
and celebration with, all our
partners in recognition of our
achievements together.

It led me to reflect on the work we have
been engaged in over these ten short
years.

What | do know is that we have left

a tremendous mark on the way in
which Newcastle responds to the area
of Support and Care and community
cohesion and has also shown how a
strategic plan can work well in practice

and across statutory,
voluntary and community sectors.

Our work has provided excellent services
to over 3,656 households over this time
and in properties across a wide portfolio
of YHN/NCC properties, as well as in the
private sector.

Starting off

The City Council was approached by the
Home Office to engage in a national
dispersal policy due to be brought
about by new legislation in 1999. Along
with the other nine local authorities
making up Tyne and Wear and Tees
Valley, Newcastle set up the North East
Consortium for Asylum and Refugee
Support (NECARS).

Newcastle started by taking initial
referrals from the London Asylum
Seekers Consortium (LASC) under the
initial support system — the Interim
Scheme. We used single person’s
accommodation in Byker and Walker

to help us set the system up and from
December 1999 to May 2000 up to 100
single people and one family were
assisted into supported accommodation.
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Reflections on the past decade

2004

e Start of Social Services Support arrangements for families (section 17), and vulnerable single people (section 21).

In turn this resulted in a marked increase in private sector properties we used.

e Carried out our first large scale customer satisfaction survey.

* Developed our first service standards.

® Relaunched our ‘Welcome pack’ which we give to all newly arrived households.

e First ASU Christmas Appeal.
2005

e Completed a Best Value Review on the service.

* Negotiated a second contract — the Next Steps contract.

e Organised successful transfer of clients supported by private contracts which were terminated by the Home Office (ART).

By this time the National Asylum Support
Service (NASS) was set up for the
commencement of our first consortium-
led contract with the Home Office (which
started in June 2000). This committed us
to providing 360 properties over the five
years of the contract. We decided after
some significant problems encountered
by private providers already operating in
the city, that we would provide half of
our properties for single people and half
for families.

However, it has not been all about the
properties. We recognised that the
process of placing many non-white faces
onto predominantly white estates was a
challenge to community tensions.

We therefore committed to a Big
Dialogue with Councillors representing
the wards across the city, local tenants
and residents associations, locally

based services as well as statutory and
voluntary sector organisations. The
reactions were, and have remained, very
supportive but there were some difficult
times where local individuals were
vociferous in their opposition. However,
we have always felt that this investment
in making people aware of the
proposals and keeping them informed
has produced very good working and
pastoral relationships. This has resulted
in many clients choosing to remain in
these communities when they are given
leave to stay.

b,

-

Ringing the changes

The first two contracts were property
based - making sure there were enough
places to receive clients. However,

this dispersal process was taking place
against a changing social housing
situation: demand for accommodation
has increased across the region and
especially in Newcastle. Our reliance on
social housing has therefore diminished
over time in preference to the private
rented sector.

The third and current contract has been a
change to a client service contract which
focuses on the support to clients and

it's demands are wider than the initial
two contracts and also more intensive
regarding our performance.



However these are not the only changes
we have had to contend with. From
setting up the service we have managed
many and varied changes and these

are highlighted in the green boxes
throughout this report.

Our service has always been outward
looking and has served the community as
well as clients at all times. Many clients
have chosen to remain in Newcastle and
around the same areas where they have
received tremendous support from their
neighbours. We are very proud of the
way these support systems have been

set up over time working closely with
Children’s Services, Leisure Services and a
range of new and emerging communities
to help them support themselves and the
community in which they operate. We

Reflections on the past decade

2006
¢ Closure of the Interim Scheme.

e First Asylum Unit in the UK to receive the
Charter Mark Award.

e Successful in our bid for a third contract —
The Target Contract.

¢ Finalists for national awards.

have been lucky to be able to support
some of these activities.

The future

We continue to see the impact of the UK
Border Agency determining older cases
through the case resolution programme
- something we have been advocating
for many years. People need to know
what the future holds for them and be
able to plan their futures rather than be
left waiting for years on end.

The impact is also visible in a reduced
population of clients which is also a
great thing to see. However, this creates
insecurity for us in the numbers of clients
being supported. Having developed
excellent services over the last ten years

we are keen to ensure we continue to
play a full and active part in the future.

We continue to show our worth to
the UKBA in terms of compliance with
the contract terms, our flexibility in
managing changing scenarios and the
very high satisfaction clients have with
the way we deliver our service.

In addition to this we have the massive
support from the various agencies we
have worked so well with over the past
ten years, creating a network which
must be unsurpassed in the delivery of a
national policy.

Thank you all for your valuable
contribution.

/\N\/QDW—_\I‘-—-_—

Vin Totton
Manager
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A decade of partnership working

We could not have achieved
all that we have over the past
ten years without building
constructive relationships with
a number of partners from
the statutory, voluntary and
community sectors.

We asked a sample of these
partners to tell us what they
thought about the last ten years
of activity and this is what they
told us:

"It was back in June
2000 that the region
signed its first contract to
provide accommodation
and support to asylum
seekers as part of the
government’s dispersal
policy. This was done

on the back of the pride that we have in
welcoming people from all parts of the
world.

“Ten years on and we can say with
pride that WE DELIVERED and continue
to deliver. The benefits to and for

the region are too many but could

be summed up in one sentence...
‘collectively we are richer in our
knowledge, our diversity, our economy,
our culture and our strength in
partnership working.’

“We in the region should celebrate our
successes as we all had, have and will
continue to have a part to play....."

Nadeem S Ahmad,
Regional Partnership Manager, North
East Strategic Migration Partnership.

“Back in 1999, WERS
could never have
anticipated the high
level of need amongst
its clients or the breadth
of services that it would
have to develop in
order to meet these
needs. Responding to the many and
frequent changes in asylum legislation
has required a flexibility of approach,
tailoring services to the ever-changing
needs of the clients.

Reflections on the past decade

2007
e Worked with others in the city to tackle the
growing problem of destitution.

* 150 Section 4 cases transferred to ASU support.

e Introduction of the
New Asylum Model
by the Home Office.




Sadly, the issue that for WERS has
dominated these years of dispersal

has been destitution, one of the most
intractable problems of the asylum
process and one with which the
voluntary sector has largely been left
to cope. This has presented WERS with
enormous challenges, not least raising
considerable sums of money each year
for the hardship fund.

“Throughout the past decade, partnership
working has been key in enabling clients
to access a comprehensive network of
support and WERS highly values the
effective working relationship with the
Asylum Seeker Unit at YHN.”

Lindsay Cross,
Project Director, West End Refugee
Service

“Newcastle Council have
been providing leisure
provision for asylum
seekers and refugees
thanks to grants from
the ASU and working
closely with other
agencies.

Reflections on the past decade

2008

* The government’s CRD (‘legacy’) policy
affected over 160 families in Newcastle.
Our efforts ensured that no one was made

Newcastle
Asylum
Seekers Unit

homeless as a result of this policy.

e First food collection appeal for destitute

asylum seekers.

“The leisure project has changed
throughout the years owing to funding
and the influx and dispersal of clients.
We have always striven to find the

right formula of enabling individuals to
access their local leisure facilities for free
and also co-ordinating and delivering
festivals, events and tournaments for
groups and families. This introduction
to leisure activities helps increase
physical and mental wellbeing as well as

promoting social inclusion across the city.

“Although some aspects of the project
have been challenging and frustrating,
the bringing of people together from
different cultures and communities
has been rewarding and proof that
the leisure project has been essential
in improving people’s health and
integration into the community.”

Tamela Davison - Sports Development
Officer, Newcastle City Council

% "“This decade began
with a big change when
it comes to supporting
people seeking asylum.
The ‘dispersal’ policy
introduced by the Home
Office started to unravel
real difficulties affecting
people’s lives. Some of these difficulties
could be resolved but others had more
long term and serious consequences.

“Destitution became a reality as an
integral part of the asylum process.

This brought communities together in
responding to and supporting people left
on the streets. For those that did have
accommodation, NERS worked closely
with all accommodation providers to
ensure required standards were met.
Over the years YHN has set an exemplary
lead amongst accommodation providers
thereby making positive changes all the
more likely in the City.
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“At the start of the decade larger
numbers of people were arriving in the
City, in many areas for the first time.
Initially, many newly arrived households
were met with some resentment from
local communities. This has changed
over the years proving that Newcastle
is generally a very welcoming city. The
establishment of the Regional Refugee
Forum in the early years of dispersal
helped in this process.

“NERS itself has developed over the years
responding to the various changes. We
developed a number of specific projects
to support settlement in the region - all
of which would not be possible without
the real commitment and dedication of
its tirelessly working staff.”

Amer Ratkusic, Team Leader, North of
England Refugee Service

“In 2000, pupil numbers
were generally in decline
and discussions had
started concerning the
viability of some schools
in the city.

At the same time,
numbers of children arriving in
Newcastle increased dramatically with
the effect of school places being filled

and a new lease of life being given to
many schools.

This process was not without challenges.
Accommodation for asylum seekers was
concentrated in certain areas of the city
resulting in some schools receiving many
more requests for places than others.
For all schools the challenge was how

to accommodate children from diverse
backgrounds with little to no English.

“The Education Welfare Service worked
with the schools, families and children to
ensure the most appropriate placements
were achieved. This was made a lot
easier when the government allocated
£500 per asylum seeking child to the
school.

“This enabled the schools to buy in

any additional resources they needed

to assist in achieving positive learning
outcomes. Unfortunately this grant

only lasted a few years. Overall the last
decade has meant that all children’s
education has been enhanced by the
sharing of experiences, cultures and long
lasting friendships.

“The challenges today are that some
schools have now reached their capacity
which means that some children have
to travel to other schools further away.
Accommodating the needs of non

English speaking children into school life
will always remain a challenge.

“With 19.2% of primary, and 16% of
secondary school children in Newcastle
speaking English as an additional
language, the need for a highly skilled,
bi-lingual workforce is essential. The
grant from the ASU over the years

has really helped us to achieve this

by supporting a bi-lingual volunteer
service for schools. The grant purchases
a welcome pack and school uniform
for all new asylum seeking school age
students.”

Oscar Gates, Integrated and Targeted
Services Team Leader, Newcastle City
Council

Reflections on the past decade

2009 . Newcastle
e Achieved the Asylum
Customer e
Service
Excellence

Award.




Statistics for the past decade

Forms of support during the last 10 years by numbers of households.

2001 2003 2005

[ | [ | [ | [ | [ | [ | [ | [ | [ | [ | [ | [ |
Section Section Interim Dis- Social Section Section Interim Dis- Social Section Section Interim Dis- Social
95 4 benefitted Services 95 4 benefitted Services 95 4 benefitted Services
251 0 216 1 0 325 0 118 3 0 349 0 73 2 92
2007 2009 Totals - ten years of support

[ | [ | [ | [ | [ | [ | [ | [ | [ | [ | [ | [ |
Section Section  Interim Dis- Social Section Section  Interim Dis- Social Section Section  Interim Dis- Social
95 4 benefitted Services 95 4 benefitted Services 95 4 benefitted Services
344 105 0 0 126 245 204 0 0 156 2,395 477 504 7 273
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Asylum Seekers Unit

Your Homes Newcastle,
YHN House,

Benton Park Road,
Newcastle upon Tyne,
NE7 7LX.

e Tel: (0191) 278 8620
e Fax: (0191) 278 8604
e E-mail: asylum.unit@yhn.org.uk
e Website: www.yhn.org.uk
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