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Appendix 4 -  
Stakeholder Survey  
and Interview Findings

EXECUTIVE SUMMARY

Introduction

This Executive Summary report combines the findings 
of an on-line survey conducted with organisations within 
Coventry that provide services to different migrant groups 
and a series of more detailed telephone interviews 
with selected stakeholders. It is part of a wider body of 
research that has been undertaken as part of the Coventry 
Migrant Needs Assessment. There were 59 respondents 
from 25 organisations to the survey (16 were third sector 
organisations, with the remaining from primary care, mental 
health services, schools and council services), with 18 follow 
up interviews undertaken (12 with partners from third sector 
organisations, 3 with primary care/healthcare staff and 3 with 
council service staff). 

A number of common themes emerged through the research which can be 
summarised under the following:

 �Health

 �Housing

 �Education and Skills

 �Employment 

 �Issues relating to No Recourse to Public Funds (NRPF)

 �The need for a more joined up approach

● �Improving intelligence

 �The need for additional resources 

 �Feedback on the services provided by the CRMC
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Health

The most frequent comments relating to health support needs related to 
mental health issues, with many indicating this is a major concern. Key 
issues that were raised in relation to mental health included:

 �Long waiting lists for initial mental health assessments

 �Not enough support in relation to counselling services

 �Particular weaknesses in mental health support for children and young 
people

 �The need for services other than general helplines that enable someone 
to speak about wide ranging issues linked to mental health   

32 respondents (out of a total of 59 respondents completing all or part 
of the on-line survey) indicated that they provide some type of specific 
support with mental health/wellbeing (ranging from likely low level support 
from third sector organisations and primary care to specialist support 
from mental health services), 23 with lifestyle and healthy living, 18 with 
safeguarding for victims of domestic violence, and 10 or more with therapy 
and counselling services, substance misuse support, maternity and child 
health, support in relation to non-communicable and communicable 
disease and support for survivors of torture (this included both specialist 
and lower level support). Other specific health related services provided 
included screening and immunisation support, supporting survivors of 
sexual violence and 1:1 emotional support. 

The Meridian Medical Centre was identified as a particular example of local 
good practice with respect to health services. 

16 respondents ranked mental health services within the top 5 of all 
migrant related support services in terms of frequency of use. This was 
also the case with respect to 9 respondents for maternity and child 
health services, 8 respondents for lifestyle and healthy living support, 
5 respondents for screening and immunisation and 3 respondents for 
support for survivors of torture.  

Five respondents indicated that mental health support services have 
experienced a significant increase in demand for services over the last 12 
months and four respondents that this was the case for Counselling/1-1/ 
therapy. 

In terms of effectiveness of current provision, stakeholders identified 
significant gaps in mental health provision, including in relation to young 
people and counselling services across all age groups. By comparison 
with provision for physical health issues, mental health services were 
identified as severely under-funded.     

A wide range of comments related to potential improvements to mental 
health related services were identified including the need for more direct 
work with migrant communities, based on their specific mental health 
needs; improved access to mental health services for children and young 
people including more trained staff and the appointment of a specialised 
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children’s mental health worker; availability of one to one assessments 
covering all health issues, including mental and emotional health; 
improved access to counselling for those that have experienced trauma, 
together with the need for mental health support provision to be delivered 
in the community through family visits and visits to others such as ‘looked 
after children’ and unaccompanied teenagers in their own environment. 
The point was also raised that services need to be culture and language 
appropriate, recognising that in some cultures mental health is not really 
recognised as an issue. 

Housing					   

Availability of appropriate housing for all groups, but particularly young 
people, poor quality of accommodation and overcrowding in shared 
accommodation, particularly in relation to the private rented sector were all 
identified as particular housing issues.

In relation to the range of services provided, 17 respondents indicated 
that they provide specific support with housing and accommodation (third 
sector organisations and Coventry City Council), 5 respondents that this 
service is ranked first in terms of frequency and 12 respondents that this 
service is ranked within the top 5 in terms of frequency of use. 

Other specific housing support provided included furniture provision and 
emergency packs relating to the allocation of empty properties.  

Five respondents indicated that housing/homelessness support services 
have experienced a significant increase in demand for services over the 
last 12 months. Reasons for this that were cited included a tightening of 
eligibility for Housing Benefit for EU migrants while looking for work.  

Particular issues were raised in terms of the adequacy of support in 
relation to single people and EU nationals.

Housing support is identified as a critical aspect of support for new 
arrivals. It was pointed out that without housing it is impossible to start to 
integrate, find employment or access educational services. Suggested 
improvements include more affordable housing; more social housing; 
more overall funding for suitable accommodation; improved access to 
landlords; provision of adequate housing for larger families and single 
people; more housing officers and reduced waiting list times. Introduction 
of a ‘Bond Guarantee Scheme’ allowing loans to be administered for the 
purchase of houses at zero percent deposit was also suggested.   
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Education and Skills

In relation to education and skills the most frequent comments related 
to ESOL support needs. It was pointed out that without English skills, 
attaining work, volunteering or participating in education and training 
are usually not possible. Attaining English language skills also enables 
participation in a much wider range of social and other activities.       

Whilst there is some ESOL provision available it was acknowledged this 
does not match the demand for this support.  

It was also pointed out that often English language challenges are more of 
a problem for adults than children, given the work done within schools to 
support children whose first language is not English, together with the fact 
that children at school are surrounded by other children speaking English.  

The importance of confidence building support was stressed as a vital 
element in the support needed to help migrants move forward.  

The need for support transferring skills and qualifications into a UK setting 
was also highlighted a number of times, given that qualifications obtained 
in different countries, even in relation to some highly educated migrants  
are often not recognised within the UK.   

The most frequently cited education and skills support provided were 
ESOL and other English conversation classes and Life Skills.

 �In relation to ESOL and other English conversation, 22 respondents 
indicated that they provide this specific support, 2 respondents that this 
service is ranked first in terms of frequency of use and 10 respondents 
that this service is ranked within the top 5 in terms of frequency of use. 

 �In relation to Life Skills, 21 respondents indicated that they provide this 
specific support, 1 respondent that this service is ranked first in terms 
of frequency of use, and 5 respondents that this service is ranked within 
the top 5 in terms of frequency of use. 

Stakeholders identified inadequacies in the level of ESOL provision overall, 
but in particular in relation to those not eligible to claim benefits and early 
evening ‘twilight’ provision for those in work.  

In relation to wider education provision it was pointed out that younger 
age groups tend to be better catered for than older age groups, with 
schools considered generally more equipped than colleges to support 
different migrant groups. Suggested improvements include improved 
access to provision for those with no recourse to public funds, the offer of 
a wider range of courses and help for those with qualifications from other 
countries that are not recognised in the UK to fast track to gain recognised 
qualifications.   
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Employment

The importance of what can be termed employability skills and preparing 
people for work was most frequently stressed in terms of comments 
relating to employment support needs.

The importance of understanding how to present to employers; 
understanding the structure of workplaces (which may be very different 
in other countries); how to access information on vacancies and other 
relevant information and support writing CVs was stressed in this context. 

Wider support in terms of understanding the requirements of the benefits 
agency was also identified as important.  

Other issues that were raised in relation to employment support included:

 �The fact that that while employment support is particularly important for 
Refugees and EU Migrants, this is not important to Asylum Seekers and 
undocumented migrants who are not allowed to work. 

 �The importance of support accessing volunteering opportunities as a 
way into employment 

 �The low level of jobs those that do gain employment generally go into, in 
particular, low level caring jobs, cleaning operative positions, child care, 
retail, warehouse distribution, driving and security.

 �The importance of changing the mind-set of employers and employment 
agencies to ensure practices are not discriminatory.     

The most frequently cited employment related support provided were job 
search and success to employment and volunteering schemes.

 �In relation to job search and success to employment support, 26 
respondents indicated that they provide this specific support, 8 
respondents that this service is ranked first in terms of frequency of use 
and 13 respondents that this service is ranked within the top 5 in terms 
of frequency of use. 

 �In relation to Volunteering Schemes, 25 respondents indicated that they 
provide this specific support, 2 respondents that this service is ranked 
first in terms of frequency of use and 14 respondents that this service is 
ranked within the top 5 in terms of frequency of use. 

Suggested improvements included the need for good quality work 
placements and increased opportunities as one way to support people 
into work and help gain skills. 
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No Recourse to Public Funds

It was pointed out that the adequacy of provision in terms of a range of 
services is linked to immigration status, with those with No Recourse to 
Public Funds (NRPF) much more limited in terms of access to education, 
housing, employment and health services than those with recourse to 
public funding. This manifests itself in a number of ways. For example, 
those with NRPF are not entitled to housing support and usually not 
entitled to work in order to earn to rent privately; can struggle to get 
support with ESOL and any form of education and training and available 
evidence indicates that while successful asylum seeker application 
outcomes tend to be associated with improved health, refused asylum 
seekers tends to be associated with impaired health.

A significant increase in demand for support for those destitute was 
reported by two organisations, at least partly linked to changes in 
legislation that leave people with no support and increased levels of 
destitution. This includes those refused asylum that now have no recourse 
to public funds, but it was also pointed out that eligibility rules for benefits 
and other support have been tightened through Government legislation 
for other groups. This includes tightening of eligibility for Housing Benefit 
for EU migrants while looking for work and no access to Job Seekers 
Allowance if work is not found within three months. 

A more joined up approach

A number of comments indicated that services needed to be more ‘joined 
up’ and avoid competing with each other, with very clear recognition of 
the particular specialisms of each support agency. Comments included 
the need for greater overall co-ordination and communication across 
the statutory and Third sector network of support agencies, including a 
more ‘joined up’ approach between multi-agency support and avoidance 
of duplication; improved communication through increased networking; 
named liaison personnel within key services including DWP and Housing 
Benefits to make referrals easier; and the development of clearer referral 
pathways. 

Improved intelligence 

The need for improved intelligence and information resources was also 
a common theme. Some comments related to the need for both paper 
and on line resources for migrants and support agencies outlining what 
support services are provided by each organisation in Coventry. This 
included the suggestion that a booklet that could be designed and given 
to all migrants new to the area with resources and contact details of 
local organisations that can provide support.  It was also suggested that 
there should also be a generic website that all organisations that support 
migrants in Coventry can access with updated information on all services 
in the area, in order to make signposting to services easier for all.
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The need for additional resources 

Although there is generally considered to be a good network of provision 
across Coventry it was also acknowledged by some stakeholders that 
demand for services outstrips supply.

Given this, not surprisingly, a number of comments referred to the need for 
additional funding and resources. This included the need for more funding 
into both statutory and Third Sector (including specialist) organisations 
that support different groups of migrants. Some suggestions referred to 
additional funding for specific organisations including CRMC, Coventry 
Law Centre and CRASAC, all identified as organisations where demand 
for services outstrips current capacity.  

Some comments pointed to specialist advice services that have closed 
in the West Midlands Region over the last few years thus increasing the 
workload of similar services that remain, but also how cutbacks in certain 
statutory services have led to increased referrals to the Third sector without 
any corresponding change in funding. 

The Coventry Refugee and Migrant Centre

Stakeholders were asked ‘are there any ways in which you would like to 
link with the CRMC more effectively or establish closer working links?’ In 
response a number of stakeholders indicated that stronger partnership 
working would be advantageous, or at least more detailed discussions 
about the services each organisation provides.  A number of other 
organisations indicated that they already have strong links that have 
sometimes been built up over a number of years.

Views on the effectiveness of the processes and services provided by 
CRMC to support migrants were generally very favourable, with 71% of 
respondents indicating these services and processes were effective or 
very effective, compared with only 4% indicting they were not effective or 
not effective at all. 

Respondents were also asked to identify any specific ways existing CRMC 
services could be developed further or improved, by outlining up to three 
suggestions. There were a total of 26 respondents to this question with 
a total of 57 suggestions for further developments or improvements to 
services. The most frequent responses are summarised below.

 �Improvements to communication/networking/Coordination/Access 
across third sector/statutory sector support agencies (15 responses)

 Additional funding/resources (7 responses)

 �Therapy and counselling - especially provision of specialist services for 
children, creative therapeies (4 responses)

 �Legal advice services - especially affordable legal advice, and automatic 
referrals from social services (3 responses)
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 �Primary and Secondary care services - including better access, 

ensuring it is easier to register with a GP and the importance of 
interpretation service support (2 responses) 

 �ESOL and other English conversation classes - increased provision, 
including ‘twilight’ provision (2 responses)

In addition to improvements or developments to existing services, 
respondents were asked if they thought any new services are 
needed at the CRMC.   A significant minority of respondents (16 out of 42 
or 38%) indicated they thought new services were needed.  

Respondents were also asked to identify what services currently 
provided by the CRMC they would like to see more resource for to 
better support the needs of migrants. The most frequent responses 
suggested more resources in relation to the following support:

 �Support with housing and accommodation - 7 responses from the on 
line survey including crises support for the homeless in addition to other 
housing advice/support 

 �Therapy and counselling – 5 responses 

 �ESOL and other English conversation classes – 4 responses

 �Volunteering schemes – 3 responses including increased resources for 
volunteering brokerage and in relation to volunteering opportunities 

 �Mental health – 3 responses

 �Job search and success to employment – 2 responses from the on line 
survey including more resources relating to employability support and 
better employment opportunities for migrants 

 �Support for survivors of torture – 2 responses

 �Support for destitute asylum seekers and migrants with No Recourse to 
Public Funds (NRPF)/refused asylum seekers including resources for a 
Destitution Fund – 2 responses 

 �Safeguarding for victims of domestic violence – 2 responses
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1. Introduction

This Report is part of a wider body of research that has been undertaken 
as part of the Coventry Migrant Needs Assessment.

The aim of the Coventry Migrant Needs Assessment is to understand 
the needs of migrants in the City, with initial quantitative work to include 
a range of migrant groups, but with further work with a special focus on 
newly arrived migrants, with the aim of making recommendations for future 
service provision and partnership working.

This report combines the findings of an on-line survey conducted with 
organisations within Coventry that provide services to different migrant 
groups and a series of more detailed telephone interviews with selected 
stakeholders. 

The on-line survey was sent out to a wide range of both statutory and 
voluntary organisations that support migrants in Coventry. There were 
a total of 59 respondents completing all or part of the on-line survey of 
which 32 identified their respective organisation. Of these 17 were third 
sector organisations, 3 were schools or education establishments, 6 were 
employed by Coventry City Council and 6 were from GP practices or the 
health service. 

This was followed by a programme of detailed follow up telephone 
interviews with a sample of 18 respondents to the online survey that 
agreed to participate. 12 interviews were with partners from third sector 
organisations, 3 with primary care/healthcare staff and 3 with council 
service staff). 

Details of those stakeholders that participated in the follow up telephone 
interviews are set out in the Appendix. 

This report is structured under the following headings: 

 �Migrant support needs

 �The range of services and support provided and service use

 �Profile of service users

 �Changes in service demand

 �Effectiveness of local services to support migrants

 �Suggested improvements to existing support for migrants 

 �Good practice

 �The Coventry Refugee and Migrant Centre
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2. Migrant support needs

Respondents to the stakeholder telephone interviews were asked ‘in 
relation to each of the different migrant groups you provide services for 
can you comment on what you think the main support needs are in relation 
to housing, health, education and skills, and employment.’ Responses to 
this question are summarised below. 

(A) Housing

Availability of appropriate housing for all groups, but particularly young 
people was identified as an issue, with frequent use of hostels and hotels 
identified as a particular area of concern in this respect.  

Poor quality of accommodation was also identified as widespread with 
much of it concentrated in the most deprived areas of Coventry. 

Linked to this, concerns were expressed in relation to overcrowding in 
shared accommodation, particularly in relation to the private rented sector, 
which was also identified as expensive.   

Particular issues were raised in relation to those with NRPF, who are not 
entitled to housing support or to work in order to earn to rent privately.   

“Housing is a big problem for all of those  
that we work with as it is for anybody  

who is no recourse to public funds and that is 
predominantly because people aren’t entitled 

to any support and people aren’t entitled to 
work and they’re not able to access Local 

Authority housing and they’re not able  
to earn to rent privately.”  

Coordinator – Third Sector Support Organisation  

For those Asylum Seekers granted leave to remain, it was pointed out that 
there is a need for ‘housing starter packs’ given that at this point in time 
many will not have benefits in place or have found work, so cannot afford 
the outlay associated with a move into accommodation.

“What tends to happen of course is they get 
their key at a point... they get their leave to 

remain, they haven’t yet got their benefits in 
place or they have not yet found a job. They’ve 
got no money and income, they get their key 

and they can’t afford to get anything to be able 
to move into the property. That is a big need.” 

Trustee – Third Sector Support Organisation
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(B) Health

The most frequent comments relating to health support needs related to 
mental health issues, with many indicating this is a major concern. 

“People are expressing that they are suffering 
more from anxiety, low moods, mental health 

(issues). More and more people are presenting 
themselves and actually stating that that 
is how they are feeling and that they are 

depressed and anxious.”  
Manager – Third Sector Support Organisation

Key issues that were raised in relation to mental health included:

 �Long waiting lists for initial mental health assessments

 �Not enough support in relation to counselling services

 �Particular weaknesses in mental health support for children and  
young people

 �The need for services other than general helplines that enable someone 
to speak about wide ranging issues linked to mental health   

It was pointed out that mental health support needs go well beyond the 
more obvious issues relating to being traumatised as a result of coming 
from a war torn country or other experiences.

“Lots of things are related to mental health, it’s 
not just you were traumatised and therefore 
you have an issue. Its loneliness, survival, 
trust, loyalty, all those sorts of things will 
impact on the person and then we will see 
certain behaviours as they start becoming 

settled into the community.”  
Support worker - Third Sector Support Organisation

Other health issues raised included the following:

 �Reluctance of migrants from some countries to use available counselling 
services because of cultural attitudes, given that in many countries 
counselling services do not really exist. 

 �Problems linked to NRPF. It was pointed out that available evidence 
indicates that successful Asylum Seeker application outcomes tend to be 
associated with improved health whilst refused Asylum Seekers tends to 
be associated with impaired health.       
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 �Language challenges, with the need for support in order for different 

migrant groups to understand what services are available and what is 
being said, with one aspect of this the need for more interpreters.

 �Linked to this is the issue that many migrants don’t understand the UK 
heath system, with support needed to help access the services that are 
available. It was pointed out that this has led to a tendency for certain 
groups to rely on acute services rather than use of GPs.     

 �Increased health education support was also identified, with the need to 
deliver this support in ‘culturally appropriate’ ways.   

 �The need for a dedicated migrant health screening service appreciative 
of particular issues and problems including country specific problems 
was also raised.    

(C) Education and Skills

In relation to education and skills the most frequent comments related 
to ESOL support needs. It was pointed out that without English skills, 
attaining work, volunteering or participating in education and training 
are usually not possible. Attaining English language skills also enables 
participation in a much wider range of social and other activities.       

“If you don’t speak the language you aren’t 
going to get very far. If you don’t speak the 

language, you’re not going to be able to 
volunteer or get any work experience or get 

that job which is the vital goal. Definitely 
English needs to be something which  

is learnt quickly”. 
Support worker - Third Sector Support Organisation

“It’s enormously positive if people are seeking 
asylum and going to English classes.   

It’s giving them an important skill, learning the 
language and giving them friends and a social 
setting.  It’s a very positive thing for them to 

be doing, so anything Asylum Seekers and 
Refugees can do in terms of Education,  

is very positive.”  
Health Professional - Primary and Secondary Care

Whilst there is some ESOL provision available it was acknowledged this 
does not match the demand for this support.  Support ‘buddying up’ with 
someone with the same group language but more advanced in terms of 
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English was highlighted as one useful aspect of support that needs to be 
put in place more widely. 

It was also pointed out that often English language challenges are more of 
a problem for adults than children, given the work done within schools to 
support children whose first language is not English, together with the fact 
that children at school are surrounded by other children speaking English.  

The importance of confidence building support was also stressed as a vital 
element in the support needed to help migrants move forward.  

“We have confidence building programmes 
which support those people to gain confidence. 

They are so low they can’t get access to 
anything so it’s trying to improve their self-

esteem and help them to move forward.”  
Manager – Third Sector Support Organisation

 

The need for support transferring skills and qualifications into a UK setting 
was also highlighted a number of times, given that qualifications obtained 
in different countries, even in relation to some highly educated migrants  
are often not recognised within the UK.   

“A lot of the time we will find that many of 
the people who I have seen are qualified, like 

doctors, dentists, nurses in their own countries 
and places where they’ve come from, but when 

they come to the UK, these qualifications  
aren’t recognised and because of that,  

they struggle to find work.” 
Coventry City Council - Support Worker

Other support issues that were raised included: 

 �The need for work experience and volunteering opportunities as a 
way to help different groups gain valuable experience, become more 
employable and gain confidence.   

 �Support with literacy, particularly for some groups such as the Roma 
community

 �The need for increased flexibility within the education system, including 
addressing the issue of the ‘term system’ which means some people are 
waiting several weeks to access services; tackling restrictions on access 
to certain courses as a result of national funding eligibility restrictions 
and the automatic placing of young people in classes according to 
age, when some children may have missed years of schooling – a more 
tailored approach was suggested in this context.



Coventry - a welcoming city  � MIGRANT NEEDS ASSESSMENT 201886

Appendix

4
 �The need for delivery of educational support in a ‘culturally appropriate’ 

way

 �Support with IT skills

 �Support with CV writing

 �Tackling peer pressure restricting participation, mainly in the case of 
women 

 �The need for provision to be delivered locally

 �Increased support for those aged 15 to 16: It was commented that this 
age group may not get into school, may be unsupported financially, so 
they have no recourse to public funds and can struggle to get support 
with ESOL and any form of education and training because they are not 
18 or 19. 

(D) Employment

The importance of what can be termed employability skills and preparing 
people for work was most frequently stressed in terms of comments 
relating to employment support needs.

“People who have had difficult times might not 
necessarily be ready for work.”  

Manager – Third Sector Support Organisation

 

The importance of understanding how to present to employers; 
understanding the structure of workplaces (which may be very different 
in other countries); how to access information on vacancies and other 
relevant information and support writing CVs was stressed in this context. 

Wider support in terms of understanding the requirements of the benefits 
agency was also identified as important.  

“It is understanding the application process 
in the UK, which may be different to other 

countries. Understanding the requirement of 
benefit agencies, particularly Job Centre Plus 
with regard to job search and needing to show 
substantial evidence of job search in order to 
not be sanctioned on benefits. Part of that is 

understanding the whole benefit process.” 
Coventry City Council - Support Worker
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Other issues that were raised in relation to employment support included:

 �The fact that that while employment support is particularly important for 
Refugees and EU Migrants, this is not important to Asylum Seekers and 
undocumented migrants who are not allowed to work. 

 �The importance of support accessing volunteering opportunities as a 
way into employment 

 �The low level of jobs those that do gain employment generally go into, in 
particular, low level caring jobs, cleaning operative positions, child care, 
retail, warehouse distribution, driving and security.

 �The importance of changing the mind-set of employers and employment 
agencies to ensure practices are not discriminatory.     

3. �The range of services and support 
provided and service use

Respondents were asked to indicate if they provided any of the specific 
advice, support and services for migrants from a pre-determined list. There 
were 72 respondents to this question. The most frequently cited specific 
advice, support and services provided were:

 �Mental health (specialist support from mental health services and lower 
level support from primary care and third sector organisations). 

 Welfare/benefits advice and signposting

 Job search and success to employment

 Volunteering schemes

 Lifestyle and healthy living

 ESOL and other English conversation classes

 Life skills

 Befriending and social activities

Each of these services was identified by 20 or more respondents. The full 
responses to this question are set out on Table 1 below. 
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Table 1: In relation to the groups that you support please indicate if 
you provide any of the following advice, support and services and the 
frequency each service is used?

Specific advice, support  
and services provided

Provide any 
specific services

Service ranked 
first in terms of 
frequency of use

Service ranked in 
top 5 in terms of 
frequency of use

Mental health 32 1 16

Welfare/benefits advice  
and signposting

27 4 16

Job search and success  
to employment

26 8 13

Volunteering schemes 25 2 14

Lifestyle and healthy living 23 1 8

ESOL and other English 
conversation classes

22 2 10

Life Skills 21 1 5

Befriending and social activities 20 4 9

Practical help  
(Clothing, hygiene, food)

19 2 7

Safeguarding for victims  
of domestic violence

18 0 1

Support with housing  
and accommodation

17 5 12

Primary and Secondary  
care services

17 6 9

Translation and interpreting 17 0 5

Support for destitute asylum 
seekers and migrants with 
No Recourse to Public Funds 
(NRPF)

15 2 12

Therapy and counselling 15 5 6

Education provision 14 4 10

Immigration and asylum 
support

13 2 7

Substance misuse 12 0 0

Maternity and child health 11 3 9

Non-communicable and 
communicable disease

10 0 1

Support for survivors of torture 10 0 3

Screening and immunisation 8 0 5

Legal advice services 7 2 2

Other (please specify) 10
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Ten respondents identified other specific advice, support and services 
provided which included furniture provision; emergency packs relating to 
the allocation of empty properties; policing; spiritual support; supporting 
survivors of sexual violence; 1:1 emotional support; signposting; 
interpreting; safeguarding; support relating to Coventry’s Virtual School 
and medical legal reports.

Using the same pre-determined list, respondents were asked to indicate 
which services are used most by migrants by ranking each service 
according to frequency of use (with 1 the most frequently used service).

There were 57 respondents to this question. 

Table 1 sets out the number of respondents ranking each service as first 
in terms of the frequency of use and number of respondents ranking each 
service as within the top 5 most frequently used services.   

In terms of those services ranked first, these were in order of frequency: 

 �Job search and success to employment

 �Primary and Secondary care services

 �Support with housing and accommodation

 �Therapy and counselling

In terms of those services ranked most frequently within  
the top five services, the top six were

 �Welfare/benefits advice and signposting

 �Mental health

 �Volunteering schemes

 �Job search and success to employment

 �Support for destitute asylum seekers and migrants with  
No Recourse to Public Funds (NRPF); and

 �Support with housing and accommodation.
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4. Profile of service users

Respondents were asked if their organisation held information related to 
any or all migrant groups which use their services. Of the 37 respondents 
to this question, 21 (57%) indicated this was the case and 16 (43%) that 
this information was not collected. 

These respondents were asked to indicate from the pre-determined list 
of migrant groups used within the survey if information was recorded 
with respect to each group. Refugees and Resettled families followed by 
Asylum seekers were most frequently cited with Unaccompanied Asylum 
Seeker Children least frequently cited. However, these findings probably 
reflect the profile of client groups to a large extent. Chart 1 sets out this 
analysis.  

When asked would you be happy to share this information in an 
anonymised form in order to inform the Coventry Migrant Needs 
Assessment, 27 indicated they would (out of 35 that answered the 
question).

All respondents were asked if they provide specific advice, support or 
services to any of the same pre-determined list of different migrant groups. 
Responses are also outlined in Chart 1 below. The most frequently cited 
groups were Refugees, Resettled families and Asylum Seekers.

When asked to identify from this list the groups of migrants comprising 
each organisation’s largest group of service users, Economic migrants/
students and Refugees, followed by Asylum Seekers and Resettled 
families were most frequently cited. (See Chart 1)

Chart 1: Service use information held, support services provided and 
profile of users by client group)

94 

 

Chart 1: Service use information held, support services provided and profile of users by client group) 

 

 
Respondents were asked to indicate how many migrants had used their services. Most of the 37 respondents that answered this question could 
provide a figure or estimate. Numbers ranged from 10 to 5,000, with four organisations indicating numbers ranged from 1-99, 7 organisations 
(100-249), 4 organisations (250-999) and 8 organisations (1,000 or more). 
 
When asked to indicate what proportion of these service users live in Coventry, of the 36 that responded, all provided an estimate. It is clear from 
responses that the vast majority of these service users live in Coventry. 13 indicated that this was the case for 100% of these service users and in 
15 cases the figure was between 90-99%. In all cases the figure was 50% or more.    
 
Respondents were also asked to indicate the countries of origin of their largest specific client groups of migrants, by outlining up to five 
countries, starting with the largest client group first.3  There were 33 respondents that completed this question.  

                                                             
3 Country of Origin was defined as the country that someone originally comes from. 
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Respondents were asked to indicate how many migrants had used their 
services. Most of the 37 respondents that answered this question could 
provide a figure or estimate. Numbers ranged from 10 to 5,000, with four 
organisations indicating numbers ranged from 1-99, 7 organisations (100-
249), 4 organisations (250-999) and 8 organisations (1,000 or more).

When asked to indicate what proportion of these service users live in 
Coventry, of the 36 that responded, all provided an estimate. It is clear from 
responses that the vast majority of these service users live in Coventry. 13 
indicated that this was the case for 100% of these service users and in 15 
cases the figure was between 90-99%. In all cases the figure was 50% or 
more.   

Respondents were also asked to indicate the countries of origin of their 
largest specific client groups of migrants, by outlining up to five countries, 
starting with the largest client group first3. There were 33 respondents that 
completed this question. 

3Country of Origin was defined as the country that someone originally comes from.

The largest specific migrant groups by country of origin cited were from:

 �Syria (15 respondents)

 �Afghanistan (11)

 �Poland (10)

 �Romania (8)

 �Eritrea (7)

 �Iraq (6)

 �Sudan (5)

 �Iran (5)

 �India (4)

 �Somalia (4)

 �Nigeria (3)

 �Uganda (2)

 �Bulgaria (2)

 �Ethiopia (2)

The Ivory Coast, Congo, Bangladesh, Ghana, Vietnam, Italy, Portugal, 
Russia, Zimbabwe, Slovenia and Slovakia were also mentioned once each. 
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5. Changes in service demand

Respondents were asked to identify what has happened to demand for 
services over the last 12 months within their organisation in relation to each 
of a pre-determined list of different migrant groups. 

The analysis indicates that with respect to all groups, almost all 
respondents that indicated there had been a change over the last 12 
months pointed to an increase or significant increase. Table 2 presents the 
net balance of change based on these responses, defined as numbers 
reporting an increase or significant increase minus those reporting a 
decrease or significant decrease. With respect to each group there is a 
significant positive net balance of respondents reporting an increase or 
significant increase.

This positive net balance is most evident with respect to:    

 �‘All migrants including economic migrants/students, asylum seekers, 
refugees, and irregular/undocumented migrants’, and

 �‘Resettled families (e.g. Syrian and other schemes)’

Table 2: What has happened to demand for your services in relation to 
each of the following groups in your area over the last 12 months?
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Increased 
significantly 7 6 3 5 7 5 2

Increased 19 10 9 12 16 8 7

No real change 5 11 11 10 5 10 13

Decreased 1 2 0 2 0 2 1

Decreased 
significantly 0 0 0 0 0 0 0

Net balance  
of change +25 +14 +12 +15 +23 +11 +8
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A similar pattern emerges with respect to what respondents think is likely to 
happen to demand for services over the next 12 months. Table 3 presents 
the net balance of change in terms of those expecting an increase or 
significant increase minus those expecting a decrease or significant 
decrease. Again, there is a significant positive net balance of respondents 
expecting an increase or significant increase, with the same groups having 
the highest positive net balance in terms of expected change, these being:   

    

 �‘All migrants including economic migrants/students, asylum seekers, 
refugees, and irregular/undocumented migrants’, and

 ‘Resettled families (e.g. Syrian and other schemes)’

Table 3: What do you think will happen to demand for your services  
in relation to each of the following groups in your area over the next  
12 months?
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Increase  
significantly 7 7 2 2 5 3 5

Increase 16 10 11 16 16 11 6

No real change 6 10 10 9 7 9 11

Decrease 2 1 0 0 0 1 0

Decrease 
significantly 0 0 0 0 0 0 0

Don’t know 5 6 8 6 6 9 8

Net balance  
of change +21 +16 +13 +18 +21 +13 +11
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When asked, ‘has demand for any specific types of local migrant related 
support services grown significantly over the last 12 months?’ there were 
a total of 59 responses. Of these responses, 33 (56%) indicated demand 
had grown significantly with the remainder of respondents either not sure 
(13) or indicating this was not the case (13).

When asked to identify what specific services have experienced a 
significant increase in demand over the last 12 months, a wide range of 
services were identified including those relating to:

 Housing/homelessness	 5 (respondents)

 Mental Health	 5

 Counselling, 1-1, therapy	 4

 Economic migrants	 3

 Integration support	 2

 ESOL 	 2

 Food	 2

 Destitution	 2

 Employment benefit/Welfare Benefits	 2

 Immigration and asylum support	 2

 Interpreting 	 2

 UASC	 1

 Befriending/social activities	 1

 Post 16 provision	 1

 Wheelchair service support	 1

 Legal Aid	 1

 Employment related advice/support	 1

 Advice	 1

 Health	 1

When asked ‘Do you think demand for any specific types of migrant 
related support services will experience a decline locally over the next 
12 months?’, there was a similar response rate (55 respondents), but the 
overwhelming majority indicated they thought this was not going to be the 
case (27 respondents), or were not sure (26).

Only two respondents expected a decline in any specific types of migrant 
related services. These related to the expectation of less Eastern European 
migrants as a result of BREXIT and a decrease in expected demand for 
housing, education and employment support in one case.  
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A number of reasons were identified by those organisations that have 
experienced a significant increase in demand for services including:  

 �Changes in legislation that leave people with no support and increased 
levels of destitution. This includes those refused asylum who now have 
no recourse to public funds, but it was also pointed out that eligibility 
rules for benefits and other support have been tightened through 
Government legislation for other groups. This includes tightening of 
eligibility for Housing Benefit for EU migrants while looking for work and 
no access to Job Seekers Allowance if work is not found within three 
months. Employers have also become more wary of employing migrants 
given they can now be fined for employing those not working legally. 
This is reported as impacting on some of those already in work as well 
as those seeking work.       

 �An increase in the number of particular groups of migrants in Coventry, 
which in turn lead to an increase in demand for different services. 

Other reasons identified included: 

 �Improved outreach work by the organisation itself leading to increased 
referrals as other agencies are more aware of services provided.  

 �Other local services that were available have reached capacity putting 
more strain on those organisations still able to accept more clients. 

 �The fact that Coventry is known as a ‘welcoming city’ for migrants 

“I think the city does attract people who will 
come because they know people here and 

it’s considered a welcoming city, which then 
obviously will put more pressure on provision.” 

Manager – Third Sector Support Organisation

In relation to those services expected to experience significant growth in 
the future, key factors identified included: 

 �Factors linked to BREXIT, in particular, changes in eligibility to public 
funds of EU nationals, but also increased demand for advice because 
of the uncertainty of the BREXIT process and the implications for EU 
nationals.   
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“At the moment European nationals that we 

work with, even though they are migrant 
groups, they have access to public funds. After 

Brexit comes into play, a lot of the funding 
will be cut and European nationals will then 
face the same problems that non-European 

nationals face when they come into the 
country. If they haven’t got indefinite leave to 

remain as refugee status, then they will face all 
of those problems.”

Coventry City Council – Support Worker

“The whole Brexit thing comes up. They don’t 
know where they stand, so they are coming  

in for advice. How can they secure their future 
here? (They are) nervous about the future and 

that’s going to increase I think over the  
next few years as Brexit comes in and  

goes into action.” 
Manager – Third Sector Support Organisation

 �An expected increase in numbers of Syrians being resettled in Coventry 
as numbers nationally increase over the next 4-5 years. 
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6. �Effectiveness of local services  

to support migrants 

Views on the effectiveness of the local service infrastructure and 
processes in place to support migrants were generally favourable,  
with 47% of respondents indicating these services and processes were 
effective or very effective, compared with 18% indicting they were not 
effective or not effective at all. This represents a positive net balance 
of +29% of respondents indicating these services and processes were 
effective or very effective4.  These results are set out in Chart 2 below.  

4This figure is derived by subtracting the percentage of respondents indicating 

not effective or not effective at all from the percentage indicating effective or very 

effective.

Chart 2: How would you rate the effectiveness of local service 
infrastructure and processes in place to support migrants?
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As part of the stakeholder telephone interviews respondents were asked to comment in more detail on the extent to which current services meet 
differing support needs. Responses to this question are summarised below.   
 
Although there is generally considered to be a good network of provision across Coventry it was also acknowledged by some stakeholders that 
demand for services outstrips supply. 
 
“I think there is a good level of provision, but (it is) inevitably patchy because each of the providers have limited resources.” (Manager – Third Sector 
Support Organisation) 
  
“Demand is significantly greater than what we can provide. People ask for appointments for all kinds of reason and we just don't have enough 
(capacity)”. (Health Professional – Primary and Secondary Care) 

Base: 55 respondents

As part of the stakeholder telephone interviews respondents were asked 
to comment in more detail on the extent to which current services meet 
differing support needs. Responses to this question are summarised 
below.  

Although there is generally considered to be a good network of provision 
across Coventry it was also acknowledged by some stakeholders that 
demand for services outstrips supply.
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“I think there is a good level of provision, but 
(it is) inevitably patchy because each of the 

providers have limited resources.” 
Manager – Third Sector Support Organisation

 

“Demand is significantly greater than what  
we can provide. People ask for appointments 
for all kinds of reason and we just don’t have 

enough (capacity)”. 
Health Professional – Primary and Secondary Care

A number of comments also indicated that services needed to be 
more ‘joined up’ and avoid competing with each other, with very clear 
recognition of the particular specialisms of each support agency. 

“I think it’s about communication between the 
different organisations. I know it’s difficult to 

link things up, but I think there needs to be 
stronger communication….We are all working 
in our own way, but it’s about bringing that 

together so it’s more joined up.”
Manager – Third Sector Support Organisation)

It also was pointed out that the adequacy of provision in terms of a range 
of services is linked to immigration status, with those without recourse 
to public funding much more limited in terms of access to education, 
housing, employment and health services than those with recourse to 
public funding.

The detrimental impact of Government cuts to public funding was 
highlighted as a concern by certain stakeholders reflected in the level of 
service that can be provided by the Council and other statutory bodies. 
Lack of any interpreters offered by the DWP and Job Club were highlighted 
in this context.     

It was pointed out that one of the consequences of Government cuts to 
public sector funding is that the voluntary sector is trying to fill the gap in 
service demand that has resulted from these cuts. 
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“We are finding we are not filling the gap 
of what should be the statutory service 

provision... It’s very difficult because there  
is no extra funding for us for that capacity,  

so it’s a more reactive service. There’s no time 
to plan or be reflective, no time to pause  
and think about what we should do next  

and reflect on (this).” 
Manager – Third Sector Support Organisation.

In addition to the above a number of stakeholders commented in relation 
to the adequacy of specific aspects of provision. This included comments 
in relation to:  

Metal health provision: Stakeholders identified significant gaps in mental 
health provision including in relation to young people and counselling 
services across all age groups. By comparison with provision for physical 
health issues mental health services were identified as severely under-
funded.     

“Mental health is seriously under provided... 
 I would say that we can only ever get 

somebody seen by some mental health 
services if they have done something to 

themselves or others - then they might step in, 
otherwise it’s almost impossible.” 

(Manager – Third Sector Support Organisation) 

“Our numbers have increased, we used to 
have less than 1,500 patients and then about 

7 years ago, the numbers went up.  Now our 
numbers are 2,000 coming up to 2,700 with not 

much increase in staff.  It’s simple numbers 
and the types of problems are really major, 

people have been trafficked, people have been 
tortured, these are not minor mental health 
problems, they’re really severe. Severity is 
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a problem, we’re in an environment where 

everything is being cut and we’ve noticed that 
(in relation to) the Mental Health Service (it) is 

very difficult to get the support you need.” 
Health Professional – Primary and Secondary Care

 

Housing services, with particular issues raised in terms of the adequacy of 
support in relation to single people and EU nationals.

ESOL provision – Stakeholders identified inadequacies in the level of 
provision overall, but in particular in relation to those not eligible to claim 
benefits and early evening ‘twilight’ provision for those in work.  

In relation to wider education provision it was pointed out that younger age 
groups tend to be better catered for than older age groups, with schools 
considered generally more equipped than colleges to support different 
migrant groups.

Although it was acknowledged that there is a network of employment 
support across Coventry it was pointed out that employment opportunities 
for migrants are often poor. 

(There is a) real lack of employment 
opportunities. We are trying to work with 

employers, big employers in the city; we are 
certainly trying to do that, but it’s a bit of an 

uphill struggle.” 
Manager – Third Sector Support Organisation 

Tightening of compliance by employers has exacerbated these issues. 

“Compliance issues for employers has 
tightened and it is increasingly difficult for 
people to just come here, get casual jobs;  

get themselves sorted. That route is no  
longer available.” 

Manager – Third Sector Support Organisation 

In relation to legal provision it was commented that although the Law 
Centre provide a very good service they are not adequately funded in 
terms of the level of demand for these services. 

A lack of facilities to store possessions safely and minimise the risk of theft 
was also identified. 
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7. �Suggested improvements to 

existing support for migrants 

Respondents to the online survey were asked to identify any specific 
ways services for migrants could be developed further or improved. 
Each respondent was asked to identify up to three suggestions for 
improvements.   

There were a total of 39 respondents to this question, with a total of 96 
suggestions for improvements. These responses together with more 
detailed explanations of these suggestions discussed as part of the 
telephone stakeholder interviews are summarised below. 

In order to categorise responses, the pre-determined list set out in Table 1 
has been used to group specific suggestions, with four further categories 
added, these being:

 �Additional funding/resources

 �Improvements to communication/Networking/Coordination/Access

 �Improved intelligence

 �Other

The analysis indicates the most frequently cited suggestions for 
improvements related to Improvements to communication/Networking/
Coordination/Access; Additional funding/resources; Support with housing 
and accommodation; ESOL and other English conversation classes; 
Therapy and counselling and Mental health related services. 

Suggested improvements are summarised below.

Job search and success to employment: The need for good quality 
work placements is identified.

Volunteering schemes: Identified as one way to support people into 
work and help gain skills. 

Primary and Secondary care services: Suggested improvements 
include better access (Including making it easier to register with GP 
practices - At the moment ID is required which is not always available); 
more funding and use of interpreters for those that don’t speak English. 
The Meridian Centre is identified as an example of good practice offering 
longer appointments and using interpreters.

Therapy and counselling: Suggested improvements include provision of 
specialised mental health support/therapy services for children; improved 
access overall; availability of counsellors for students with specific needs; 
language and culturally appropriate provision and provision of creative 
therapies. 

Support with housing and accommodation: Housing support is 
identified as a critical aspect of support for new arrivals. It was pointed out 
that without housing it is impossible to start to integrate, find employment 
or access educational services. 
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  “The first problem that a person would face 
is accommodation when they come into the 

country. They wouldn’t be thinking about 
employment, they wouldn’t be thinking about 

what qualifications that have or they will need. 
They will (want to) straight away find a place  

to shelter or live. If that support is not available, 
then they wouldn’t be able to  

access anything else.” 
Support Worker - Coventry City Council

Suggested improvements include more affordable housing; more social 
housing; more overall funding for suitable accommodation; improved 
access to landlords; provision of adequate housing for larger families 
and single people; more housing officers and reduced waiting list 
times. Introduction of a ‘Bond Guarantee Scheme’ allowing loans to be 
administered for the purchase of houses at zero percent deposit was also 
suggested.   

Education provision: Suggested improvements include improved 
access to provision for those with no recourse to public funds, the offer of 
a wider range of courses and help for those with qualifications from other 
countries that are not recognised in the UK to fast track to gain recognised 
qualifications.   

Welfare/benefits advice and signposting: The need for better pathways 
to access advice and support regarding benefits was highlighted. 

ESOL and other English conversation classes: In relation to ESOL 
the need for additional provision was emphasised but also improvements 
in terms of accessing this provision (in particular by enabling access for 
those with NRPF); the value of ESOL providers making suggestions about 
how ESOL resources can be improved and the need for early evening 
‘twilight’ ESOL provision for those in work.       

“I think that this is the most important thing 
we can do for people, because if you can get 
them speaking English and understanding, 

then obviously the demand on service(s) 
(decreases).” 

Manager – Third Sector Support Organisation
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Legal advice services: In relation to legal advice, comments included 
the need for affordable and legal aided legal advice and support for 
immigration and that automatic referral or contact should be made by 
social services for new clients accessing S17 and S20 support5  for legal 
advice (i.e. to the Law Centre) in order to help regularise people’s status 
quickly. While the quality of local legal advice provision was considered 
good, concerns were expressed that demand for these services exceeds 
existing capacity. 

Mental health: A wide range of comments related to potential 
improvements to mental health related services were identified including 
the need for more direct work with migrant communities, based on their 
specific mental health needs; improved access to mental health services 
for children and young people including more trained staff and the 
appointment of a specialised children’s mental health worker; availability 
of one to one assessments covering all health issues including mental 
and emotional health; improved access to counselling for those that have 
experienced trauma together with the  need for mental health support 
provision to be delivered in the community through family visits and visits 
to others such as ‘looked after children’ and unaccompanied teenagers 
in their own environment. The point was also raised that services need to 
be culture and language appropriate, recognising that in some cultures 
mental health is not really recognised as an issue. 

Translation and interpreters: Comments included the need for improved 
interpretation services for those aged 16 – 18 and availability of interpreters 
at short notice (for meetings with parents).

Additional funding/resources: Not surprisingly, a number of comments 
referred to the need for additional funding and resources. This included 
the need for more funding into both statutory and Third Sector (including 
specialist) organisations that support different groups of migrants.

5The Children’s Act 1989 s17-20 gives local authorities the power to intervene in 

private matters in order to protect and promote the welfare of children within their 

governed area.

Some suggestions referred to additional funding for specific organisations 
including CRMC, Coventry Law Centre and CRASAC, all identified as 
organisations where demand for services outstrips current capacity.  One 
further stakeholder suggested the need for additional funding to establish 
‘holistic’ service provision and include evaluation of this.

Some comments pointed to specialist advice services that have closed 
in the West Midlands Region over the last few years thus increasing the 
workload of similar services that remain, but also how cutbacks in certain 
statutory services have led to increased referrals to the Third sector without 
any corresponding change in funding. 

One of the ways that certain Third sector organisations such as the CRMC 
have managed increased workloads is through a heavy reliance on 
volunteers, something it was pointed out that would not be allowed in the 
statutory sector.      
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The need for a ‘destitution’ fund was also suggested for use in relation 
to those people destitute with no recourse to public funds. The issue 
of funding for provision of services for those with no recourse to public 
funding was highlighted as a much wider issue in relation to new arrivals.   

“The big problem with all of them is of course 
is the funding. Until you can sort that out, it’s 

very difficult to support people who haven’t got 
recourse to public funds in the UK and that’s 

the barrier for new arrivals because  
they haven’t got that.” 

Support Worker - Coventry City Council

 

A particular issue was raised in relation to those illegal immigrants or failed 
asylum seekers who have moved to Coventry but not come through the 
Home Office or been supported through the Council and are likely to fall 
through the net in terms of available support.

Improvements to communication/Networking/Coordination/Access  

A number of comments pointed to the need for greater overall co-
ordination and communication across the statutory and Third sector 
network of support agencies, including a more ‘joined up’ approach 
between multi-agency support and avoidance of  duplication; improved 
communication through increased networking; named liaison personnel 
within key services including DWP and Housing Benefits in order to make 
referrals easier; the development of clearer referral pathways; the creation 
of an immigration services alliance to avoid duplication and maximise 
resources and the development of a ‘one stop shop’ as a mechanism to 
improve the signposting of clients to appropriate services. 

“What is tending to happen is a lot of 
organisations are duplicating what people offer 
and not having the conversation (about better 
coordination). I think we need to look at a map 
and see what we’ve got in the city already to 

see the specialisms and who  
are the specialists.” 

Manager – Third Sector Support Organisation
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“I think it’s about joined up working, it’s 
knowing where different things can be 

accessed and it’s also about the sharing of 
resources...just knowing where all the different 
places to get advice (are), what advice they’re 

offering, where can people go to get a meal 
during the day? Where can people go to wash 

their clothes?...the joined up working and 
mutual support of resources.”  

Co-ordinator – Third Sector Support Organisation)

Further comments identified the need for improvements in the coordination 
and/or understanding of particular aspects of existing support for migrants 
including the need to work more closely with community organisations, 
improve the understanding and recognition of specialist services delivered 
by the Third sector amongst the statutory sector, enhanced links between 
employment support and other provision for people newly arrived in 
Coventry and more coordination between providers on early intervention/
early settlement work. It was also commented that the City Council has 
undertaken a lot of work on the transition from leaving asylum support to 
moving into mainstream support and that this work needs to continue.

Other comments included the need to inform educational institutions of 
numbers of expected migrants of school age and the need to incentivise 
certain organisations to collaborate. 

Improved intelligence: Some comments related to the need for both 
paper and on line resources for migrants and support agencies outlining 
what support services are provided by each organisation in Coventry. 
This included the suggestion of a booklet that could be designed and 
given to all migrants new to the area with resources and contact details of 
local organisations that can support with a variety of things such as legal 
advice, mental health, educational groups etc.  It was also suggested that 
there should also be a generic website that all organisations that support 
migrants in Coventry can access with updated information on all services 
in the area, in order to make signposting to services easier for all.
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“The ones who access the services at the 
moment, there are only a certain number. 

I’m sure there are way more people out there 
that just aren’t accessing them, so it would 

be useful for them to be able to go on line 
or get given something which would have a 
breakdown of everything they could access 

and what’s there for them.”  
Support Worker - Third Sector Support Organisation

The importance of sharing intelligence in order to identify gaps and cross 
overs was also identified. It was pointed out that once a good picture of 
what the current offer is collectively is established it is possible to identify 
what is missing in terms of service provision, but also what the implications 
are in terms of service planning.

Easily understood information for Asylum Seekers on the asylum process, 
given the complexities and confusions relating to this was also highlighted 
as an issue. 

“I think it’s very complex... A lot of them get 
lost in what’s actually going on, so it will be 

really good for them to have a foundation and 
knowledge of that process, so they know if 
something is not being done. They need to 
speak to someone or try and deal with this. 

That’s important.”  
Support Worker - Third Sector Support Organisation)

Other comments in relation to improved intelligence included the need 
to develop improved forecasting of the future migrant population, given 
BREXIT and other factors and how obtaining feedback from young clients 
about how services can be improved would be useful. 
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Other comments

A range of other suggestions of improvements were made including:  

 Case workers to ensure clients are supported to attend meetings 

 �The creation of ‘friends groups’ or community groups set up for all 
ethnicities which support agencies can refer, that can act to welcome 
different migrants to Coventry and help with settling in and making 
friends. 

 Support for additional mentoring services 

 Training of cultural knowledge to service providers 

 �Access to travel services: It was pointed out that many migrants exist on 
a very limited budget which restricts participation in different activities/
use of services. Issuing of bus passes is suggested as a way of tackling 
this. 

 Childcare facilities for carers to access support effectively 

 �Proactive support, not reactive; identify needs early and put support in 
place to enable service users to access 

 �Providing integrative services for both mainstream users and migrants  
in order to achieve true integration 

 �The development of ‘community champions’ who know where to access 
relevant information 

 �Social inclusion activities to encourage migrants to understand the City 
better and how key city organisations work

 �Mentoring for newly arrived migrants in order to provide support for  
a period of time in order to move forward

 �Improved training on immigration issues for support agencies that  
do not specialise in these issues. 

 �Introductory sessions for Asylum Seekers on what they can expect 
about living in the UK

 �Advice on avoiding debt:

“A lot of (migrants) end up getting themselves 
into trouble and debt with things like 

broadband and mobile phones...Unintentional 
debt due to ignorance...Basically education  
of rights and responsibilities to avoid debt 

(would be useful).” 
Manager - Third Sector Support Organisation



Coventry - a welcoming city  � MIGRANT NEEDS ASSESSMENT 2018108

Appendix

4
8. Good practice

Respondents were asked to describe up to 3 examples of interventions, 
protocols or procedures they would identify as examples of good practice 
that it would be useful to share more widely.

A wide range of examples of good practice were identified including many 
organisations citing areas of their own practices and some citing good 
practice outside of Coventry and the West Midlands. 

The section below focuses on those areas identified as local good practice 
by more than one organisation (excluding those organisations highlighting 
their own practices). More detailed research would be needed to undertake 
a rigorous analysis of good practice but responses do provide an insight 
as to what organisations in Coventry consider to be examples of good 
practice by others locally. The most frequently cited example was:  

 �CRMC – mentioned a number of times, including in relation to 
therapeutic support and casework 

This was followed by:

 �Meridian Medical Centre, including their sensitive approach towards 
supporting migrant patients; and

 �Coventry Migration Forum/Multi-agency network

Also cited were:

 �CRASAC including supportive advocates;

 �Family Hubs: These are integrated family hubs for 0 – 19 year olds, 
located in areas of highest need; 

 �Foleshill Baptist Church – Offering Wednesday Foodbank, job club, drop 
in advice service;
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9. �The Coventry Refugee  

and Migrant Centre

Stakeholders were asked ‘are there any ways in which you would 
like to link with the CRMC more effectively or establish closer 
working links?’  
In response: 

 �A number of stakeholders indicated that stronger partnership working 
would be advantageous or at least more detailed discussions about the 
services each organisation provides. One stakeholder suggested that 
working in partnership with respect to funding opportunities would be 
particularly beneficial, while another indicated that knowing more about 
what each respective organisation does and the constraints they work 
under would be helpful.   

 �One organisation indicated that while they do meet the CRMC through 
the Migration Network, resource constraints hinder closer working links.

 �A number of other organisations indicated that they already have strong 
links that have sometimes been built up over a number of years

 �The CRMC indicated that they already have well developed referral 
pathways with a wide range of support agencies in the City but would 
benefit from a closer working relationship with Social Services

Respondents were also asked to indicate how effective they think 
the processes and services provided by Coventry Refugee and 
Migrant Centre (CRMC) are in supporting migrants. 

Services are provided by the Advice Team, Housing Team, Therapies 
Team, Safeguarding Team and Employment Team.

Views on the effectiveness of the processes and services provided by 
CRMC to support migrants were generally very favourable, with 71% of 
respondents indicating these services and processes were effective or 
very effective, compared with only 4% indicting they were not effective 
or not effective at all. This represents a positive net balance of +67% of 
respondents indicating these services and processes are effective or very 
effective. These results are set out in Chart 3 below.  
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Chart 3: How effective do you think the processes and services provided 
by Coventry Refugee and Migrant Centre (CRMC) are in supporting 
migrants? (% of respondents)
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Respondents were also asked to give the reasons for their views on the 
effectiveness of the CRMC. The responses for those indicating CRMC 
services are ‘very effective’, ‘effective’, or ‘not effective’ are set out in 
Appendix 2. 

Respondents were also asked to identify any specific ways existing 
CRMC services could be developed further or improved, by 
outlining up to three suggestions.

There were a total of 26 respondents to this question with a total of 57 
suggestions for further developments or improvements to services.    

In order to categorise responses, the pre-determined list set out in Table 1 
has been used to group specific suggestions, with three further categories 
added, these being:

 �Additional funding/resources

 �Improvements to communication/Networking/Coordination/Access

 �Other

The analysis indicates the most frequently cited suggestions for 
improvements related to

 �Improvements to communication/Networking/Coordination/Access

 �Additional funding/resources

 �Therapy and counselling

 �Legal advice services
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These responses are summarised below.

 �Improvements to communication/networking/Coordination/Access (15 
responses)

Comments included the need for more advertising of services generally 
and with other organisations; work collectively to inform the community 
of what is available in Coventry to best support all migrants; a media 
campaign to highlight peoples stories; provision of information leaflets 
within local out of hour services; a range of comments relating to improved 
partnership working, linkages, communication and networking with other 
statutory and voluntary organisations, including improved direct linkages 
with the Employment Team within the City Council; improved signposting 
of  service users to specialist employment, training and other providers 
who are better placed to support individuals/or to share workload; 
improved feedback for those accessing CRMC services and more 
synchronised working with providers to avoid duplication; develop referral 
pathways to 3rd sector organisations within the city; improved access to 
services and partner more with outside organisations who could work as a 
natural referral pathway for clients.

“We would like a slightly clearer map. They’ve 
got lots of different projects which is brilliant, 
but we’d like to know the parameters of each 
of the projects... I think it would help both us 
and them if we had for example the Housing 
Team do this, the Settlement Team do this, 

the Safeguarding Team do this. It would just 
be a little bit clearer because we don’t want to 

inappropriately refer.”  
Manager - Third Sector Support Organisation

“I think sometimes you can’t be everything for 
everybody. I feel sometimes they are trying to 
offer every single thing and I think it’s better 
to specialise in certain areas. Maybe that is 
settlement, maybe that is legal advice and it 
could be that it is employment through their 

social enterprises.”  
Manager - Third Sector Support Organisation
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 �Additional funding/resources (7 responses)

Comments included the need for more staff, provision of more resources 
for staff and overall increases in funding.

 �Therapy and counselling (4 responses)

Funding to access counselling services for people who require it, more 
counsellors and further funding to expand therapy and creative therapy 
services e.g. art, music and theatre

 �Legal advice services (3 responses)

More access to legal services and more legal advisors.

 �Primary and Secondary care services (2 responses) 

Health care provision could be expanded – It was commented that 
currently only one GP practice in the City operates solely for the migrant 
population. 

 �ESOL and other English conversation classes (2 responses)

Comments included the need for different levels of English classes. It was 
commented by one stakeholder that some people feel that the advanced 
group is too easy.

 �Other

A range of other comments were made including the need for:

 �Support for destitute asylum seekers and migrants with No Recourse 
to Public Funds (NRPF) including more availability of housing for the 
destitute

 More mental health training

 �Training of staff and volunteers who take on case work to ensure they all 
have some basic training which is also ongoing

 �Provision of bespoke training (by the CRMC) for public sector agencies 
into the pertinent issues relating to refugees and other new arrivals in 
Coventry.

 �Clearer service definition/ Clarity about what can and cannot be offered

 �Specialise more in relation to service strengths e.g. supporting asylum 
seekers and refugees

 �Organise PSHE (Personal, Social, Health and Economic) sessions in 
schools to raise awareness

 �Give as much notice as possible of room bookings/meeting 
arrangements



MIGRANT NEEDS ASSESSMENT 2018� Coventry - a welcoming city  113

Appendix

4
 �Being a strong voice for migrants rights in the city

 �Reconsider charging policy for immigration advice and when it can be 
reduced or removed, when clients should be referred to free advice and 
representation

 �Aim some projects/services at young people - under 18

 �Giving more specific requirements of any meetings arranged/numbers 
expected, space for children’s activity etc.

 �Community Meeting Hubs

 �The cost of Childrens Care to be covered in some other way

 �Ensure realistic timescales for support

 �Expand the immigration advice services for non-asylums such as 
student visas

 �Actioning of service issues faster

The CRMC suggested further development of therapy services to work 
with children and the appointment of a Children’s Rights Worker for 
unaccompanied minors should be a priority.  

In addition to improvements or developments to existing services, 
respondents were asked if they thought any new services are needed at 
the CRMC.   A significant minority of respondents (16 out of 42 or 38%) 
indicated they thought new services were needed.  These suggestions 
(some of which relate to services already provided by the CRMC) are set 
out below.

 �Advice for Post 16 students on career paths – It was suggested by 
another stakeholder that a wider student advice service could be used 
to generate income for existing asylum and refugee support. 

 �Translators/interpreters

 �Child services for mental health

 �Therapy services for children – It was commented that CAMHS (Child 
and Adolescent Mental Health Services) find it difficult to engage with 
this client group and struggle with capacity.  

 �Establish a Children’s Rights Worker, as there is no specific service in 
the City that works with unaccompanied minors.

 �Develop a service involving supporting and safeguarding children to 
include appropriate schooling, support learning rights, knowing how to 
be safe and how to ask for support, dealing with integration and bullying 
and support with academic work. 

 �Summer holiday English classes for all levels

 �Counselling

 ��Expand therapeutic services to include e.g. yoga 

 �Pre-natal support – It was commented that young mothers from different 
countries are not aware of the birthing process within this country.
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 �Have solicitors/legal team based permanently on site

 �Support for vulnerable EEA nationals.

 �Develop an informed care model which is successful and now funded 
by Glasgow health board. It was suggested that this could be adapted 
locally together with input from local experts. 

 �Expansion of Lingo Links (interpreting and translation services) to offer 
language support for document translation and provide material for all 
agencies citywide  

 �Improved linkage to local employers

 �CRMC to provide bespoke training to public sector staff (at an agreed 
cost) to enhance knowledge and improve understanding of specific 
issues relating to working with refugees and other new arrivals in 
Coventry.

 �Develop a sustainable ‘holistic service’ with full provision of legal, 
mental and physical health specialist services, talking and non-verbal 
therapies, education and social care with sufficient funding, evaluation 
and dissemination. 

Stakeholders were also asked ‘what are the services provided by 
the CRMC that are already available in the city?’ 

A total of 16 respondents out of 37 responding (43%) identified services 
provided by the CRMC that are already available in the city. 

Services provided by the CRMC that are already available in the city that 
were identified by stakeholders were as follows:

 �Advice (General and debt/welfare)

 �ESOL

 �Assessment and Therapy

 �CV workshops

 �Employability

 �Certain legal services including some crossover with immigration 
solicitors at the Law Centre

 �Volunteering

 �Education/training services

 �Health and lifestyle courses

 �Women only provision
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Respondents were also asked to identify what services currently 
provided by the CRMC they would like to see more resource for to 
better support the needs of migrants. 

There were a total of 31 respondents to this question (Some respondents 
made more than one suggestion). 

Again, in order to help categorise responses, the pre-determined list set 
out in Table 1 has been used to group specific suggestions. Based on this, 
the most frequent responses suggested more resources in relation to the 
following support:

 �Support with housing and accommodation - 7 responses from the on 
line survey including crises support for the homeless in addition to other 
housing advice/support 

“The reason I talked about Housing was 
that they (the CRMC) are the people who are 
actually on the ground working really, really 

closely and as a consequence they should be 
the ones who should be really trying to support 

and encourage them into housing as well.” 
Manager - Third Sector Support Organisation

 �Therapy and counselling – 5 responses – Most did not specify specific 
aspects of therapy and counselling, but one stakeholder suggested 
more resources for provision of free art therapy 

 �ESOL and other English conversation classes – 4 responses

 �Volunteering schemes – 3 responses including increased resources for 
volunteering brokerage and in relation to volunteering opportunities 

 �Mental health – 3 responses

 �Job search and success to employment – 2 responses from the on line 
survey including more resources relating to employability support and 
better employment opportunities for migrants 

 �Support for survivors of torture – 2 responses

 �Support for destitute asylum seekers and migrants with No Recourse to 
Public Funds (NRPF)/refused asylum seekers including resources for a 
Destitution Fund – 2 responses 

 �Safeguarding for victims of domestic violence – 2 responses

A number of comments pointed to the need for more resource for general 
advice and support services including in relation to better support 
for asylum seekers and refugees/improvements in the asylum seeker 
application process/more resources for case work/1-1 support/ NASS 
support advice.  
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Other areas of support where it was suggested more resources were 
needed (where there was only one response in each case) were:

 ��Frontline immigration advice 

 �Resources to help children understand the screening and immunisation 
programme

 �Translation

 �Provision and evaluation of a ‘holistic’ service

 �A directory of services available across the City

 �More authority/resources to challenge decisions made by the Home 
Office in relation to funding and accommodation

 �Support for families with members who suffer with poor health

 �Training 

 �More support for issues not covered by other agencies in relation 
to immigration, specific services to asylum seekers refugees and 
unaccompanied minors

 �More resources for CRMC community groups

 �Lingo links  

 �Resources to support other groups of Migrants-not just Asylum Seekers 
and Refugees

 �Legal advice

 �Funding for travel costs

The CRMC suggested (as part of the stakeholder interviews) that priorities 
for additional resources should be in relation to:

 �Therapy support for children

 �Paying existing staff appropriately

 �The Advice Service, where high levels of demand have meant a very 
high reliance on volunteering

Stakeholders were asked to comment on if there is any specific 
training or support you think your organisation could potentially 
offer the CRMC?

In response to this a number of suggestions of training and other support 
that could be provided by particular stakeholders to the CRMC were made, 
including the following:

 �General awareness raising in relation to the impact of sexual violence 
and the effects of trauma survivors together with safeguarding training

 �Support improving links with employers and providing information and 
advice on the kind of jobs that may provide more support for Migrants
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 �Provide information on the network of employment support available 

within Coventry 

 �Support understanding external funding

 �Support improving the quality of advice provided

 �Support improving information, advice and guidance in relation to 
mental health issues

In addition the following suggestions were made about the potential for 
collaborative training events:

 �Organise training events on specialist subjects in partnership with 
CRMC to make more cost effective

 �Organise half day/day meetings focussing on specific issues where the 
CRMC and other support agencies share expertise

The CRMC indicated they have recently had some training relating to 
Universal Credit delivered by the DWP and identify the need for training in 
changes in eligibility in relation to EU migrants (but have already contacted 
an organisation in relation to this).
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Appendix 1: Stakeholder participants in the follow up telephone interviews

British Red Cross

Carriers of Hope, Coventry.

Coventry & Warwickshire NHS partnership Trust

Coventry and Warwickshire Mind

Coventry Citizens Advice

Coventry City Council x3

Coventry Foodbank

Coventry Jesus Centre

Coventry Rape and Sexual Abuse Centre

Coventry Refugee & Migrant Centre

FWT

The Children’s Society

The Meridian Practice x2

The Night Shelter

WATCH Ltd 

Appendix 2: Reasons for views on the effectiveness of the CRMC

Very effective

 �I have worked closely with the refugee centre and feel despite resource 
constraints they always do their very best to provide quality services. 
They should receive resources to run the holistic service required and 
this could also be evaluated for its impact.

 �Integrated, expert team with client-centred approach. But of course, 
could be funding for more hours to meet demand....

 �They hold a number of people who would have nowhere else to go. They 
provide an all-round support service to migrants.

 �All-rounded services with good reputation including immigration, 
housing, health , employment, etc.

 �Support networks, advice, multi-agency working

 �Coventry seems to have a very good reputation for refugee support and 
the Refugee Centre seems to achieve a great deal with limited resource.

 �I have referred many families and individuals to the CRMC and I feel they 
return in a much safer, work ready mind

 �CRMC provides specialised services for all migrants. Tailored support 
that enables clients to integrate and contribute to wider society.  Client 
focused and outcomes driven.  Only therapy service in the City that has 
experience of working with clients that have experienced trauma of a 
specific nature.

 �CRMC give a holistic service that is very much client focused.

 �Better than anywhere else I’ve experienced
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Effective

 �Our clients have had positive experiences of Lingo links; NASS support 
advice, social support services and supported housing for refused 
asylum seekers. They are a very important central point for asylum 
seekers and migrants to come to and access information about other 
services.

 �For their programmes around supporting refugees and asylum seekers, 
housing, immigration etc.  Not sure on the other programmes

 �Not sure about all their programmes, but what we do know they do 
well with e.g. mental health support, immigration advice, support with 
housing and the Syrian project   CRMC could work more with other 
organisations in the city that specialise with migrant groups to help 
support the communities, avoid duplication and share resource.

 �Clients on the whole are well supported and given appropriate advice

 �Opportunities for different teams to exchange experiences

 �Effective in what they do and the wide range of services on offer but 
not very well advertised to all organisations, nor do they advertise other 
projects in the area unrelated to CRMC. I feel more services are needed 
for those under the age of 18 as well because a lot of them are focussed 
at 18+. Overall great services and opportunities available.

 �CRMC is underfunded trying to deal with the scale of the issue.

 �Always been helpful with supporting application to HO Asylum and 
NASS applications/legal advice for service users

 �They offer a one stop place to go to however their advice and processes 
are not always actioned quickly.

 �They have been helpful with supporting applications for our clients and 
some housing support.

 �On the down-side CRMC is being squeezed financially and has 
fewer paid staff, year on year.  BUT on the plus side they are the one 
organisation who we ensure all of our members go to, for the range of 
services which best complement what we offer. They have increasingly 
refined the range of services they do offer and now refer their clients to 
us for all practical help - plus they send donors of practical goods to us.

 �Great team, Overstretched.

 �Provide access to counselling service and other services

 �CRMC has a long standing history of service provision that is effective.

 �CRMC provide an excellent service to those needing support, however 
as many in the sector they are working with limited resources and have 
to work within a legal framework that deliberately creates destitution

 �Although personally, have had limited contact with CRMC, I’m aware 
they have been very supportive for other clients within our service
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Not effective

 �Lack of clarity of the services offered and the processes

 �CRMC are clearly over stretched in their capacity to deliver all of the 
above services effectively.   CRMC are the best placed organisation to 
provide initial settlement legal support. Information and housing advice.  
CRMC should then sign post service users to specialist employment 
and training providers within the voluntary sector for further support.
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Appendix 5 –  
Service User Focus 
Group and Interview 
Findings

INTERVIEW FINDINGS

Introduction

A series of focus groups and interviews have been conducted in order 
to explore the effectiveness of the Coventry Refugee and Migrant Centre 
(CRMC) and other support services in Coventry used by refugees, asylum 
seekers, irregular/ undocumented migrants and economic migrants. Areas 
in which improvements could be made to services were also explored. 
Focus group participants were service users of the CRMC and were 
recruited through existing groups established at the CRMC. Five focus 
groups were conducted in group and audio was recorded. These were 
two ESOL classes, housing clients, the men’s group and the women’s 
group. Due to availability and time constraints not all focus groups could 
be conducted this way. In these cases focus group questionnaires were 
completed on paper. This was the case for the Coventry Asylum and 
Refugee Action Group (CARAG), the Integration Project (which consists of 
people from the Vulnerable Persons Resettlement and the VCR Vulnerable 
Children’s Resettlement schemes), unaccompanied minors and resettled 
families. 

Around 60 participants were involved in the focus groups and interviews, 
although this number is difficult to quantify as some participants did 
not take part in the duration of the face to face focus groups and some 
participants did not effectively complete the hard copies of the questions. 
Therefore, in the report below is it difficult to speculate on numbers of 
responses, but it is done so where possible. All participants who took part 
in the face to face focus groups completed a consent for to say they were 
happy to be recorded and that their responses would remain anonymous. 
It was attempted to obtain demographic information (age, country of origin, 
immigration status, duration in the UK) on the participants, although this 
proved difficult in many cases. Although, participants were usually happy 
to provide their country of origin and this is detailed below. 

The following summary explores the responses of the service users in the 
focus groups along the following themes: 

 Demographic details

 Accessing CRMC

 Purpose for using CRMC

 Experiences of CRMC

 Improvements to CRMC

 Resolving issues at CRMC
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 Other organisations in Coventry

 Accessing other organisations

 Improving services in Coventry

 Life in Coventry

 Settling into the community

Demographic Details

Not all participants provided demographic information. 9 people did not 
report their country of origin. However, from those that did it can be seen 
that participants originate from a range of countries, with African countries, 
particularly Sudan, dominating.  Figure 1 below shows that Africa was the 
dominant country of origin of participants, with 33 users taking part. This 
was followed by Asia with 13 participants and Europe with 5. 

 Sudan 	 x10

 Eritrea 	 x5

 Ethiopia	 x3 

 Congo 	 x3

 Afghanistan 	 x3 

 Nigeria 	 x3

 Iraq 	 x4

 Syria 	 x5 

 Ethiopia 	 x2

 Poland 	 x3

 Ivory Coast 	 x1

 Pakistan	 x1

 India 	 x1

 Uganda 	 x1

 Albania 	 x1

 Iran 	 x1

 Latvia 	 x1

 Bangladesh 	 x1

 Kenya 	 x1

 Botswana 	 x1

 Gambia 	 x1

 Malawi 	 x1

 Zimbabwe  	 x1
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Demographic details 

Not all participants provided demographic information. 9 people did not report their country of origin. 
However, from those that did it can be seen that participants originate from a range of countries, with 
African countries, particularly Sudan, dominating.  Figure 1 below shows that Africa was the dominant 
country of origin of participants, with 33 users taking part. This was followed by Asia with 13 participants 
and Europe with 5.  

● Sudan x 10 
● Eritrea x 5 
● Ethiopia x 3  
● Congo x3 
● Afghanistan x3  
● Nigeria x3 
● Iraq x 4 
● Syria x5  
● Ethiopia x2 
● Poland x3 
● Ivory Coast x1 
● Pakistan x1 
● India x1 
● Uganda x1 
● Albania x1 
● Iran x1 
● Latvia x1 
● Bangladesh x1 
● Kenya x1 
● Botswana x1 
● Gambia x1 
● Malawi x1 
● Zimbabwe  x1 

 

 

The majority of participants had been in the UK less than 2 years. 
However, some were more established and had been in the UK for up to 
15 years.  Figure 2 below shows that most participants were refugees, with 
15 reporting refugee status.  12 were economic migrants. This includes 
migrants from Europe and those who were previously refugees but 
have now been granted leave to remain status, a residence permit or a 
biometric visa. 10 participants were asylum seekers, with 2 being irregular/ 
undocumented migrants due to having their asylum claims refused. The 
majority of participants (21) did not report their immigration status.

127 

 

The majority of participants had been in the UK less than 2 years. However, some were more established 
and had been in the UK for up to 15 years.  Figure 2 below shows that most participants were refugees, 
with 15 reporting refugee status.  12 were economic migrants. This includes migrants from Europe and 
those who were previously refugees but have now been granted leave to remain status, a residence 
permit or a biometric visa. 10 participants were asylum seekers, with 2 being irregular/ undocumented 
migrants due to having their asylum claims refused. The majority of participants (21) did not report their 
immigration status.  

 

 

 

 

Accessing CRMC 

● Participants were often informed on arrival in Coventry by their friends about the CRMC. This was 
usually friends who also used the CRMC. This tended to be across the board for all migrant groups. 

● Housing providers or those that they live with were another source of information about the 
CRMC. Some respondents had not gone to CRMC but went straight to language classes. These 
were advised by friends.  

● People spoke of the importance of word of mouth in their lives in terms of accessing support.  
Again, this was across the board for all migrant groups.  

● Four participants accessed the CRMC as (Vulnerable Persons Resettlement Scheme) VPRclients. 
These were all refugees.  

● One participant, who was an irregular/ undocumented migrant was referred to the CRMC by G4S.  
● One participant, who was an asylum seeker, was recommended to the CRMC by the Red Cross. 
● 88 per cent use the CRMC once or twice a week. This was evenly distributed across migrant 

groups.  
● Those less frequent come several times a year for occasional needs such as help with their CV or 

travel documents. These were largely economic migrants 

Figure 1: Origins of respondents by continent

Figure 2: Immigration status
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Accessing CRMC

 �Participants were often informed on arrival in Coventry by their friends 
about the CRMC. This was usually friends who also used the CRMC. 
This tended to be across the board for all migrant groups.

 �Housing providers or those that they live with were another source of 
information about the CRMC. Some respondents had not gone to CRMC 
but went straight to language classes. These were advised by friends. 

 �People spoke of the importance of word of mouth in their lives in terms of 
accessing support. Again, this was across the board for all migrant groups. 

 �Four participants accessed the CRMC as (Vulnerable Persons 
Resettlement Scheme) VPRclients. These were all refugees. 

 �One participant, who was an irregular/ undocumented migrant was 
referred to the CRMC by G4S. 

 �One participant, who was an asylum seeker, was recommended to the 
CRMC by the Red Cross.

 �88 per cent use the CRMC once or twice a week. This was evenly 
distributed across migrant groups. 

 �Those less frequent come several times a year for occasional needs 
such as help with their CV or travel documents. These were largely 
economic migrants

Purpose for using CRMC

Participants reported using the CRMC for a variety of reasons. Often they 
visited in the first instance for a primary issue but then found that they 
could use their services for other forms of support. Whilst 85% stated that 
they visited to meet people this was often secondary to visiting for help. 
The below details responses who gave their immigration status. For those 
whose status was unknown, the reasons for visiting the CRMC were similar, 
with housing and English language classes the main reasons.  

Refugees

The main reasons refugees reporting accessing the CRMC were: 

 Access to English language classes: 67% (10 people)

 �Help with housing: 33% (5 people). 1 participant reported that she did 
not want to stay in a hostel as she has 2 children. CRMC helped find her 
shared house.

‘I don’t want to go in the hostel - I have 2 kids. 
It was too hard. They give me refugee’s 

accommodation, a temporary house and then
after that I got a council house. The refugee house 
was very nice. They (CRMC) called everywhere 
to get what I need for my council house.’

Refugee
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Other additional reasons for using the CRMC included:

 Medical advice including GP access and sourcing medication.

 Providing bus ticket/ transport costs to get to hospital or other 
appointments.

 Food bank vouchers

 �Filling in forms

 �Helping family to come to the country. Attending groups like the men’s 
and women’s group to make friends.

 �Child protection: One woman needed help with dealing with the police 
and social services due to a case that had seen her have her children 
taken away for her. She had separated from her abusive husband and 
CRMC found a new home for her. They are helping with her legal case to 
regain access to her children.

Asylum Seekers

The main reasons asylum seekers reported accessing the CRMC were:

 �Access to English language classes: 60% (6 people)

 �Access to a solicitor for advice with immigration status. This was often 
when a case had been refused: 20% (2 people)

 �Help with housing: 20% (2 people)

‘The process is very long. You wait for the  
Home Office and you don’t know how long  

this will take’.
Asylum Seeker

‘I came to the CRMC because I needed  
a solicitor for my case’.

Asylum Seeker

Other reasons for using the CRMC included:

 �Medical advice including GP access and sourcing medication.

 �Providing bus ticket/ transport costs to get to hospital or other 
appointments.

 �Food bank vouchers

 �Filling in forms

 �Immigration and safety- some are “nervous” because they don’t know if 
they will be able to stay in the UK
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 �Helping family to come to the country

 �Attending groups like the men’s and women’s group to make friends.

Irregular/ Undocumented Migrants 

 �Access to English language classes: 50% (1 person)

 �Access to a solicitor for advice with immigration status. This was often 
when a case had been refused: 50% (1 person)

Other reasons for using the CRMC included:

 �Food bank vouchers

 �Looking for a job was not a priority due to most respondents not being 
able to work. However, some did occasionally want help with their CV 
and job applications. 

 �Providing bus ticket/ transport costs to get to hospital or other 
appointments.

Economic Migrants 

 �Access to English language classes: 58% (7 people)

 �Help with housing: 42% (5 people)

‘Everybody depends on help with language - my 
friends, my family. The classes are very good’. 

Economic Migrant 

Other reasons for using the CRMC included:

 �Furnishing homes

 �Cooking classes

 �Food bank vouchers 

 �Attending groups like the men’s and women’s group to make friends.

 �Access to education: 

‘I would like to achieve my dream  
of having a qualification.’

Economic Migrant 



MIGRANT NEEDS ASSESSMENT 2018� Coventry - a welcoming city  127

Appendix

4
Appendix

5
Experiences of CRMC

The feedback on the CRMC was overwhelmingly positive. 

 �100 per cent of participants were happy with the services provided by 
CRMC and expressed that the service was very good. The staff were 
described as very nice and helpful. 

 �Participants reported that they know how to help people. They were 
described as providing good, knowledgeable and clear advice.: 

‘They are professionals.  
They are very, very very good.’ 

 �One participant explained that the centre is a: 

’Gift from God. We would have suffered  
silently without you’. 

 �Another explained the value of the centre by providing little things to 
help the big things to connect together, for example a bus ticket to get 
someone to the hearing of their asylum case. 

 �A participant, who was an asylum seeker, had used a similar centre in 
Birmingham stated that Coventry provided a much better service. 

Improvements to CRMC

Whilst all participants spoke highly of the service provided by the CRMC, 
some areas for improvement were suggested. 

 �These largely related to the building and staff levels. Many participants 
expressed that the new building is too small. In particular, they 
expressed the need for a bigger waiting room. Some pointed out it was 
unhygienic to be sat for long periods of time in such close proximity to 
other people. 

 �Others explained that it is difficult to find the new centre. It was 
suggested that a sign outside would be helpful. Several participants 
commented that the centre is short staffed and therefore waiting times 
are too long. Some said that on occasion they had to wait 3-4 hours. 
They expressed a desire for more staff to deal with this.

‘I thinks sometimes somebody waits there 
3 hour or 4 hour because it’s too busy. 

Sometimes there are too many people outside 
because the waiting area the seating is too 
squashed. More people are needed to deal  

with the clients’. 
Asylum Seeker
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 �One participant reported that customer service from the reception team 

needed to be improved. 

 �Other recommendations to improve the service were the addition 
of a small café and the introduction of an online booking system for 
appointments. 

Resolving issues at CRMC

87 per cent of participants (52 people) reported that CRMC had resolved 
their issues. If they were not resolved it was generally because they were 
ongoing. 

 �People felt their issues had not been resolved in terms of housing when 
they were directed to the Peace House as they did not see this as a long 
term solution. 

 �Others reported that they had sought help from social care but they 
could not resolve their housing issues as they “stick to council policy”. 
70% (4 people) of these who felt that their housing issues had not been 
resolved were asylum seekers. 10% (1 person) were refugees. 10% (1 
person) did not give their status. 

 �In one refugee’s case, CRMC could not resolve the second stage of an 
immigration application but they explained why and contacted someone 
who could help. 

 �One participant, who was a refugee, reported that CRMC were not very 
good at accessing the Syrian fund. 

Other organisations in Coventry

Around 70 per cent (42 people) of participants reported using services 
in Coventry other than the CRMC. Some people reported using multiple 
services. The additional services used are:

 �Peace House- the most widely reported other service used in Coventry. 
Used by 10 participants. 50% were asylum seekers, 20% were refugees, 
30% did not report their status. 

 �Crisis (for Maths and English classes as well as other training). Used by 
4 participants. All of these users were asylum seekers. 

 �Library - a way to spend time during the day for people in the Peace 
House. Used by 4 participants.  80% were asylum seekers. 20% did not 
report their status. 

 �Salvation Army - used for housing but posed problem as many people 
there were using drugs. Used by 2 participants who were both asylum 
seekers. 

 �Air cadets - used by 2 individuals who were economic migrants. 

 �Red Cross - used by 1 individual who was an asylum seeker. 

 �Jesus Centre - used by 4 participants. 1 was an asylum seekers. 3 were 
economic migrants from Europe. 
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 �Carriers of Hope- used by 6 participants. 3 were asylum seekers, 2 were 

irregular/ undocumented migrants, and 1 was an economic migrants.

 �Law Centre- used by 3 participants. All were asylum seekers. 

 �Food banks- used by 8 participants. 25% were asylum seekers, 25% 
were refugees, 25% were irregular/ undocumented migrants, 25% were 
economic migrants. 

 �Citizens Advice Bureau- used by 3 participants. 67% were asylum 
seekers. 33% did not report their status.

 �G4S- used by 1 participant who was an asylum seeker. 

 �CARAG- used by 5 participants. 40% were asylum seekers, 60% did not 
report their status. 

Accessing other organisations

All participants, apart from one (an asylum seeker), reported that it 
was easy to access these other organisations. If they could not deal 
with the problem then they would redirect people. One participant (an 
asylum seeker) reported that G4S were difficult to access. Another two 
participants (both refugees) reported that whilst Citizens Advice Bureau 
were easy to access, they did not provide helpful service.

Improving services in Coventry	

Despite speaking positively about the services provided by the CRMC, 
participants highlighted other services in Coventry that could be improved. 

 �Housing: Participants expressed that the Peace House could be 
improved. Closure during the day means that people have nowhere 
to go. This was particularly the case for asylum seekers and refugees. 
Respondents would like some form of classes or some activities during 
the day. This is particularly a problem when people leave the education 
system. 

‘We have long parts of the day outside. In 
winter you have to find somewhere. I go to the 

library. At 7 o’clock we are like animals- all 
outside. I have class for 2 hours but that is all. 
We need something in the day before our brain 
is damaged. When I came here I was in college 

but now I am out of the system. All of my 
hobbies are finished.’

Asylum Seeker
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 �Education: Respondents would like classes in Maths and IT. English 

classes are only two days a week so they would like more education. 
More ESOL classes for minors was also raised as an issue for 
improvement.

‘I come to class twice a week but I would like  
to do more classes if I could. I could learn 

quicker this way.’
Refugee

 �Skills: Even though many respondents could not work they reported 
that they wanted more training and skills so that they would be ready 
to work when this becomes an option. If they are deported, they are 
deported with skills. Those in work would like the opportunity to study 
alongside work or support and advice in starting their own business. 

‘If there could be an institution where people 
who cannot work could get there skills ready, 
even if they are deported they are deported 
for knowledge. If they stay in UK they have 
the skills. Crisis offer some classes- Maths, 
English. They still take people are homeless. 

They do bricklaying and tiling and you can use 
the skills straight away.’ 

Asylum Seeker

 �Integration: Participants would like help with learning to live in the UK.  
They felt that this would make assimilation easier. They would also like 
help with overcoming negative reactions from the wider population. 

 �Parenting: Participants expressed a desire to access parenting classes. 
Many women also wanted childcare so that they could attend ESOL 
classes, or other educational or training classes. A lack of childcare 
was preventing their education. Some attended the women’s group 
because of the childcare provided but this is only for a couple of hours 
a week. This was particularly the case for single mothers, who also 
expressed that finding a job as a single mother was extremely difficult. 
Some mothers who did have a job had to give up work to look after their 
children. 

 �Welfare: Better welfare policy relating to refugees and asylum seekers, 
particularly those who have an active application with the Home Office 
was often cited as an area that needed attention. 
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 �Food: Participants would like a wider range of help with food provision. 

Those using the Peace House would like hot meals during the day. 

 �Leisure: More information about leisure activities is needed. Some 
leisure facilities are too expensive to access so need to be made more 
affordable. 

Life in Coventry

Whilst people are generally happy living in Coventry there are several 
things that they feel needs to be addressed in the city:

 �Homelessness- seeing homeless people in Coventry upsets 
respondents as many of them have been in this situation. They feel that 
this needs to be tackled.

 �Integration- different migrant groups are suspicious or even scared 
of one another. This needs to be tackled to help integration and bring 
different migrant groups together. 

‘People are scared of each other. Each group 
is intimated. We are all new to each other. 
Everyone is suspicious. If there could be  

teams to say look you are all new and help 
them get along.’ 

Asylum Seeker

 �Public services- participants reported bad experiences with police and 
social workers. For instance, one woman had called the police for help 
with her abusive husband. The police informed social workers who took 
her children away from her. She is now in the process of going to court 
to regain access to her children. She reported that the police and social 
workers did not understand her situation and did not help her. 

‘I had problems with my husband. They say 
police help you. I called the police but police 
can’t do anything for me. They made trouble 

for me. Social services took my children. They 
don’t understand me. I never call the police 

again. They just do their job.’
Refugee
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 �Leisure - Participants want more recreational facilities for children. These 

need to be affordable so that people can access them. Some reported 
that current facilities are too expensive for them to use. People also want 
better libraries. 

 �Different culture for women - normally stay at home. 

‘It’s very hard for a woman. I don’t know 
anything about this country. In my culture 

women stay at home and do not work.’
Refugee

 

 �Attitudes- attention should be paid to reducing the stigmatising of 
refugees and asylum seekers. 

Settling into the community

Participants expressed several ways in which settling into their new 
community could have been improved:

 �50% (5 people) of asylum seekers expressed frustration at the amount of 
time they had to wait for their asylum claim to be dealt with. They would 
like this to be address. They felt that they couldn’t settle into their new 
community due to the insecurity. 

 �Frustration was directed at the Home Office and not being able to 
access any public funds. 

 �Many participants cannot work due to their status but want to work. 
Access to employment would have helped them settle more easily. 

 �Related to this, many wanted more educational opportunities. 

 �A delay in access to housing was widely reported as an issue on arrival 
in Coventry.

 �Younger participants reported wanting to meet more people their age to 
help them make friends and improve their language. 

 �Five participants suggested that it would be useful for the council to 
produce and provide an information source for migrants, refugees 
and asylum seekers to refer to on arrival in Coventry. Many do not 
understand what is expected of them, the migration system, the culture 
of the UK, laws and the benefit system amongst others. In reference to 
this one participant commented:
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‘We need to know about the culture of this 
country and the law. We have to know the rules. 

If you know the rules you won’t break them. 
This can be with the council. It can be CRMC. 
They could make one day a month to explain 

the law and the basics. Make it easy, give  
a little bit of help.’ 

Asylum Seeker

‘Religion, culture, people- 99% is different from 
my country. We don’t know anything about this 

country. It is very bad. When you leave your 
country you know law, police children,  
but nothing here. This is a big problem  

for the future.’
Refugee

 �Four participants, who were all asylum seekers, reported that they had 
family in their home country who they wanted to join them in Coventry. 
They wanted more information and support in this process. 

 �Women, particularly, single mothers expressed a desire for more 
support: 

‘I settled well but as a single mother I 
struggled. I think more support for young 

single mothers would have really benefitted 
me. I had no family support and felt isolated.’

Economic Migrant
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Summary

The results of the focus group demonstrate that the largest groups that access 
services in Coventry are from African countries. Those accessing the CRMC mostly 
came to be aware of their services due to family and friends. This tended to be 
across the board for all migrant groups. This raises questions over those who may 
benefit from their services but have not been advised by their social networks. It 
points to a need for better publicity or a process whereby other organisations in 
Coventry recommend their services. 

The majority of participants 
first visited the CRMC for 
support with housing, learning 
English and legal advice. 
However, once they began 
using the service and became 
aware there were other forms 
of support available, they 
then continued to visit for 
other forms of support. For 
refugees, the main reasons 
for visiting the CRMC were 
for English language classes 
and access to housing.  The 
same was true for asylum 
seekers, but they also sought 
access to a solicitor for advice 
on their immigration status. 
For irregular/ documented 
migrants, English language 
classes and access to a 
solicitor were their motivation 
to visit the centre. Economic 
migrants reported visiting 
largely due to accessing 
English classes and for help 
with housing. 

Feedback on the CRMC was 
overwhelmingly positive. All 
participants reported having a 
good experience. Suggestions 
for improvements largely 
related to the building being 
too small or their being a need 
for more staff to reduce waiting 
times. Almost all participants 
reported that CRMC had 
resolved their issues. If they 

were not resolved it was 
generally because they were 
ongoing. 

Around 70 per cent of 
participants reported using 
services in Coventry other than 
the CRMC. These included the 
Peace House, Crisis and the 
Law Centre. All participants, 
apart from one, reported that it 
was easy to access these other 
organisations. If they could 
not deal with the problem then 
they would redirect people. 
Participants did not mention the 
Meridian Centre. However, this 
may be due to CRMC pointing 
them in the right direction and 
streamlining their experience. 
Medical advice was not flagged 
as a key issue for participants 
and no problems were reported 
in seeking this, again perhaps 
indicating why this service was 
not mentioned. 

Despite speaking positively 
about the services provided 
by the CRMC, participants 
highlighted other services 
in Coventry that could 
be improved. This was 
particularly in reference to 
housing, education, skills 
training and integration. 
Whilst people are generally 
happy living in Coventry there 
are several things that they 

feel need to be addressed 
in the city. These included 
homelessness, relations 
between public services and 
migrant groups and again, 
integration. Reflecting on their 
arrival in the city, participants 
explain how settling into their 
new communities could be 
improved. Some suggested 
information packs could be 
provided to give basic advice 
on life in the UK including 
laws and the culture. Many 
expressed frustration at the 
amount of time they had to wait 
for their asylum claim to be 
dealt with and also the wait for 
suitable housing. 

In response to the focus 
group findings, more attention 
needs to be paid to the areas 
for improvement in Coventry. 
Housing was a key issue 
throughout the focus groups, 
both in terms of the reasons 
why participants visited the 
CRMC, but also for ongoing 
issues where people identified 
issues which needed to be 
addressed. This was the case, 
in one way or another, across 
all groups, but particularly 
so for refugees and asylum 
seekers. This suggests that 
housing should be prioritised 
going forward. 
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