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SUMMARY

Nottingham and Nottinghamshire Refugee Forum (NNRF) was established in 2000 with the aim of

‘serving the needs of refugees and asylum seekers living in the City of Nottingham and
Nottinghamshire’. At present NNRF offer a wide range of specialised services for asylum seekers and
refugees, turns over £600k/annum and has 15 employees. Services range from specialist advice (eg
housing, welfare benefits) to social/community support (eg Tuesday night social project) and anti
destitution support. Some services are funded (eg Into the Mainstream Health Project) and some are
entirely staffed by volunteers (eg General Advice/Drop In).

A wide ranging evaluation has been completed including reviewing documentary evidence, a service
user survey, 1-2-1 interviews/groups with staff, volunteers, partners and Management/Executive
Committees. The aim of the evaluation was to identify opportunities for development and
improvement and to assess outcomes against those proposed in the 2009 -2012 Big Lottery
Reaching Communities funding application.

The evaluation shows that NNRF is providing unique and extensive services to a particularly
disadvantaged and vulnerable client group. These services are well used and much appreciated by the
service users and clearly have a positive impact on their lives and integration into the UK.

It is accepted that NNRF’s service users usually have complex needs. Many clients speak no English
at all and have no experience of a westernised culture. They are subject to a complex array of
different rights according to their status and the whole asylum process can be confusing and have a
disempowering effect. Some clients will have incurred trauma in their own country before leaving;
many are in poor health, isolated and living under continual stress.

Feedback from Service User Survey. Those completing the service user survey indicated their highest
needs were immigration advice, anti destitution support, housing, welfare benefits and health. Asylum
seekers had highest demand for health, anti-destitution and immigration (refused asylum seekers)
whilst refugees, in line with having achieved status, had higher demands for housing and welfare
benefits advice.

Of the service users sampled 90% of those surveyed indicated the services delivered directly by NNRF
were good, very good or excellent and 82% said NNRF services were often or always better than those
from other agencies. The main reasons quoted for this were the specialist nature of the services and
the ways in which they were delivered; particularly that NNRF services were more approachable,
friendly and flexible. Service users were very positive regarding the social/community support and
advice service mix with the vast majority stating they viewed the forum as quite like a home and quite
like an advice service.

Service users would like to see more resources directed at the key areas of immigration, housing and
welfare benefits advice as well as improved IT and improvements to the building.

Performance against Big Lottery Project Outcomes. Due to the number of services and the lack of a
co-ordinated, IT based system to collect data, assessing performance was a challenge. However on
the basis of scaling up more recent (and more detailed) information, 4 of the 5 Big Lottery outcomes
will be met/exceeded and the fifth will achieve 90% of the target by the end of the project in
October 2012.



Outcome Objective Forecast Achievement in October 2012

1. 3000 better life chances by improving Yes 4218 comprising 2448 individuals + 1730

access to services dependent children and partners.

2. 350 improved skills and work readiness Yes 351+ referrals to external courses and agencies

3. 12 RCOs sustainable Yes Support given to at least 16 RCOs inc. 4 ‘start ups’.
4. 80 gaining new skills and confidence via Within 10% 72 gained skills through volunteering

volunteering
5. 30 groups better informed/more welcoming Yes 30+ talks plus events/PR and influencing activity.

The service users in the survey believe NNRF has had a large impact on their integration into the UK.
They were asked how much they thought the forum had helped with each of the 10 indicators of
refugee integration proposed by Ager and Strang (2004). There was a high level of agreement that
NNRF had helped (ranging 71% to 93%) in 7 of the 10 indicators. The lower levels achieved in the
other 3 reflect that these indicators are not relevant to asylum seekers and refused asylum seekers

Non Service User Stakeholder Views on NNRF. These believed NNRF strengths included; vision,
values, commitment/passion of staff & volunteers, high awareness within asylum seekers and
refugee communities, specialised skills and knowledge, empathy and understanding, extensive
connections and an excellent reputation. Weaknesses were considered as lack of overall
strategy/planning, policies and procedures, concerns about confidentiality and professional
boundaries and a worry that, at times, the friendly approach could lead to dependency rather than
empowerment of clients.

There were also concerns regarding data and record keeping, communication breakdowns due to a
lack of shared understanding of committee and staff roles, and some concerns about the limitations
of the building. Partners echoed many of these concerns but are extremely positive about what
NNRF bring to their work and are keen to continue working together. Statutory partners recognised
the invaluable work of the NNRF and that they gave their services a route to engaging a hard to
reach client group.

Learning and recommendations. The mix of formal advice and community/social support appears to
work well for this client group. This can be difficult to deliver and give rise to practical issues and
wider strategic concerns, especially concerning the balance between empowerment and
dependency.

The results from the service user survey suggest developments should focus on building capacity in
the areas of immigration, welfare benefits and housing advice. Anti destitution support should be
increased if possible and consideration given to providing direct services in the areas of training and
employment support. Attention should also be given on improving how services are delivered and in
particular how to better separate out aspects of the social/community support from the advice
service, better managing of the empowerment/dependency tension, and improved integration of
services including consideration of triage and duty staff approaches

In terms of organisational development suggestions include developing a strategic plan, clarifying
the underlying theory of change, improving joint understanding of Executive Committee and staff
management roles and communications routes, and upgrading the data and record keeping system.

Such developments need to be tempered by what is practical in the current funding environment,
the tendency to overstretch needs to be moderated in order to ensure the staff and organisation do
not find themselves in an unsustainable financial, physical and/or emotional situation.
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