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Executive Summary 
 
 
This report explores the needs of the refugee and migrant community in the London 
Borough of Sutton in the light of legal aid and local authority budget cuts. 
 
It concentrates on identifying the current needs, how they have changed over the last 12 
months and how services can be improved. Furthermore, the report addresses any gaps in 
provision and identifies the possibility of a new project or service to address the main 
identified needs of this client group. 
 
My aim was to use 2 research methods. Firstly a questionnaire in order to reach as many 
people as possible with specific questions to identify their current needs and the current 
service provision in Sutton. I also used interviews and clients’ stories to show how newly-
arrived refugees cope with accessing services in Sutton. 
 
The main findings of the research provided a view of the background of this client group, 
represented by mainly people from Sri Lanka, followed by Iranians and Russians, with a 
small percentage of other ethnic groups. 
 
Most of the respondents have lived in the UK for less than 5 years and most of them had 
indefinite leave to remain with the same entitlements to access benefits, housing, education 
and employment as UK residents. 
 
There were also quite a number of respondents who were asylum seekers with no 
eligibility to work or access to mainstream benefits and housing. 
 
Their main needs expressed were access to information and advice on housing, education, 
employment, benefits and immigration. 
 
In the last twelve months some respondents were unable to access legal aid, housing and 
benefits which resulted in homelessness, food poverty and worries about their future. 
 
They also stated that they need more services to help with removing language barriers, 
finding information and having advice available so they can access it when needed. 
 
High numbers of respondents were unemployed with a university degree education. 
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The research concludes that the main point of contact for refugees and migrants in Sutton 
was a specialist refugee organisation rather than mainstream services. 
 
The main needs of this client group concentrated around housing, employment, education, 
benefits and immigration. 
 
Unemployment was rather high amongst respondents compared to the fact that a high 
percentage of respondents had a university degree. 
 
Local authority budget cuts and legal aid cuts affected clients who lost benefits and became 
homeless as a result as well as suffered food poverty, stress and were worried about their 
future. 
 
Half of the organisations contacted suffered cuts and were unable to provide access to their 
services or unable to challenge a loss of benefits. 
  
Having a specialist refugee and migrant organizations in Sutton to act as an important 
resource of information, support and advice for this client group is essential, and securing 
funding from different sources to support one is a priority. 
 
Reaching out to clients with publicity and information, in different languages if necessary, 
is needed so that they can find where to go for advice and support; as well as setting up 
orientation workshops with presentations about the basics of the UK system. 
 
Developing enhanced advice services in immigration, benefits, education and housing with 
specialist knowledge in this area relevant to refugee and migrant issues would also help to 
deal with more complex issues. 
 
Employment is another important issues that needs to be addressed by developing further 
employment advice and surgeries for job searches, CV writing and application and 
interview skills. 
 
Increasing free English tuition classes, which are currently provided once a week for 2 
hours, would help to remove language barriers. 
 
Encouraging clients to be more engaged by offering opportunities to volunteer in a 
specialist refugee and migrant organization, where they could be supported by training, 
and could use their skills and knowledge, would help them better understand the UK 
system and be a valued part of the community in which they live. 
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Chapter 1  
 
 

(i)Central aim and research plan 
 
The central aim of my research was to explore needs of refugees and migrants in London 
Borough of Sutton in the light of current legal aid and local authority budget cuts. 
 
The objectives of my research were: 
 

 To identify changes to the provision of advice services over the last 12 
months; 
 

 To highlight their effects on this client group; 
 

 To identify how the needs of this client group has changed over the last 
12 months; 
 

 To identify gaps in the provision of advice services; 
 

 To identify how advice services could be improved or changed; 
 

 To identify whether there is a need for a new project or service. 
 

I planned to speak to clients who came for an appointment or came to one of the drop in 
sessions where I provide advice. I also planned to contact the London Borough of Sutton 
grants officer, and organisations that work and provide advice and other services to 
refugees, asylum seekers and migrants in Sutton. I planned to use questionnaires, 
interviews and clients’ stories. My time frame was a month to do this. 
 
I have no research background; it was a challenging and interesting project. I was 
interested in the outcomes of this research as I would like to see how best our organisation 
can provide services for our clients and what the gaps in services are so that we can 
remedy them by developing a new service or project and applying for funding for it.  
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(ii) The purpose of this research  
 
The purpose of my research was to identify whether services for refugees and migrants in 
Sutton were meeting their needs in the period of the last 12 months. 
 
I was interested to find out what clients views were on accessing services they needed. In 
the view of budgets cuts and legal aid cuts, how difficult it was for this group to get prompt 
and reliable advice? 
 
What were the main obstacles for them to seek relevant advice or services and how did it 
affect them when they could not access the services they needed? 
 
Have they become homeless, have they struggled to pay for food and essential living 
expenses? 
 
What changes would they like to see in service provisions in Sutton that would help them 
to meet their needs? 
 
 
 

(iii) Background and literature review  
 
The London Borough of Sutton is a part of outer London and is bordered by Merton to the 
north, Croydon to the east, Surrey to the south and Kingston upon Thames to the west. 
 
The most rapid population growth happened at the beginning of the 20th century as a result 
of the extensive suburban and inter-urban railway networks being built. Sutton 
experienced a slight population decline from the 1960s to 1980s. According to the recent 
estimate, Sutton’s population is around 190,000 residents, which is relatively small for a 
London borough.  
 
If we look at ethnic diversity, Sutton is more like the England average than the London 
average with around 71% of its residents from “White-British” backgrounds. Some parts of 
the borough such as Beddington South have a similar level of ethnic mix as the rest of 
London. Other borough areas including Cheam, Sutton South and Belmont have higher 
number of ethnic groups than borough average.1  
 

                                                        
1 http://www.londonspovertyprofile.org.uk/indicators/boroughs/sutton/ 

http://www.londonspovertyprofile.org.uk/indicators/boroughs/sutton/
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The ethnic minority population is 17.6% of population in Sutton, compared to the London 
average of 36%. The largest ethnic groups in Sutton are from India and Sri Lanka. 
According to one estimate, 250 households in Sutton, including about 18% ethnic 
minorities will be affected by the total welfare benefit cap, London Borough of Sutton 
(2012). 
 
Changes to the welfare system in Sutton as part of the welfare reforms taking effect from 
1st April 2013 affect Sutton residents including refugees and migrants who are eligible for 
benefits. The Council estimates that 7,500 households will be affected by cuts in Council 
Tax benefit.2  
 
Although against a difficult economic backdrop and unprecedented cuts in local 
government, Sutton remains resilient and continues to perform well (Ipsos MORI), it is 
doubted whether Sutton Council will continue to support refugee and migrant 
organisations in the borough (Migrant Rights Network). With more budget cuts on the way 
the situation is going to get worse (Ipsos MORI).  
 
Advice services have not been immune from pressure to their funding. Local authorities 
have reduced their funding to advice services as they received less funding from the central 
government. As a result of certain types of grants being lost or reduced that benefited 
poorer boroughs, those boroughs found themselves especially affected. Furthermore, small 
and specialist organisations have difficulties in competing in the commissioning process 
being introduced by a number of Local authorities. The London Councils grant scheme 
ended earlier than anticipated and, as a consequence, grants to funded organisations ended 
earlier. Changes to legal aid hit many providers such as Law Centres, especially in 
immigration work, very hard. The trend of reduced funding from alternative sources has 
led to more intensive competition for grants from trusts (Migrant Rights’ Network). 
 
A new report from the think tank The Centre for Welfare Reform refers to the effects of 
cuts to public spending to the most disadvantaged members of our society, which 
represents 20 per cent of the population. They are bearing 36% of the total cuts, which is 
nearly twice as much as average. These cuts will cause people in poverty to be poorer by 
£2744 a year by 2015-2016. 3    
 

                                                        
2 https://www.sutton.gov.uk/index.aspx?articleid=17236 
3http://www.poverty.ac.uk/editorial/spending-cuts-%E2%80%98targeted-disadvantaged-
groups%E2%80%99 
 

https://www.sutton.gov.uk/index.aspx?articleid=17236
http://www.poverty.ac.uk/editorial/spending-cuts-%E2%80%98targeted-disadvantaged-groups%E2%80%99
http://www.poverty.ac.uk/editorial/spending-cuts-%E2%80%98targeted-disadvantaged-groups%E2%80%99
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Although the cuts have been disguised by use of rhetoric (Simon Duffy) the effects are 
disastrous for minority groups who need the support of advice services, i.e. services such 
as legal aid and other advice services. 
 
In the Hammersmith & Fulham Refugee Forum a few of the Refugee Forum’s smaller 
voluntary group members had folded as a result of the pressures and were no longer able 
to assist the people that depended upon them. Many other members have continued in a 
reduced capacity. Although the Refugee Forum had itself suffered from a loss of funding it 
continued to offer a unique service to the refugee communities in the borough. It continued 
to run a series of training workshops on a wide range of topics and also the annual Refugee 
Week celebration in June, in partnership with Hammersmith & Fulham Volunteer Centre. 
(Trust for London) 
 
In light of the above it is very unlikely that the London Borough of Sutton, whose spending 
power was reduced from 2.8% in 2011/12 to 2.6% in 2012/13 (Trust for London), will 
escape the effects of cuts on such a service, although the magnitude may vary. 
 
Migrant Refugee Community Organisations (MRCOs) provide varying levels of advice as 
well as acting as links between migrants and the mainstream advice sector through 
running advice services in parallel with a drop-in centre. They also provide more personal 
contact and emotional support than can be offered by more formal advice agencies. Lack of 
knowledge of the British system, difficulties speaking English and immigration restrictions 
make MRCOs important links between migrants and more mainstream services (Migrant 
Rights’ Network). By reducing or cutting the funding, refugees and migrants are likely to 
experience difficulties in integrating into mainstream society (Migrant & Refugee 
Communities Forum). 
 
 
 

(iv) Methodology 
  
For my research into the needs of refugees and migrants in Sutton I used questionnaires 
and interviews.  
 
I used the questionnaire as a tool to get as many answers as possible to specific questions 
about the respondents’ backgrounds, the services they have been using and what specific 
issues they have not been able to get help for. The questionnaire as a tool can be made up 
of multiple choice questions as well as open ended ones. It can be administered 
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electronically via email, in person by handing the paper version to clients at the drop-in or, 
for example, at office appointment sessions.  
 
My aim was to reach as many people as possible from clients who are using advice services 
and other services in the Borough.  I sent questionnaire electronically to those whom I had 
contact details. I also gave paper versions of the questionnaires to clients who come to our 
organisations’ drop-in centre for English classes or advice. I had very good responses from 
participants. 

I also sent questionnaires to 14 organisations in Sutton working with refugees either as 
advice agencies or community groups. I received fewer responses than anticipated. The 
responses that I have received were mainly from organisations that we have more working 
relations with than those we do not work with.  

As a second tool, I used interviews. These could be structured or unstructured. The main 
feature of them was that they were one-to-one, where the respondent gave their informed 
consent to take part and it was pre-arranged. They could also be unstructured (I used this) 
to allow the client to express in more detail their experiences. I also used unstructured 
interviews with clients who found it more difficult to express their answers in writing 
because of their limited English.  

One client told me his story of how, after arriving in Sutton as a refugee with his family, he 
had tried to resolve his issues on his own, before having stumbled upon our organisation 
only by chance. The interview enabled me to communicate directly with the interviewee 
and get more descriptive answers to my questions about his experiences and problems 
accessing the services he needed. 
 
 
 

(v) Ethical considerations 
 
In my research I used questionnaires and an interview with a case story. I made sure that 
the interviewee was informed of the purposes of the questionnaire and how the 
information I collected was to be used. I informed the interviewee that the data would be 
anonymous and that the respondent could withdraw at any time if they felt uncomfortable 
with the interview or the questions asked. I also asked the interviewee to sign a consent 
form. My research tools were approved by the ethical panel at Evelyn Oldfield Unit. 
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Chapter 2: Research findings  
 
 

(i) Clients’ responses 
 
I sent out questionnaires to complete to clients who attended the outreach drop in and to 
those who came to the office by appointment. Approximately 50% of the respondents 
received some form of help either with interpretation into English or explanation of the 
questions by volunteer interpreters and volunteer English teachers. 
 
I also interviewed a client who presented me with his story. 
 
 
Q1. What age are you? 
 
I received 21 responses, one response skipped answering the question.  Responses showed 
that 47% belong to the age group between 36-45.  The age group from 26-35 represents 
38%. A significantly smaller number of respondents were from the age group of 46-65 and 
16-25 only 4.76%. There were no respondents from over the age of 65. This evidence 
shows that majority of people seeking advice from our organization are adults of working 
age between 36 and 45. 
 
 
Q2 What is your immigration status? 
 
33% of respondents stated that they had Indefinite Leave to remain, and this shows that 
they are permanent residents in the UK. This is followed by those who have refugee status, 
which is limited to 5 years with the same entitlements to work and benefits during the 5 
year period. Almost 10% of respondents were either British citizens, European nationals, 
or their family members. Almost 5% of respondents were either asylum seekers or failed 
asylum seekers. There was no respondent in any other immigration category. 
 
 
Q3 Your nationality, please state: 
 
From Table 1 below we can see that majority of respondents were British nationals 19%, 
followed by 14% Iranians and the same percentage of Sri Lankans, and Russians 10%, 
followed by a smaller 5% of other nationalities such as Iraq, Sudan, Uganda, Eritrea, 
Lithuania, Belarus, German, Kyrgyz respectively. 



Lucy Minyo  
 
 

 

 
11 

 

Nationality No of Responses Percentage 

British 4 19% 

Iranian 3 14% 

Iraqi 1 5% 

Sudanese 1 5% 

Sri Lankan 3 14% 

No answer 1 5% 

Belarusian 1 5% 

Lithuanian 1 5% 

Eritrean 1 5% 

Russian 2 10% 

Ugandan 1 5% 

Kyrgyz 1 5% 

German 1 5% 
Table 1 

 
 
Q4: Your employment status 
 
From the respondents’ answers in Table 2 we can see that the number of employed and 
unemployed respondents equalled 29%, followed by 24% of non-working members of the 
household. Respondents who are not eligible to work represented 14% of the total 
respondents, rather a high number. Only 5% were self employed. 
 
 

Employment status No of responses Percentage 

Employed 6 29% 

Unemployed 6 29% 

Self-employed 1 5% 

Not eligible to work 3 14% 

Volunteer 0 0% 

Housewife 5 24% 
Table 2 
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Q5: Your education background 
 
Table 3 shows that 33% have A level or equivalent education, follow by 29% with 
Bachelors Degrees and 19% with Masters degrees. Respondents with GSCE level education 
represented 14%. When we compare the level of employment and unemployment with 
levels of education we can see that 81% have A level or higher education and almost 50% 
from those have university degree , but only 29% are in employment. 
 
 

Education level No of responses Percentage 

No answer 1 5% 

GSCE 3 14% 

A levels or equivalent 7 33% 

Bachelor degree 6 29% 

Master degree 4 19% 

PhD level degree 0 0% 
Table 3 

  
 
Q6: How long have you been living in the UK? 
 
More than 40% of respondents have lived in the UK for less than 5 years, including 14% of 
those who lived in the UK for less than a year.  
 
 

Time lived in the UK No of Responses Percentage 

Less the a year 3 14% 

1-4 years 6 29% 

4-10 years 8 38% 

11 years and more 4 19% 
Table4 

 
 
Q7: What is your marital status? 
 
52% of respondents were married, whilst those single represented 38%. 
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Marital status No of Responses Percentage 

Married 11 52% 

Single 8 38% 

Widowed 0 0% 

Separated 2 10% 

Divorced 0 0% 
Table 5 

 
 
Q8: What is your housing status? 
 
Table 6 shows that 43% of the respondents lived in privately rented accommodation, 
whilst a relatively large percentage – 33% lived with friends or family members.  
 
 

Housing status No of Responses Percentage 

Owner 2 10% 

Private rented 9 43% 

Council rented 0 0% 

Housing Association 3 14% 

Living with friends/family 7 33% 
Table 6 

 
 
Q9: Which of the advice services listed below you have been using in the last 12 
months? Please tick all those you have been using 
 
More than 50% of respondents came to seek advice on benefits, followed by 43% on 
immigration, 38% on health and 33% on housing/homelessness. 
 
 
Advice services used in 
the 12 months No of Responses Percentage 

Housing/Homelessness 7 33% 

Immigration 9 43% 

Benefits 11 52% 

Education 6 29% 

Health 8 38% 
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Employment 6 29% 

Not specified 3 14% 
Table 7 

 
 
Q10: Where do you go when you need advice? 
 
67% of respondents stated they use Refugee and Migrant Network Sutton, 20% go 
elsewhere, 10% did not know where to go for advice, and 5% did not specify where they go 
for advice. 
 
 
Places of advice used by 
respondents No of Responses Percentage 
Refugee & Migrant Network 
Sutton 14 67% 

Citizens Advice in Sutton 2 10% 

Local Council 2 10% 

Local MP 0 0% 

Law Centre 0 0% 

I am not sure 2 10% 

Not specified 1 5% 
Table 8 

 
 
Q11: How often are you accessing this advice? 
 
The results from respondents show that almost 40% are accessing advice frequently, every 
month, almost 30% access advice at least once a month and only 14% seldom access 
advice, once a year or less. 10% of respondent have never accessed advice. 
 
 
Frequency of accessing 
advice No of Responses Percentage 

Frequently (monthly) 8 38% 

Occasionally (once a month) 6 29% 

Seldom (once a year or less) 3 14% 

Never 2 10% 
Table 9 
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Q12: In the last 12 months has the current level of advice services met your 
needs? 

 
58% of respondents stated that the current level of advice services met their needs fully, 
whilst 37% stated that their needs have been met only partly. Only 5% stated that their 
needs have not been met. This indicates that as the majority of respondents were seeking 
advice from RMNS, their needs were met, without services from RMNS 58% of respondents 
would have to seek advice elsewhere. Only 10% were seeking advice from Sutton CAB or 
Local Council. Neither of these providers have specialist services for refugees or migrants.  
 
 
Advice services meeting 
needs in the 12 months No of Responses Percentage 

Yes (completely) 11 58% 

Yes (partly) 7 37% 

No (not at all) 1 5% 
Table 10 

 
 
Q13: If your needs have not been met, please tell us which one of your needs have not 
been met? 
 
Respondents’ answers show that unmet housing needs represent almost 40%, followed by 
health, education and employment of 29% respectively. Immigration and benefits needs 
represent 14% and 21% respectively.  
 
 

Unmet needs No of Responses Percentage 

Housing/Homelessness 5 36% 

Immigration - basic 2 14% 

Immigration - appeals 0 0% 

Benefits 3 21% 

Education 4 29% 

Health 2 14% 

Employment 4 29% 

Not applicable 4 29% 
Table 11 

 
 



Exploring the needs of the refugee and migrant community in the London Borough of Sutton in the light of 
current cuts to legal aid and to the Local Authority budget 
 
  
 

 
16 

Q14: Why do you think your needs have not been met? 
 
Respondents answers show a high percentage of lack of information as to where to seek 
advice for a particular problem (32%), the other major reason was a lack of English skills 
(11%), a rather high percentage of respondents (26%) did not provide a reason as to why 
their needs had not been met. This could be for various reasons: lack of full understanding 
of the questions because of cultural or language barriers, or perhaps because they were not 
confident enough to express their opinions to not be seen as giving criticism. If their needs 
were met they would not answer this question. 
 
Some of the responses: 
 
‘I did not receive good advice’  
‘No, Everything is perfect for me.’ 
‘I did not know wher to go, this  ecaus helping me very much  ecause i dount speack well 
English.’ (direct quote) 
 
 

Reason for unmet needs 
No of 

Responses Percentage 

I did not know where to go 6 32% 

I do not speak English 2 11% 
I could not get appointment on 
time 1 5% 
Advice not available free of 
charge 0 0% 

No answer 5 26% 

Not applicable 5 26% 
Table 12 

 
 
Q15: How has the lack of access to advice affected you? 
 
8 Respondents answered this question and 25% of those lost benefits, which would 
certainly have resulted in some form of debt for the household, although they did not 
answer the question relating to debt. 13% lost their accommodation and further 13% did 
not have enough money for food or for the family. 25% were worried about their future if 
they could access the help they needed and the same number found it very stressful to deal 
with their problems because of the lack of services they need. 
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One of the r espondents' answers summaries the problem: 
 
‘I lost my house and I’m worried about my future and is very stressful for me.’ 
 
 

Effect of lack of access to advice 
No of 

Responses Percentage 

I lost my benefit 2 25% 

I  lost my accommodation 1 13% 

I found it very stressful 2 25% 

I got into debts 0 0% 
Not enough money for food for 
my family 1 13% 

I am worried about my future 2 25% 
Table 13 

 
 
Q16: When you need advice from RMNS do you prefer: 
 
Advice delivery by calling the office for an appointment was favoured by 53% of 
respondents, followed by quick advice at the Drop in (26%), and 16% would call for an 
appointment if their issue was not resolved at the drop in. This may indicate that half of the 
respondents’ issues were more complex to deal with at the drop in, which provides quick 
advice and only deals with matters than can be resolved within the maximum of 20 
minutes time slot.  26% of respondents felt that their issues could be resolved at the drop 
in. 
 
 

Advice delivery from RMNS 
No of 

Responses Percentage 

Call the office for an appointment 10 53% 
Drop in for a quick advice 
without appointment 5 26% 
Drop in first, if unresolved ask for 
an appointment 3 16% 

No answer 1 5% 
Table 14 
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Q17: How has the level of advice support for refugees and migrants in 
Sutton changed in the last 12 months in the Borough? 

 
Our respondents felt that the level of advice support for refugees and migrants in Sutton 
increased in the last 12 months – 44%, those who felt that the support has reduced 
represent 22%, and those who answered that it stayed the same was 11%. 
 
 
Changes to advice in Sutton in 
the last 12 months 

No of 
Responses Percentage 

Reduced 4 22% 

Stayed the same 2 11% 

Increased 8 44% 

No answer 4 22% 
Table 15 

 
 
Q18: Can you give examples of service you have used to access and cannot access 
now? Please explain. 
 
From the respondents answers we can see that 44% did not give any examples of services 
that they used to access before and cannot access now. We know that more than 40% of 
respondents have lived in the UK for less than 4 years, and 11% stated that they do not 
speak English. These may be why they are not able to express their views, find information 
easily and are not fully familiar with the UK system. 11 % of respondents have most likely 
received the services they needed and therefore did not experience this problem.  
 
 

Services no longer available No of Responses Percentage 

Immigration 1 6% 

Legal Aid 1 6% 

Not sure 1 6% 

No answer 8 44% 

Not applicable 2 11% 
Did not understand the 
question 1 6% 
Accommodation unable to 
access 1 6% 
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No problem to access service 
needed 1 6% 
Did not need anything 
especially 1 6% 
Lived in the area for a short 
time 1 6% 

Table 16 

 
 
Q19: What else need to change, what else can RMNS and other organisations do to 
improve your situation? Please give us your views. 
 
From the respondents’ answers we can see that 28% were happy with the service they 
received and were happy that they could find a refugee organization that could help. 
Without Refugee and Migrant Network they would not have been able to resolve their 
problems. 44% of respondents did not provide any views on how the service could be 
improved or what could be done to improve the respondents’ situations. They may have 
been a number of factors that prevented them from responding – a language barrier, lack of 
knowledge of the UK system, or that they did not have experience in seeking advice and 
services and therefore they could not give any suggestions. Those respondents who did not 
answer could perhaps have been more able to give their views in a focus group setting, 
where they could be encouraged to express their views more easily. 
 
 
Views on service 
improvement 

No of 
Responses Percentage 

Happy with the service 5 28% 

Help with language problems 1 6% 

Improve immigration service 1 6% 

No answer 8 44% 
Information and advice on 
education, especially higher 
education 1 6% 
Help with language problems – 
translation/interpreting 1 6% 
Organization needs more 
support 1 6% 

Table 17 
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I was exploring how organisations who work with refugees or migrants, or work with 
those who came as refugees or migrants and are now settled or perhaps even second 
generation ethnic minority groups are experiencing difficulties in accessing services and 
what needs they recognized within their community. 
 
 
 

(ii) Organisations representing Refugees, Migrants and Ethnic 
Minority Groups 
 
I sent a questionnaire to 14 organisations in Sutton who represent refugees, migrants and 
ethnic minority groups. I received responses from 4 organisations, mostly ones that our 
organization works more closely with. 
 
 
Q1: In your professional opinion, what are the current needs of refugees, asylum 
seekers and migrants in Sutton? 
 
Respondents recognized the main needs of this vulnerable group of people as social 
isolation, lack of access to financial support, a need for welfare and legal advice, access to 
interpretation services, a lack of knowledge of UK system and a lack of integration. An 
important point mentioned was to provide more understanding of their rights and 
responsibilities so people can better manage their expectations.  
 
“Someone to talk to socially in cases of isolation professionally in cases of trauma and loss 
(counselling) a point of contact for living support both in terms of welfare and of legal 
advice. Financial support to get to essential services.” 
 
“Housing, employment and benefits issues.” 
 
“I can only comment with knowledge about employment needs, since that is the service we 
provide.” 
 
“In Sutton there is a need for easy access to translation services if English is not your first 
language - how the benefits system works in the UK and expectations - that you cannot get 
benefits straight away - that refugees, asylum seekers and migrants will need to show a 
willingness to work and make a contribution.” 
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Q2: What percentage of your clients this group represents? 
 
Refugees, asylum seekers and migrants represent only a small percentage of the clients, 
except for one organization where their only clients are refugees. 
 
Some of the respondents answers were 6%, 100% and very few at present. 
 
 
Q3: How has your service provision to this client group changed in the last 12 
months?  
 
Answers varied depending on the services organization provide and the method of funding. 
One in four respondents had seen a decrease in the number of the client group, one 
respondent having said they signposted clients to an organization that is more appropriate 
for their needs, and one respondent having seen an increase in this client group’s needs in 
terms of understanding different cultures and the diversity of the needs that require the 
services of zn organization that can understand those needs and can address them. 
 
“However, there is an increase in these client groups and their immediate needs in last 2 
years and our role is to understand the cultures and diversity of their needs and 
how/where to signpost for them to access appropriate services i.e. RMNS.”  
 
 
Q4: Which of your services suffered most as a result of legal aid and local authorities 
cuts?  
 
Respondents’ answers reflected how they are funded. Welfare, debt and housing advice 
services suffered most for the organization that depended on legal aid and local authority 
funding.  
 
 
Q5:  How have your refugee, migrant, asylum seekers and failed asylum seekers 
clients been affected by the cuts to your services?  
 
Respondents regarded cuts in funding a principal cause of their clients’ ability to use their 
services, as they were unable to travel because of lack of funds. Legal aid cut were the main 
reason that clients were unable to challenge a benefits or housing decision. 
 
Lack of statutory employment services for refugees meant that they use mainstream 
services with no improvement in getting a job.  
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There are also effects of cuts to services on asylum seekers and refugees that are not 
known or apparent. For example, because an organization does not monitor such effects 
and affected people stop coming as there is no service to provide what they need. 
 
 
Q6: Is there a particular group of refugee, asylum seeker and migrants that suffered 
most as a result of the cuts to your services and why?  
 
Respondents’ answers show that language and financial barriers are one of the main causes 
of inability to access services. Those who worked only with refugees felt that this group as 
a whole was affected.  
 
 
Q7: What were the most frequent issues this client group have approached you with 
after the cuts were introduced compared to before the cuts? 
 
The respondents’ answers showed that the most frequent issues were lack of funds to 
access services and lack of support services that would address the needs of a particular 
client group. Some of the clients’ issues have remained the same in particular, housing, 
employment and benefits enquiries. 
 
 
Q8: What is happening next in terms of funding for your organization to provide 
services to this client group? 
 
Organisations that responded are concentrating on seeking further sources of funding, 
except one that hopes to maintain the current level of service.  
 
 
Q9: What has changed over the last 12 months in Sutton advice provision?  
 
For half of those who responded, the changes to advice provision in Sutton were not 
known.  Those who provide specifically advice have seen an increase in the number of 
appeals for specific benefits and less free advice provision.  
 
 
Q10: What else would you like to say about the needs for advice provision for 
refugee and migrant group in Sutton or anything else that needs to be done for this 
client group?  
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Respondents have expressed the need for active referral to services that are available in 
Sutton, and for providing targeted services to increase employment prospects whose 
benefit to clients would outweigh the cost of running such a service.  
 
 
 

(iii) Local Government response 
 
In order to see how the funding for provision of services has been affected by the 
government cuts to Sutton Local Authority I sent them a questionnaire. 
 
Q1: How has your funding to refugee and migrant support organisations been 
affected by the current budget cuts?  
 
No specific change in policy or funding that we are aware of.  
 
 
Q2: What percentage of your funding has been affected by the cuts?  
 
Overall local authorities’ funding from central government has been reduced year on year 
and this will continue for the foreseeable future. Given the complexity of local government 
funding and formula it is not possible to put a % figure on this.  
 
 
Q3: What are your priorities in how you allocate funding in the borough, specifically 
for refugee and migrant organisations and why?  
 
While we are not able to comment on a specific group of Sutton’s population, generally the 
London Borough of Sutton aims to ‘To build a community in which all can take part and all 
can take pride’. This vision encapsulates the community-based approach and commitment 
to improving the quality of life and well-being for all Sutton residents. There are five core 
values which reinforce the vision and provide the underlying context to the ways in which 
we work. The values form the acronym PRIDE and illustrate how the Council is committed 
to: • Working in PARTNERSHIP with the people who live and work in the Borough • Making 
our services open and accessible so that everyone is listened to and treated with RESPECT 
• Seeking INNOVATIVE approaches in order to provide better, more cost-effective services 
• Promoting DIVERSITY and ensuring that we recognise and celebrate difference within the 
context of fairness and equality • EMPOWERING everyone so that we can all ‘take part and 
take pride’ as active citizens and staff. 
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Q4: What has changed in the last 12 months in Sutton advice provision?  
 
Nothing specific that we are aware of in terms of existing provision or provision by other 
organisations / individuals / communities aside from the environment generally being 
challenging in terms of resources. Changing need is at the forefront of most organisation’s 
awareness and work, whether they be advice providers or providers of any service.  
 
 
Q5: In your professional opinion, what are the current needs of refugees, asylum 
seekers and migrants? 
 
We are not experts and would refer you to Sutton’s Equality and Diversity Forum.  
 
 
Q6: What unmet needs have you recognized for this group? 
 
As above.  
 
 
Q7: What else do you think needs to be done for this client group?  
 
As above.  
 
 
Q8: What is happening next in terms of funding for services to this group?  
 
As above.  
 
 
Q9: Are you aware of the services provided by Refugee and Migrant Network Sutton, 
would you be interested in receiving further information? 
 
Yes, aware, thank you.  
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Chapter 3: Discussion 
 
 
Ethnicity 
 
The London Borough of Sutton has a smaller minority population (17.6%) than the London 
average (36%). My research has shown that the respondents from Sri Lanka represented a 
larger percentage than those from other ethnic groups, which is what the official borough 
statistics confirm. This is followed by respondents from Iran, then Russia and then other 
nationalities represented a smaller number of respondents. 
 
 
Age and housing 
 
The majority of respondents were of working age between 36 and 45 years, living in 
predominantly privately rented accommodation, but a large number were living with 
friends and family. 
 
 
Length of time in the UK 
 
More than 40% of respondents have lived in the UK for less than 5 years, including 14% of 
those who have lived in the UK for less than a year.  
 
 
Immigration status 
 
The majority of respondents had permanent residency in the UK, followed by those with 
refugee status and European nationals.  
 
 
Employment status 
 
A smaller number of respondents were working than those who were either unemployed 
or staying at home looking after family. Quite a significant number were not eligible to 
work, which is mainly restricted by their immigration status as asylum seekers.  
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Education status 
 
A significant number of respondents stated A level or higher education, and almost 50% 
with university degree but only 29% in employment. 
 
 
Advice services sought in 12 months 
 
The majority of respondents needed welfare benefit advice, which corresponds with the 
borough statistics which state that approx. 18% of the ethnic minority population will be 
affected by the welfare reforms. 
 
 
Access to services 
 
Almost 70% responded that they seek advice at Refugee and Migrant Network, as specialist 
agency for this client group, comparing to 10% to Citizens Advice Bureau or Local Council.  
 
 
Frequency of need for advice 
 
Almost 40% needed advice frequently, which can also be a result not only of changes to 
benefits but also the fact that they have been in the UK less than 4 years and are relatively 
new to knowing and understanding the UK system well. 
 
 
Changes and their effects on client group 
 
Housing/homelessness represented the highest percentage of unmet needs, followed by 
education and employment, then benefits, immigration and health. 
 
The majority of respondents saw reasons for unmet needs as being lack of information 
available as to where to seek help, followed by the language barrier. 
 
The main effect of not being able to access the services they needed was loss of benefits, 
concerns about the future and stress caused by not being able to deal with the situation.  
 
Food poverty and homelessness were also significant. 
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Respondents' answers gave a positive increase to the level of support services to them in 
the last 12 months, which is in contrast to the services in London and in the UK where 
refugee and migrant support services suffered cuts and closures or reduction in service 
provision.  For 22% of respondents the services had been reduced and only 11% felt that 
they stayed the same. 
 
Immigration, legal aid, access to housing, and being in the area for a short time to give a 
view on changes were answers given by respondents, but the majority did not give any 
response as to what changes they experienced. We know that more than 40% of 
respondents have lived in the UK for less than 4 years, and 11% stated that they do not 
speak English. These may be the reasons that they are not able to express their views or 
being aware of all the changes and understand what these changes mean for them. 
 
 
Gaps in provision and suggested improvements 
 
Respondents were seeking improvements in immigration advice, advice on education, 
especially higher education and overcoming the language barrier including translation and 
interpreting. Some felt that the organization needed to be given more support in order to 
provide the range of service respondents needed.  
 
50% of the organisations that responded to the questionnaire were experiencing cuts to 
their services and were unable to assist vulnerable clients with the cost of accessing the 
service and with benefits refusal decisions due to cuts in legal aid and local authority 
funding. Organisations with access to employment expertise recognised the importance of 
a specific statutory service for refugees who are lacking UK work experience, which is one 
of the main barriers to employment. It was also felt by one respondent organization that 
there has been an increase in thr immediate needs of this client group in the last two years, 
and that there is great need to raise awareness of the needs of the group in order for 
organisations to be able to refer/signpost them to access relevant services. 
 
 
Local Authority  
 
From a perspective of the local authority, they recognised challenging times in terms of 
funding, which affected all local authorities as a result of welfare reforms. They did not 
state any specific changes to policy or funding to refugee organisations, and were unable to 
give a percentage of funding affected by cuts due to the complicated nature of the funding 
process. They were also unable to give any information on the needs of refugees and 
migrants in the Borough, their unmet needs, or future funding for the organisations 
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providing services for this group, other than making a referral to the Sutton Diversity and 
Equality Forum. 
 
Overall, the research findings from the sampled client group confirm that changes to the 
benefits system and local authority funding have affected our client group in a higher 
proportion than the 18% stated by London Borough of Sutton, which would be for number 
of reasons, not just as a result of benefits changes or lack of access to services. 
 
Regarding concurrence with my literature review, the sampled client group matches the 
Council’s statistics which put the Sri Lankan ethnic group as one of the main groups in 
Sutton. 
 
In general, client groups who responded were happy with the services provided in Sutton 
and felt that the level of support services met their needs. This confirms Ipsos MORI 
findings that Sutton remains ‘resilient and performing well’. 
 
Respondents from the refugee and migrant group stated very clearly that they do prefer to 
seek advice and support with a specialist refugee organization which correspond with the 
Migrants Rights Network findings of the importance of the existence of such an 
organization as a first point of contact and more for refugees and migrants. 
 
Although the Local authority has not indicated any changes in funding policy for refugee 
organisations in Sutton, its spending power was reduced in the last 3 years. The magnitude 
of the effect of cuts on services may vary. 
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Chapter 4  
 
 

(i) Conclusions   
 

 Refugees and Migrants in Sutton need specialist services where their needs are 
understood and responded to. They prefer a specialist agency as a first point of 
contact rather than mainstream services not targeted to their needs. 

 Their needs have been mainly in the areas of housing, education, employment, 
benefits and immigration. 

 They felt that they need more information where and how to access services and 
help to address language barrier. 

 Most of those who responded were living in the UK for less than 4 years, and have 
been living in privately rented accommodation or with friends or family. 

 Quite a significant number had higher education but were unemployed or looking 
after a family. 

 The majority of respondents felt that support for them has increased in the last 12 
months, but those who have lost out as a result of not being able to access service 
they need lost benefits or accommodation as a result, suffered food poverty, found it 
very stressful and were worried about their future. 

 The local authority budget cuts are challenging for service provision but at the same 
time provide opportunities to find solutions to build a community in which all take 
part and pride 

 
 
 

(ii) Recommendations 
 

1. Specialist refugee and migrant organisations in Sutton are an important resource of 
information, support and advice for this client group and therefore securing funding 
from different sources is a priority; 
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2. Reach out to clients with publicity, information in different languages if necessary so 
that they can find where to go for advice and support; 

3. Sett up orientation workshops with presentations about the basics of the UK 
system; 

4. Develop information and knowledge sharing with community organization in order 
to support our client group; 

5. Develop projects with other organisations that could benefit this client group and 
each other; 

6. Develop enhanced advice services in immigration, benefits, education and housing 
with specialist knowledge in these areas relevant to refugee and migrant issues to 
help with more complex issues; 

7. Employment is an important issue that needs to be addressed by developing further 
employment advice with surgeries of job search, CV writing and application and 
interview skills; 

8. Increase free English tuition classes which are currently provided once a week for 2 
hours to help to remove language barriers; 

9. Encourage clients to be more engaged by offering opportunities to volunteer in a 
specialist refugee and migrant organization, where they could be supported by 
training, and could use their skills and knowledge, would help them better 
understand the UK system and be a valued part of the community in which they live. 

 
 
 

(iii) The strengths and limitations of research   
 
I was really pleased with the responses from the client groups I sent out questionnaires to. 
They all responded promptly, despite the language barriers. 
 
Some of the challenging aspects of my research were designing the questions and the 
whole of the planning process with timing set up for each stage of the planning. I would use 
questionnaire again with fewer open-ended questions as respondents did not answer these 
questions, most likely because of a lack of written English skills. 
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I would add a focus group in order to allow more in-depth discussion, comments with 
open-ended questions, where clients who have difficulties to express their ideas in writing 
can do so verbally. This method would need more time to plan. 
 
I found the interviews challenging, as I do not have experience in how to conduct 
interviews effectively. I also found it difficult to record answers. I would, however, use 
them again, but make the interviews more focused and ask shorter questions. 
 
The timing of the course and fieldwork of 3 months each were sufficient. 
 
Whilst collecting the sampling, I found that using professional connections worked well, as 
I received responses from those organisations and clients whom I knew well and worked 
with. I received no responses from agencies that I did not have working relationship with. 
In order to improve the rate of responses I would work on building networks with 
organisations who share the same interests by running workshops, and inviting them to 
see what we do and how we work.    
 
Better planning of time with my mentor with a prepared agenda for each meeting and 
acting on the action plan agreed would also help. 
 
Allocation of enough time for self-study and planning the stages of the project as I went 
along with the relevant sections would have helped to allocate time for other research 
methods that I could have tried if I did not receive enough responses. 
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