
1 
 

 
 

 

 

Help Each Asylum Seeker 

and Refugee To Settle 

(HEARTS) Service  
Evaluation Report 

 

 

 
 

December 2019 

 

Amy Woolger 

Evidence & Impact Team, The Children’s Society 
 

 

 

 

  



2 
 

One: Introduction & Methodology 
The Help Each Asylum Seeker and Refugee To Settle (HEARTS) project ran for nine years, 

between 2010 and 2019 in West Yorkshire. The service aimed to support refugee and asylum 

seeking children, young people and families through advocacy, skills based programmes, 

educational support and social activities. Between 2010-2014, the project was funded by the 

Big Lottery, and subsequent funding was provided by The Children’s Society, the Guardian 

Appeal, Leeds City Council, and Stanley Johnson.  

The HEARTS service has predominantly supported unaccompanied asylum seeking children 

and young people from Afghanistan, Eritrea, Ethiopia, Sudan, The Congo and Senegal. 

Referrals have come through a range of channels, including social care, Leeds City College, 

and local community and voluntary sector organisations (VCSOs), including Aspire-igen and 

Getaway Girls. There were also a large proportion of self-referrals through awareness raising 

work at the Initial Accommodation Centre (IAC) in Wakefield, Urban House.  

The programme has consisted of combination of one to one and group work, with the core 

delivery taking place over a 16 week period. The service has also provided fun activities, 

events and trips to young people. More widely, there have been elements of awareness raising 

and partnership working delivered through the programme.  

Separate group work was delivered for boys and girls and the 16-week core delivery was split 

into two parts, In the first eight weeks, young people participated in a programme focusing on 

job skills, such as CV writing, online applications and job culture in the UK. Over the next eight 

weeks, young people developed their life skills, with sessions delivered on healthy eating, 

money management, healthy relationships, rights and entitlements, first aid, and law in the 

UK. Sessions were delivered internally, but external speakers were also invited to deliver, 

including members of West Yorkshire Police, Barnardos and the Refugee Education and 

Training Advice Service (RETAS). RETAS provided a space for delivery of the job skills 

programme, while Getaway Girls and the St George’s Centre offered their premises for life 

skills sessions. The life skills sessions enabled the service to provide young people with a hot 

meal in the evening, which could sometimes be the only hot meal they would be given that 

day.  

One to one work was advocacy based and delivered predominantly by one Project Worker, 

who was Office of the Immigration Services Commissioner (OISC) Level 1 trained, enabling 

them to offer immigration advice. An initial assessment of needs was undertaken, and then 

the worker would advocate on behalf of the young person in housing, education, 

appointments, social care and much more. Young people were signposted to solicitors, and 

the worker would ensure that legal support was provided.  

Later in the life of the service, a youth group was introduced. It became apparent to workers 

that young people were referring to the service in order to maintain the friendships they had 

developed through the group work. The youth group involved focus sessions on specific 

sessions, relaxed sessions, arts and crafts, and games. A partnership began with First Floor 

when the youth group was established. Leeds Playhouse, the team behind First Floor, wanted 

to work with refugee and migrant young people, and were prepared to provide a free venue. 

At the time of writing, the HEARTS service no longer exists, athough the youth group is still 

running now and has evolved from this original setup. The youth group was originally a mixed 

cohort, but over time, girls disappeared from the group and it is now exclusively boys.  
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Targets for the service were as follow: 

 

Service Model 
The model was underpinned by eight key principles: 

1. Solution focused, outcome led approach: We agree clear, achievable goals with 

the young person which will be reviewed every step of the way 

2. “Trauma informed support”: Our teams of workers are ‘trauma informed’, which 

means that they specifically recognise, understand and can respond to the impact of 

trauma in the lives of young people that they work with 

3. Empowerment through adopting an asset based approach: Focus on the 

strengths, inner resources and capabilities of the young people as a means to enable 

them to better help themselves.  

4. Consistency: Offering regular support by a consistent staff member/staff members 

5. Relationship of trust: Trustworthy, non-judgemental, reliable 

6. Role modelling positive social behaviour: We remain professional at all times and 

adopt clear boundaries 

7. Needs led: The length and intensity of the support depends on the young person’s 

needs; we work at the pace of the young person 

8. Inclusive: Promoting social inclusion and diversity 

In 2014, a retrospective Social Return on Investment (SROI) was undertaken of the project’s 

activities between 2010 and 2013. The SROI found that for every £1 invested in year three 

of the project, over £2.54 of social value was created. The SROI enabled TCS to identify 

the interventions that had significant impact on the outcomes of vulnerable migrants and the 

interventions that created social value. This led to the defining of the FLOURISH model. The 

FLOURISH model combines six elements that were all proven to be essential to the positive 

progress and achievement of young migrants accessing the HEARTS project. These elements 

are: 

1. Advocate/Keyworker Support: 

2. Mentoring/Peer Mentoring 

3. Orientation and Prevention Programme 

4. Creative and Social Activities 

5. Participation/Influencing 

6. Emotional Support 

 

Services Year-end 
target 

Years 
applicable 

Advocacy/Keyworker support 
Individual casework support 
Advice and guidance  

Up to 30 2014 -2019 

Mentoring/peer mentoring 
Orientation and prevention programme (one to one) 
Befriending 
Educational support/conversational English 

20 2014 -2019 

Targeted youth programme  
Orientation and prevention programme (structured group) 
Creative and social activities 

30 2013 -2019 

(Additional provision) Drop-in at Wakefield Induction centre 
Orientation and prevention programme (delivered in communities 
first language) 

150 2017 -2019 

Total beneficiaries 230  
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Further detail on the service model can be found in Annex A. 

Evaluation Purpose and Objectives 
The Evidence and Impact team have undertaken a retrospective evaluation of the HEARTS 

programme for the most recent period of delivery spanning April 2016 to March 2019. The 

evaluation aimed to capture and collate evidence, and specifically answer the following 

questions:  

 How many young people has the service worked with? 

 Has the service met its targets? 

 Has the service made a difference to the young people involved? 

 What have been the successes and areas of learning for the service? 

 What has been the value of the service to partners? 

 What can we learn about delivering this type of service? 

Methodology 
In order to answer these questions, the evaluation has analysed quantitative data collected by 

the service, and qualitative data obtained through interviews with staff, partners and young 

people. 

Quantitative data provided included demographic data, data on reach and outcomes data for 

the period between 1st April 2016 and 31st March 2019.  

Interviews were completed on a face-to-face basis with two staff members and, separately, 

three young people1. These were semi-structured in nature. Partners were invited to 

                                                           
1 One young person was interviewed one to one. The remaining two young people were interviewed as a pair, 
to allow one young person to act as an interpreter for the other.  

Young person

Advocate/ 
Keyworker 

Support

Mentoring/ 
Peer 

Mentoring

Orientation 
and 

Prevention 
Programme

Creative and 
Social 

Activities

Participation/ 
Influencing

Emotional 
Support
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participate in telephone interviews by the Service Manager. However, due to the timing of 

these interviews, many partners were not able to complete interviews over the phone. 

Therefore, the topic guide was emailed to respondents who wanted to participate, but were 

not able to commit to a phone call. This resulted in responses from four partners – one in the 

form of a telephone interview, and a further three via email.  

Notes taken during the qualitative interviews with staff, partners and young people have been 

analysed in order to draw together key themes, which form the sections found in Chapter 

Three.  
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Two: Analysis of Quantitative Data 

Demographics 
Between 1st April 2016 and 31st March 2019, the service provided 122 young people with one 

to one support. The majority of young people (72%) were aged between the ages of 17 and 

20, as shown in Figure 1. Young people from a broad range of ethnicities have engaged with 

HEARTS; this is shown in Figure 2. Nearly half of young people (44%) that engaged with 

HEARTS between this time were on a care plan, as shown in Figure 3.  

Figure 1: Age of Service Users 

 

Figure 2: Ethnicity of Service Users 

 

Figure 3: Type of Care Plan 
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Reach 
The one to one support provided to the 122 young people between 1st April 2016 and 31st 

March 2019 included: 

 894 face to face sessions with young people; 

 850 phone calls or text messages sent to young people; and 

 791 professional emails sent. 

In the same time period, HEARTS ran seven different groups to support young people, 

equating to 246 sessions with 1580 participants. Figure 4 shows the range of different groups 

young people attending through the programme.  

Figure 4: HEARTS Group Offer 

 

Outcomes 
Between 1st April 2016 and 31st March 2019, 67 young people (of 122 young people supported 

during this period) completed the My Wheel outcomes tool twice, enabling us to establish 

distance travelled. The support has made a significant difference to young people engaged 

with the service, with many seeing positive change across the nine areas of the tool. Of the 

67 young people, 99% (66) saw an increase between their overall average earliest score 

and overall average latest score (average score across the nine areas).  

Figure 5 shows the number of young people that have experienced positive, negative and no 

change across the nine areas of My Wheel. Young people saw the most positive change in 

friends and education; the most stability in physical health and family and carer support; and 

the most negative change in where I live.  

Figure 5: My Wheel Outcomes – Change Count 
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Figure 6 shows the percentage of young people that experienced positive change across the 

nine areas. 94% of young people experienced positive change in friends, and 93% 

experienced positive change in education.  Given the focus and remit of the programme, with 

two of the key themes being building friendships for young people through the youth group, 

and getting young people into education, this is interesting, but unsurprising. It does. However, 

it does evidence that the programme was effective in meeting its aims.  

Figure 6: Percentage of Young People Making Positive Changes on My Wheel 
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Three: Analysis of Qualitative Data 
This section presents the analysis of the interviews with staff, young people and partners who 

have engaged with the HEARTS programme. 

Young People Facing Multiple Disadvantage  
We define multiple disadvantage as: 

When a young person has clusters of interplaying issues and/or 

complicating factors present in their lives, which affect their ability to thrive. 

Multiple disadvantage may affect a young person’s resilience, may present 

increased risk, and may reduce the resources available to a young person. 

Young people engaged with the HEARTS programme are facing multiple disadvantage. 

Interviewees gave accounts of young people experiencing a multitude of issues including: 

 Exposure to trauma 

 Exploitation 

 Trafficking  

 Severe mental health issues 

 Self-harm and attempted suicide 

 Repeat exposure to disappointment from many organisations 

 Unresolved status 

 A lack of self-confidence 

 Poor housing conditions 

 Being in care 

 Not in education 

“I worked in a shop for no money. They told me they would find me a solicitor 

instead. But they didn’t.” 

“I’ve been in the UK for four years. They’ve [Home Office] refused my case 

four times. I feel not good” 

“They [Home Office] don’t believe I’m 15. They say I’m 20. I have ID, but 

they don’t believe me. My heart is not happy. I can’t go to college full time 

because my age is disputed. My English is not as good. I’m very angry. I 

don’t understand. They won’t believe who I am” 

Workers described young people arriving unaccompanied in a new city, trying to settle in, but 

with barriers in the form of immigration status and language skills. They also discussed how 

many young people that are age disputed are living as adults, not entitled to support an 

unaccompanied asylum seeking child would receive from the local authority.  

The role of the Project Worker is key in disrupting the cycles of multiple disadvantage. The 

Worker spent a significant amount of time challenging the unacceptable conditions young 

people on the programme faced, advocating for them with professionals and organisations 

where they would otherwise struggle. The Worker registered young people with a doctor and 

at college, found them the support of a solicitor, and sought to familiarise them with their new 

surroundings, including bus routes and local shops where they could purchase food from 

home. Developing the English language skills of the young people, as well as introducing them 
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to other young people on the programme, were key elements of the programme and integral 

to disrupting multiple disadvantage.  

The Importance of Multi-Lingual Workers 
The evaluation has evidenced how important it is for services of this nature to have workers 

that are able to speak more than one language. When young people arrive in the UK without 

English, they face significant barriers to engaging with and integrating into society. The 

HEARTS service was predominantly delivered by a worker who could speak five languages, 

which included Pushto, Urdu, Dari and Farsi. When attending Urban House, the Project 

Worker was able to explain who he was and what he was able to offer in a language that many 

of the young people were familiar with.  

“He said to us, if we came to Leeds, he could help us. He gave everyone his 

number.” 

Once being supported by the Project Worker, there were a range of benefits to having a multi-

lingual worker. These included, but are not limited to: 

 The young person being able to practice their English with the Worker 

 The Project Worker being able to interpret in meetings for the young person 

 The Project Worker being able to clearly understand the needs of the young person 

Working Holistically and Without Time Constraints 
Interviewees felt that the key to the success of the programme was the ability of staff to work 

holistically with young people for as long as they needed.  

The service was not time-bound, and so the Project Worker was able to support young people 

from arrival in the area until they had managed to get their status. The focus was solely on 

supporting young people until they were safe. This is crucial in services supporting asylum 

seeking young people, as the asylum process is so complex and so individual, that it is difficult 

to put a timeframe on how long a young person will need support.  

“Most other projects are time-limited – it’s a case of get in there, do this, get 

out. But cases for these young people can take a long time to resolve – and 

with HEARTS, we could be there for that time.” 

Working holistically enabled the Project Worker to work with the young person to draw in right 

services for them, and manage these relationships. Young people were also provided with the 

opportunity to volunteer, become more involved in the community, and in time, support the 

design of the project through inputting into volunteering training packs for new mentors 

wanting to work with HEARTS.  

Working in Partnership and the Offer to Partners 
The HEARTS programme has extended beyond direct work with young people, and has 

involved the development of partnerships with other organisations and awareness raising 

work.  

There is a strong partnership between Leeds Beckett University and The Children’s Society, 

which was strengthened through the Project Worker on the HEARTS programme. The Project 

Worker was previously a student at Leeds Beckett University, and was able to effectively 

support placement students from the University. The University continues to send placement 

students to The Children’s Society. In addition, the Project Worker would attend the University 

to deliver teaching to students on asylum. The University valued this. 

“He had the everyday reality of it, rather than us dealing with it theoretically.” 
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The peer mentor programme delivered by HEARTS was developed in partnership with the 

University. The University designed a Peer Mentor training programme, which the HEARTS 

Project Worker asked to develop for the young people on the programme that had been 

England for a year, who could then support new arrivals. Despite having limited time, due to 

the positive relationship with the Project Work, the University agreed. The University and the 

Project Worker worked together to adapt the programme to make it more relevant to the 

HEARTS cohort, incorporating some specific elements that the Project Worker felt were 

important. This was then delivered to young people as a collaboration between the University 

and the Project Worker. The course received positive evaluation feedback, but was not made 

available for review as part of this evaluation.  

There is also a strong partnership with Leeds Playhouse2. In 2014, the Playhouse made a 

commitment to the city to offer activity and support to refugees and asylum seekers. First Floor 

is the dedicated youth arts venue managed by the Playhouse, which offers an extensive 

programme of activity to engage young people in creative projects. The youth group naturally 

met the ambitions of both the HEARTS project and Leeds Playhouse. The group continues to 

this day and is jointly managed by staff from The Children’s Society and the Playhouse.  

“The value they added was essential for the activity to run and to provide a 

holistic approach of support for the young people. TCS are now an integral 

partner to the Playhouse… Very well integrated TCS staff members took 

time to get to know staff based at First Floor, there was a great deal of trust 

between us as organisations in partnership, which I am proud to of nurtured 

and develop.” 

Partners recognise the value of the expertise of the staff and the offer the HEARTS service. 

They described how staff from HEARTS had taken the time to understand the offer from and 

priorities of partners. They noted the value of the knowledge of HEARTS staff on the asylum 

process, as well as their ability to engage with this cohort of young people. Partners described 

a level of respect, commitment and collaboration between their organisation and the HEARTS 

service.  

“TCS supported young people well, took time to understand the importance, 

value and benefits of creative arts practice within youth service. They 

brought expertise in the asylum process young people were going through 

and adhered to all partnership agreements.”  

“What worked best was two partners coming together with very different 

experience and differing sectors of work but being able to respect each other 

and see the value of each other’s input. The commitment made to each 

organisation to continue to work together and reflect through changes.”  

One partner noted that the awareness raising sessions, which they had paid for, were 

“extremely good value for money”. Another partner described how staff are able to find the 

right balance between effectively supporting young people, and investing in external facing 

work and maintaining partnerships, which ultimately strengths the offer to young people.  

“TCS are amazing … they are able to work well inwardly, focusing very much 

on refugee and migrant young people, but they also recognise the 

                                                           
2 Leeds Playhouse is a theatre in the city of Leeds, West Yorkshire, in the north of England. It opened in 1990 as 
the West Yorkshire Playhouse, successor to the original Leeds Playhouse, and was rebranded in June 2018 to 
revert to the title "Leeds Playhouse". 
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importance of external facing work, maintaining partnerships. I know other 

organisations that are so focused on their work, so engrossed, they don’t 

have the capacity to think more widely. We are able to offer free spaces, 

rooms, training in exchange for the knowledge and support of TCS.”  

The Importance of Relationships  
The evaluation has evidenced the importance of, but also the challenges related to building, 

individual relationships. Due to funding limitations, HEARTS was predominantly delivered by 

one Project Worker. Although this allowed strong partnerships to be fostered, it also meant 

that once the service closed, and the Worker left, relationships have not been as close and as 

personal, and partners have recognised this. It is important that in instances where funding 

cannot allow for additional Project Workers, that there are other channels where relationships 

can be developed.  

“We all know that partnerships aren’t supposed to be about the individual, 

they are supposed to be systemic, but it’s not the case – it’s good 

relationships with staff, which are at the heart of good partnerships – we 

knew [name of Project Worker], we felt comfortable with him.” 

“What could have been better would be communication beyond the worker 

I was directly working with … Some more regular communication between 

different staff at TCS and us as partners could have been improved.”  

The Difference Made to Young People 
Staff, partners and young people themselves agreed that service had had a significant impact 

on young people.  Young people have felt an increase in confidence and self-belief, and have 

been provided with a safe space and regular, reliable meetings to access support and connect 

with peers through the youth group. They were empowered to share their voice with other 

young people and other organisations, to support other young people in the form of peer 

mentoring and support changes in the system around them. In particular, the Peer Mentor 

training has been developed to a point now where the University is seeking to have this 

delivered directly by young people. Young people were also empowered with knowledge, as 

the Project Worker sought to educate them on their rights and entitlements. The Project 

Worker provided moral support to the young people, giving them someone to talk to, helping 

them to understand mental health in a practical sense, and referring them to appropriate 

support. The Project Worker has championed the voice of young people in advocacy activities.  

“I did Peer Mentor training and spoke at the University in front of people. I 

got three certificates from TCS.” 

On a more practical basis, young people received support from good solicitors, and the project 

has developed a list of solicitors willing to offer legal support to young people. Young people 

were supported into the education system, enabling them to improve their English language 

skills. Appropriate and suitable housing was found for young people, including supported 

accommodation where required. Any concerns related to foster carers or social workers could 

be shared with the Project Worker, who was then able to raise these concerns and advocate 

on behalf of the young person. The Project Worker could also attend appointments with the 

young people and act as an interpreter. 

“He understood my situation. He talked me through college. I felt less sad, 

less lonely. I met people. I could learn English. He gave me good advice. 

When I felt bad, I could speak to him.” 
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“He found a solicitor for me, registered me with college, registered me with 

the GP. He could translate for me. I would call him. He would come to the 

hospital. He introduced me to the youth group where I made friends. He 

showed us the city centre, the buses, the train station.” 

“When I couldn’t understand, he would translate.” 

The fun activities, events and trips provided by the service have given young people an 

opportunity to escape from the day to day reality of being an unaccompanied asylum seeker 

trying to get status in the UK. The stresses and challenges faced by these young people have 

a significant impact on their mental health and these opportunities provide a welcome 

distraction and time for them to just be young people.  

 “He took us to Birmingham for an event, and Blackpool Zoo. We saw 

different animals. I enjoyed it. It was a bit of fun to take my mind off things.” 

Young people recognised that they would be in a worse position now without the intervention 

of the HEARTS service. 

“It would have been very difficult without Din. I wouldn’t have known how to 

register at college, I wouldn’t have got solicitor, I would have been stuck at 

home with no youth group.” 

Changing the System around the Young Person 
Although the service has given young people access to support and made a difference to their 

lives, the impact we have on young people is heavily affected when a young person’s status 

is unresolved and decisions are made externally. 

“All these organisations are helping me, they are good people, they do a 

good job, but it’s the Government. Even if people want to change things for 

me, they try everything, but it’s the Home Office taking a long time.” 

Nevertheless, there were numerous examples provided of how the Project Worker sought to 

challenge the system around the young person, at least at a local level, where he was able to 

have influence. Attendance at strategic meetings has provided platforms for effective 

challenge. In addition, the Project Worker has also sought to raise awareness and educate 

about the asylum process locally, thus seeking to have an impact on young people in the long 

term. The Project Worker delivered sessions at the IAC and sessions to social work students 

at Leeds Beckett and Huddersfield Universities, which were influenced by the young people. 

Awareness raising sessions were delivered to social care teams to equip professionals with 

relevant and crucial knowledge on refugee and asylum seeking young people.  

Through the HEARTS programme, Leeds Beckett University recognised the need to provide 

these young people with opportunities to study and gain qualifications. They developed a 

community learning course, which young people can access for free. Partnerships developed 

with third sector organisations through the HEARTS programme have facilitated systems-

based change. Young people on the HEARTS programme have been supported to feed into 

a larger campaign, visiting politicians in London, with the support of staff from The Children’s 

Society and British Red Cross.  

The Need for Adequate Funding 
Adequate funding is essential in ensuring that programmes of this nature can have the most 

impact. Staff felt that with additional funding, they would have been able to implement more 
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resources to support young people to engage with professionals and educate them to build 

their knowledge, understanding, and empathy for this group.  

As noted earlier, HEARTS only had sufficient funding for one Project Worker, and as well as 

having an impact on sustainability of relationships, this also meant that the Worker’s case load 

was very high. Cases were sometimes stalled and could not be closed due to capacity of the 

Worker.   

The HEARTS service was proactive in looking at their referral base to identify need. There 

were a significant number of referrals from the IAC, Urban House, following awareness-raising 

activities, and it became apparent that age disputed young people were most vulnerable. This 

group were often in meetings with solicitors, where they often needed an advocate. The 

service began to focus on this group, but this became impractical with funding limitations.  

Similarly, a change in funding allowed the service to work more flexibly in location. This worked 

well, but the increase in scope in terms of location was not coupled with an increase in funding. 

Therefore, the service could not provide the capacity to support as many young people as 

they would have liked to, or meet demand levels.  

The Gap Left 
Since the HEARTS service has been closed, staff, partners and young people have all seen 

a gap in the offer of support to refugee and asylum seeking young people in Leeds. The service 

provided a level of consistency to many young people in care, who were facing high turnover 

in social workers. Staff noted that they still get referrals now, and that they had begun to 

introduce a level of sustainability through paid awareness raising sessions and training – but 

this could not be fully developed before funding came to an end. Partners saw the value in 

these sessions, and noted that there is a gap now that they are not being delivered. 

“The support sessions held at Urban House by HEARTS provided support 

for our residents and was a group our residents benefited from. They had 

the opportunity to speak with a professional about their additional support 

needs and concerns. Without this service there is a noticeable gap.” 

Staff and partners have acknowledge the good partnerships and the specialist knowledge that 

the service had. Many young people lost an important role model when the service closed and 

the Project Worker left – someone who could speak their language, and champion their voice 

in advocacy work. Young people particularly felt that HEARTS was more young-person 

centred and personal than other services they had received.  

“It was better because [name of Project Worker] would take me everywhere 

in the car, translate for me, show me the local area.” 

Young people still feel able to contact The Children’s Society if they need any support, and 

the youth group continues to be a lifeline to refugee and asylum seeking young people. 

However, it was acknowledged by partners that limited funding for the youth group has 

affected the offer to young people.  

“A lack of funding for the youth group means that some of the activity and 

trips we would like to run as part of the youth group are no longer possible. 

Implications are that the group may not appeal to as many young people as 

previously so attendance has been affected.” 
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It should also be noted that the youth group is all male. In hindsight, staff felt they should have 

explored why girls were dropping out of the group, but are now starting again to try and engage 

with girls in the community. However, with limited resources, this is challenging.  

What Does the Perfect Service Look Like to Young People? 
In the interviews, young people were asked what the perfect service would look like for refugee 

and asylum seeking young people in Leeds. They felt that the service would need to offer a 

combination of one to one and group work, with the opportunity to do creative activities and 

support for anything that they needed – particularly in terms of accessing a solicitor. They felt 

strongly that the main thing is a need to support young people into education and to speak 

English.  

“I made some English friends – it enables me to integrate when I can’t find 

people from my country.” 

Young people noted the importance of including fun activities, and asking them what they want 

to do. They felt that it was particularly important to keep young people in this cohort busy and 

to give them something to look forward to. They recognised that young people who are age 

disputed, in particular, have lots of free time and their mental health can suffer as a result.  

“Some young people can’t work, aren’t in education. It’s nice to be able to 

do something, to have something to look forward to. If I stay at home, I get 

depressed. It’s good to be busy.” 

Young people felt it was important to teach them about the place they are in – such as the bus 

station, the office, and other places that they can access help.   
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Four: Conclusions and Recommendations 
Between 1st April 2016 and 31st March 2019, the service provided 122 young people with one 

to one support.  

The one to one support provided to the 122 young people between 1st April 2016 and 31st 

March 2019 included: 

 894 face to face sessions with young people; 

 850 phone calls or text messages sent to young people; and 

 791 professional emails sent. 

Between 1st April 2016 and 31st March 2019, 67 young people completed the My Wheel 

outcomes tool twice, enabling us to establish distance travelled. The support has made a 

significant difference to young people engaged with the service, with many seeing positive 

change across the nine areas of the tool. Of the 67 young people, 99% (66) saw an increase 

between their overall average earliest score and overall average latest score (average 

score across the nine areas).  94% of young people experienced positive change in friends, 

and 93% experienced positive change in education.   

The HEARTS service has engaged with some very vulnerable young people, who have 

experienced a multitude of issues including: 

 Exposure to trauma 

 Exploitation 

 Trafficking  

 Severe mental health issues 

 Self-harm and attempted suicide 

 Repeat exposure to disappointment from many organisations 

 Unresolved status 

 A lack of self-confidence 

 Poor housing conditions 

 Being in care 

 Not in education 

The service was effective in supporting these young people and disrupting cycles of multiple 

disadvantage through the provision of a multi-lingual worker who could offer holistic support, 

which was not time-bound. The service has led to the development of a number of key 

partnerships, which still exist today. However, the evaluation has evidenced the need to 

ensure that relationships with partners extend beyond one individual, to safeguard against 

turnover of staff.  

The service has had a significant impact on young people.  Young people have felt an increase 

in confidence and self-belief, and have been empowered to share their voice with other young 

people and other organisations. Young people have been educated about their rights and 

entitlements, and supported when their mental health has suffered. Practically, young people 

have been introduced to solicitors, colleges, GPs, and housing providers. Their voice has been 

championed in advocacy.  

There is evidence of systems-change work in the HEARTS programme, with the Project 

Worker constructively challenging on behalf of the young person, and seeking to raise 

awareness and educate about the asylum process. This has led to developments, such as the 

introduction of a community learning course at Leeds Beckett.  
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Funding limitations have had an impact on the offer of the HEARTS programme, in terms of 

resources, relationship building and capacity. Nevertheless, the service as it was has left a 

significant gap in the offer to refugee and asylum seeking young people in Leeds since its 

closure. Young people are still able to access the youth group, but the offer is much limited. 

Staff would also like to look at how they can better engage with girls, but with limited resources, 

this is challenging.   

Young people gave their feedback on what the ideal service would look like to them. Crucially, 

they felt that young people needed to be supported into education and to speak English. They 

also noted the importance of including fun activities in the support offer, and asking young 

people themselves what they want to do. 
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Annex A: Further Detail on the Service Model 
 

I. Advocate/Keyworker support 

A dedicated Advocate/Keyworker provides support to young people aged 14 to 21 who may 

be unfairly denied support or experience difficulties as a result of their immigration 

circumstances. Young people in need of support may find themselves in the following 

situations: 

• Not in education, employment or training (NEET) 

• No access to local support (e.g. healthcare, emotional support or local 

authority services) 

• Poor emotional and mental health 

• Housing issues, destitution 

• Immigration issues (undocumented, ARE etc…) 

• Age disputed 

• Risk of exploitation and abuse (such as trafficking, FGM, forced marriage, 

forced labour, sexual exploitation) 

The Advocate/Keyworker delivering the service is registered with The Office of Immigration 

Services Commissioner (OISC) Level 1 and is able to directly assist with some basic 

immigration work.  

The role of the Advocate/Keyworker is to:  

• Assess young people’ needs in a way that accounts for language, cultural 

barriers 

• Build a trusting relationship with young people ensuring they are involved in 

decisions that impact on them. Represent their views and best interest.  

• Support young people to meet their basic needs: for instance, through 

accessing education, financial assistance.... 

• Guide young people through the immigration process helping them to 

understand their rights and entitlements, improve their access to immigration 

advice, (for example, identifying solicitors) and help them to regularise their 

status 

• Help young people access the support they are entitled to, including housing, 

health services, benefits, and education 

• Act as a responsible adult when required 

• Contribute to LAC reviews  

• Work closely with the allocated social worker 

The Keyworker/advocate will carry approximately 12 to 15 cases at any one time and up to 25 

- 30 cases per year 

II. Mentoring/peer mentoring 

The aim is to match young people with a volunteer mentor (taking into account the young 

person’s interests, gender and cultural preferences) to offer practical help with areas that they 

identify as important to them. This could include:  

 Help with English language skills (conversational English); educational support 

(homework);  

 Orientation (showing around the city, delivering our internally developed orientation 

and prevention programme etc).  
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 Befriending 

Each mentor will be able to support up to two young people at a time for a period of 9 to 12 

months. 

III. Orientation and prevention programme 

Our orientation and prevention programme is aimed at reducing the risks of exploitation and 

risk taking behaviour for young people who often lack awareness of their rights and 

entitlements and lack parental guidance (in particular unaccompanied asylum seeking young 

people). The aim of the programme is to ensure that following arrival in their new city, young 

people are empowered to become full members of their new community.  

The programme covers the key skills and areas of knowledge that young people need to 

develop in order to sustain an independent and safe life, such as:  

 The UK culture 

 Rights, entitlements and responsibilities 

 Housing 

 Education pathways 

 Money management 

 Bullying/hate crime 

 Sexual health awareness/relationships 

 Drugs and alcohol awareness 

 First Aid 

The programme can be delivered as part of a group or within the mentoring capacity. The 

choice of themes to be covered and the length of the sessions is determined by the level of 

awareness and understanding of the young people. 

IV. Social and creative activities 

To enable young migrants to connect with others and build social networks, we offer a range 

of weekly social and creative activities in partnership with local partners (such as First Floor 

in Leeds, a creative arts organisation) who promote young people’s confidence and self-

esteem. This is delivered with the support of volunteers, students on placements and 

coordinated by the youth programme and volunteer coordinator.  

V. Participation/influencing 

From our experience, young people who have been part of our services are keen to give back, 

contribute to making their community a better place to live in and help their peers.  

We harness young people’s determination and resilience by creating participation and 

influencing opportunities that will enable them to be actors of change through: 

 Peer mentoring 

 Focus groups (informing the delivery of the service) 

 Volunteering/placements 

 Contribution to our national Policy/advocacy work (through APPGs, media work etc) 

VI. Emotional support 

We recognise that emotional support is vital for young migrants as they attempt to regularise 

their status and settle in their new environments. A review of our services demonstrates that 

the nature of our individual support whether it is through the keyworker support or volunteer 

mentoring has a positive impact on young migrants’ emotional health. A review of our services 
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by the University of Bedfordshire describes our support as “trauma informed” where our 

practitioners can specifically recognise, understand and respond to the impact of trauma in 

the lives of young people that they work with. This observation therefore evidences the 

therapeutic benefits of our holistic individual support. 


