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Introduction to the report 

This report presents the findings of the evaluation of the Pre Action Protocol (PAP) Project (hereafter 

referred to as the project) that has been run by the law firm of Deighton Pierce Glynn (DPG) over the 

period 2016 to 2019. The project has been made possible by two funding streams. The initial funding 

stream for the London British Red Cross work came through the Big Lottery. The second stream for 

the work done on the ASAP project was through funding from the Barings Foundation.1 

The project was developed initially as a response to the threat of legal aid cuts to migrants 

and the challenges that migrants face in obtaining good quality advice in order that they can 

exercise their rights to accommodation and support. The core model of the project is aimed at 

building the capacity of frontline organisations that migrants have turned to for advice and support. 

The purpose of the evaluation was to determine how effective the project has been in building 

that capacity, what has been the result of doing so and what lessons can be gleaned to 

inform the development of the model into other areas of law. 

The evaluation was commissioned by DPG, funded by Barings and conducted by two 

independent consultants, Richard Malfait and Nick Scott-Flynn, over the period of July to August 

2019.2 The review obtained the experiences and perspectives of 17 workers3 from the front line 

organisations which have been involved in the PAP Project and one person at DPG. It also drew upon 

the various documents associated with the project, such as examples of PAPs and feedback on the 

training provided by the project. 

The report has sought to reflect what the consultants heard from the front line workers but it has 

not been possible to include every comment, so apologies if anyone feels that their perspective is 

not covered; this was due to limitations of space in the report. Also, while there was consensus 

from stakeholders on most of the issues, some comments were very specific and may not be shared 

by all of those who contributed.  

1 https://baringfoundation.org.uk 
2 The terms of reference for the evaluation are included in the appendices 
3 A list of the stakeholders consulted is included in the appendices 
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The evaluation would not have been possible without the contributions from the front line workers. 

The effort and thought they gave to share their perspectives and experiences is much 

appreciated, especially given the pressures on people’s time. Hopefully the evaluation report can be 

used by DPG and others to inform how they develop their important work with migrants and others. 

Glossary of some of the acronyms and terms used in the report 

• PAPs – the Pre Action Protocol letters sent when helping a client to access a service, 

usually in the context of the support initially being refused or being inappropriate.

• Asylum Support – unless specified this term covers the support provided to asylum 

seekers under Section 95, Section 98 and Section 4 of the Immigration Act 1999.

• ARE - Appeal Rights Exhausted refers to people who have reached the end of the 

appeal process after having been refused asylum, but who may still be eligible for 

support.

• Stakeholders – the individuals in the organisations with an interest in the project

• Front line organisations – incorporating a range of voluntary sector organisations 

involved in the PAP project

• Front line workers – this term covers volunteers and paid staff in the organisations 

supporting clients.

• Home Office – unless specified otherwise the term is used to cover various teams 

within the Home Office, such as the Section 4 Team or the Asylum Support Team.

• Migrants - unless specified otherwise the term is used to cover a range of people 

whose situation in the UK is affected by their immigration status. In the context of the 

project most of the migrants have been people who are within the asylum process, 

ranging from those yet to make an asylum application to those who have been refused 

asylum.

• Section 17 – this is the part of the Children Act 1989 that places a duty upon a local 

authority to safeguard and promote the welfare of children in need (regardless of their 
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immigration status or that of their families). In the context of the project it is often a 

challenge to get the local authority to conduct an assessment.  

• Solicitor, lawyer, legal expert, legal provider – all terms used in the report to describe

people suitably legally qualified.

All quotes in the report are from workers in front line organisations, including those delivering direct 

advice as well as those managing teams of advice workers. The quotes are taken from both verbal and 

written feedback. Many stakeholders were happy to be quoted by name, however it was not possible 

to check this with everyone in the timeframe for conducting the evaluation, so for the sake of 

consistency we have not attributed the quotes.
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Executive Summary 

The PAP project has, in a short space of time, established itself as an innovative and effective way of 

addressing one of the key challenges for migrants and those organisations supporting them – the lack 

of access to good quality legal advice. Built upon a sound understanding of the day to day reality of 

life for migrants and the way that front line organisations work, the model of the project is wholly 

appropriate. It brings the strengths of the front line organisations – the dedication and skills of their 

workers and the access they have to clients – together with the legal expertise of DPG. 

‘The project is great! Thanks to all at DPG!’ 

As well as helping a significant number of the clients of the front line organisations attain the 

services to which they are entitled, the project has provided a welcome fillip to the front line 

workers. The environment within which these workers are providing advice is challenging 

as government departments continue to put up barriers to migrants accessing services. The project 

has given those workers a new tool to use on behalf of their clients – above all it has empowered 

them to be proactive and effect positive change. As one front line worker put it: 

‘I would just like to say a huge thank you to DPG and Barings. I truly believe this 

project is invaluable and without it a huge number of vulnerable individuals would 

be left without essential needs. This project allows front line workers to hold care 

providers to account and to ensure that individuals and families access social 

welfare entitlements and housing. Unlawful practice is far too common and affects 

the most vulnerable clients who cannot advocate for themselves. This allows us to 

argue more effectively on their behalf. Thank you so much for giving us this 

opportunity and for all of your support.’ 

‘It is a fantastic project and we are delighted to be part of it.’ 

For those front line organisations involved with the project, it has become an integral part of their 

service delivery, to such an extent that the term ‘to Pap’ has been invented and has entered their 

vocabulary. The feedback the front line workers provided for the evaluation has been overwhelmingly 

positive with the overall message being that the project is a success: 



Evaluation of the Pre Action Protocol Project August 2019

8 

‘Yes, it [the project] is vital to ensure client's rights and entitlements. Without it we 

would be dependent on solicitors of which there are very few willing to take on 

referrals.’ 

The fact that front line workers can write a PAP is an advantage, as it enables those workers to 

do more for their clients than they were able to in the past.  The quality of the PAPs is assured by the 

excellent support provided by DPG in the first instance to front line workers in both the training and 

the follow-up supervision of the PAPs.  

Overall the project has achieved what it set out to. 

In term of outputs the numbers are impressive, with an 85% success rate in the first instance for the 

PAPs that have been written:  

The number of organisations signing up to the PAP project/scheme 46 

The number of frontline workers who undertook the training 141 

The number of PAPs written 381 

The percentage of PAPs that were successful on the first try 85% 

The percentage of unsuccessful PAP cases taken forward with further legal support 10% 

The percentage of unsuccessful PAP cases resolved by other means 5% 

In addition to the PAPs written are individual pieces of advice that do not lead to PAPs but which add 

to the knowledge of the front line workers. Behind every number there is of course the impact on the 

lives of the migrants and there are hundreds of examples where clients have received urgently needed 

services to help them avoid the hardship of destitution, homelessness and other vulnerabilities.  

‘It has very much assisted in getting responses from the Home Office particularly 

and Social Services when this would otherwise be impossible. For example, because 

of a PAP a client was given an assessment under Care Act despite his GP and 

another charity trying to get an assessment for him for five months. The PAP 

resulted in client being given an assessment straight away.  The client is now 

accommodated and supported under Care Act.’ 
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By every measure that the evaluation explored and which the project set itself, it has been a success: 

• The model of the project is effective

• The training is authoritative, and designed and delivered in a way that is accessible 

and appropriate for the circumstances of time-pressed front line workers

• Front line workers have increased their knowledge of public law, their capacity to 

utilise this knowledge and make a difference for their clients

• The follow-up support to front line workers has enhanced local links between front 

line organisations and legal experts

• The PAPs have been effective with the vast majority working in the first instance

• The project has improved the practice of the Home Office and some local 

authorities

• The project has led to better relationships between front line organisations and 

service providers

• It has been able to identify systemic problems within service providers and to some 

extent address these

• The model could be replicated to address other areas of law, and suggestions have 

been made as to what they could be 

One of the key strengths of the project is that it has made better use of the time of front line advice 

workers, legal experts and the public bodies delivering the services. There is evidence that the Home 

Office has changed its practice and the way it organises its staff in the context of dealing with 

Asylum Support claims. 

‘It does influence the Home Office.’ 

‘We have heard the Home Office complain about PAPs, which is a good thing as it 

means they are working.’ 

There are some challenges in the project that have been identified, and it is healthy that these have 

been brought out in the evaluation. They mainly relate to the ability of the project to identify 
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systemic issues or themes and in turn use these to influence and advocate on policy issues. Part of 

this challenge relates to the mechanics of capturing the data and information arising from the project, 

which is not always easy to do in the context of busy front line workers. Another aspect of this is how 

the project dovetails with relevant policy forums in the sector – something which could be enhanced. 

These challenges are surmountable and should not detract significantly from the overwhelming 

success of the project. There was unanimous support for the project to continue from the stakeholders 

who were consulted:   

 ‘I’m totally happy to support PAP continuation and expansion.’ 

‘I think we are only starting to see the positive benefits of this [the PAP model] 

approach and I think this is vital to develop as it has been so good for our work and 

our clients.’ 

‘It has been really effective for our clients who are in the main destitute and 

homeless. Thank you for funding the project. It really needs to continue.’  

Recommendations 

The following recommendations or suggestions were either made explicitly by stakeholders during 

the evaluation or have been arrived at by analysis of the findings. Understandably not everyone will 

agree with them and they may feel that some are a greater priority than others. At the least they will 

hopefully inform the discussion on the future of the work. 

Overall recommendations 

• The project should continue in its current form using the same model and 

focussing on the key topics already identified (access to support, etc.), as the 

need for the project continues amongst front line organisations and their clients.

• If expanding the project or model into other areas of law, this should not detract 

from the current project.

• Extend the project to other refugee organisations with a wider geographic scope. 
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• Assess which areas of the country are not currently benefitting from the project

and explore the possibility of marketing the project to front line organisations in

these areas.

Training and support recommendations 

• Ensure that trainees provide written feedback on the training once they have 

completed the course.

• Consider some adaptations to the training (as suggested in that section of the 

report).

• Hold a follow-up training or skill sharing session for front line workers who have 

done the training and have been writing PAPs for some time.

• Provide more feedback to front line organisations on cases where PAPs have failed 

and they are taken up through the courts.  This could help front line workers 

understand the issues more and enhance their knowledge of the context of PAPs 

in the broader legal context. This aspect could also be incorporated into the 

training.

• Address through training the anxiety that front line workers have about being 

exposed if the PAP fails and it ends up being used in a court case.

• Find ways to increase the interaction and networking between the different front 

line organisations involved in the project (perhaps an annual event as suggested 

below). 

Identifying systemic challenges 

• Enhance the link between the project and those organisations working with policy

and advocacy, including exploring more formal links into policy forums and

networks.

• Consider how the statistics from the project can be shared with the participants so

they are aware of general trends and are able to use this information to raise

problems with both local authorities and central government to promote good

practice.
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• Improve the reporting and monitoring mechanisms (see below)

Reporting and monitoring 

• Encourage the participating organisations to be more rigorous in their reporting of 

their work with the project, including the outcomes of the PAPs they write.

• Ensure that the participating organisations understand the terms that have been 

adopted in the Google feedback forms.  This could be incorporated into the 

training and would help with the reporting.

• Clarify with the front line organisations if the systems they currently use to capture 

and record their advice work include a category that shows a PAP has been written. 

If so, explore whether their client data capture systems are then able to collate 

statistics on their PAPs locally. For example, the British Red Cross has a 

sophisticated client relationship database that might be able to be used to 

contribute the project’s ability to identify themes.

• Develop the mechanism for front line organisations feeding back to DPG where a 

case has gone to local legal experts for further support. 

Other recommendations 

• Hold a national event (a skills sharing workshop) to share the experience of using 

the PAPs, the issues arising and identify potential advocacy/campaign issues. Could 

also use this event to market the project.

• Identify DPG costs in providing the support in order that any expansion (to other 

areas of law or to increase capacity) is funded appropriately. Doing so would be 

part of the template for a model if extended to other areas of law.

• Establish a steering group or project board consisting of representatives from the 

main organisations using PAPs and those interested in the policy issues arising from 

the project. This might be particularly useful for enhancing the strategic aspects of 

the project (influencing policy and practice).

• Share findings of the evaluation with others in the sector. 
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Context 

The PAP project developed as a response to the challenges that migrants face in obtaining good quality 

advice in order that they can exercise their rights to accommodation and support. Several factors have 

exacerbated these challenges, including restrictions applied to Legal Aid, cuts to the advice sector 

and inefficient administration by central government and local government bodies. As a result, 

many migrants experience destitution and struggle to access the support that they are entitled to. 

Often, they have received no advice or incorrect information, which has both an immediate impact 

on their lives as well as longer-term consequences, such as inappropriate refusals of leave to remain.  

This has been witnessed by the front line organisations that migrants have turned to for advice and 

support. These organisations are operating with very limited resources, have few paid staff and are 

often reliant on volunteers to deliver the day-to-day advice to their clients. The organisations could 

be described as non-legal, although many have various levels of accreditation under the Office of 

the Immigration Services Commissioner (OISC) scheme that regulates the provision of immigration 

advice.  They are usually based within the areas where significant numbers of migrants live, such as 

the asylum dispersal4 areas, for example, West Yorkshire.5 Alongside advice many of the 

organisations offer a variety of other services, including the provision of food or social activities. 

Often the front line organisations are the only places that migrants receive accurate advice 

and support within a welcoming and non-judgemental environment. As such the front line 

organisations are an essential element in enabling migrants to understand the systems they 

encounter as they adjust to living in the UK.   

A key feature of these organisations is the skill and dedication of the workers - you only have to sit in 

on a drop-in session of one of the front line organisations to fully appreciate the pressure that they 

4 Asylum dispersal is the scheme by which the Home Office disperse asylum seekers who are accommodated and 
supported under Section 95 while awaiting the decision on their asylum claim. Typically, the dispersal areas are in 
parts of the country of high deprivation as the accommodation tends to be cheaper than more prosperous areas 
such as the South East of England.  
5 There are currently approximately 40,000 asylum seekers in asylum dispersal accommodation. Up to date figures 
on this and other aspects of migration can be found on the government website: 
https://www.gov.uk/government/statistics/immigration-statistics-year-ending-march-2019  
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are under.  They are often faced with a long line of clients, many of whom are experiencing extreme 

hardship, are sometimes distressed, often confused and not able to speak much English. In this 

context the project has sought to support these front line workers in order that they can more 

effectively advise their clients.  

Built upon a successful model that was piloted by DPG and the British Red Cross in London, the project 

has sought to link specialist legal agencies with non-legal front line organisations. The aim has been 

to empower and support the front line organisation to make greater use of the law to challenge public 

sector decision-making, in turn decreasing homelessness and destitution amongst migrants. 

The model of the project 

The core model of the PAP project6 seeks to build the capacity of workers in front line organisations 

in order that in turn they can better support migrants to exercise their rights. The key elements of the 

PAP model include: 

• Provision of training to front line workers in the relevant aspects of public law

• Provision of training on specific areas of law that affect accommodation and 

support for migrants

• Access to precedent “pre action protocol” letters on public law issues regularly 

faced by migrants attempting to access accommodation and support

• Supervision of front line workers to write formal pre action letters and respond to 

any response

• Assistance then in obtaining follow on legal advice where necessary 

All of the above elements are provided by DPG, although the last point about obtaining follow-on legal 

advice does not mean that DPG will always take on a case themselves. Rather, they will encourage the 

6 There is a further description of the project with further details on the DPG website: 
https://pollyglynn1.wixsite.com/paps 
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font line organisation to access expert legal support locally. This encourages the development of local 

legal resources and facilitates the improved contact between font line organisations and lawyers. In 

some instances where expert legal support is not available locally, DPG will take on the case.  

The front line worker’s journey through the project 

Register for 
the project

Complete 
the online 

training 
(approx 4 

weeks)

Once 
training 

completed 
download 
sample 

PAPs

Adapt 
sample 

PAPs for 
use in 

individual 
cases

Send draft 
PAPs to 
DPG for 

supervising

Follow-up 
legal 

support if 
PAP is not 
effective
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The PAP model process 

Client presents to front line 
organisation with urgent need 
(E.G. homelessness, destitution )

Front line worker assesses 
case, writes a draft PAP and 
sends to DPG for checking. 

DPG promptly provide feedback to 
front line worker on PAP (usually 
within a few hours) 

Front line worker amends PAP and 
sends to public body (Home Office, 
local authority)  

Public body provides the service 
and the client’s rights are exercised 
and their needs met.  
Success! 

local authority) 

Public body does not provide the 
service! 

Front line worker refers case to 
expert legal support (either DPG or 
local legal expert) 

After this further legal approach, 
the public body provides the 
service and the client’s rights are 
exercised and their needs met.  
Success! 

local authority) 
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The pre action protocol letter (the PAP)  

The PAPs are a key element of the project. These are the formal letters to government departments 

written by the front line workers on behalf of their clients as a result of the client having been initially 

denied a service to which they should be entitled. If the government department (usually the Home 

Office or a local authority) does not reverse their decision after receiving the letter, proceedings can 

be issued without further reference. As a result, the government department takes the PAP letter 

seriously and must respond or act upon it. In the context of advice work it represents a ratcheting-up 

of the process of advising and securing services for clients. In an ideal world PAPs would not be needed 

as government departments should be dealing correctly with applications for support on the first 

approach from a client. Sadly though, this is often not the case, hence the need for the PAPs. 

PAPs can be used in any area of public law, but for this project the areas they have addressed are 

listed in the table below.  

Area of law Issue 

Care Act assessments challenge to refusal to conduct Care Act 

assessment & provide urgent services 

Children Act assessments challenge to refusal to conduct Children Act 

assessment & provide urgent services 

Section 4 delay - support  Post decision delay in providing 

accommodation 

Section 4 delay - decision Challenge to refusal to process application for 

Section 4 support 

Maternity Grant Failure to pay Maternity Grant 

With option of failure to add in dependant 

Section 98 / Section 95 delays Challenge to delays in reaching a decision on 

Section 95 

challenge to delays in providing Section 98 

support 

Section 98 / 95 delays in providing support Challenge to the delay in providing 

accommodation or making a decision 
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Section 4/section 95 inadequate 

accommodation 

Challenge to the provision of inadequate 

accommodation 

Section 95 failure to provide accommodation Failure to provide adequate accommodation 

after a positive Section 95 decision or Section 4 

decision 

Homelessness gatekeeping challenge to decision not to accept an 

application as homeless and provide 

accommodation pending enquiries 

Homelessness gatekeeping – family reunion Specifically, for where children about to arrive 

Homelessness - inadequate temporary 

accommodation 

Where inadequate temporary accommodation 

provided  including where Bed & Breakfast 

accommodation provided indefinitely to 

families 

An example of a PAP is included in the appendices. 

Some PAPs may also be accompanied by photographs where relevant, such as those used to illustrate 

the unsuitability of accommodation.  

Feedback on the model as a whole 

Everyone consulted felt that the model was appropriate and that it works. It was noted that the 

model of working enables front line workers to use their skills and time to undertake work for which 

previously they might have referred a client to a lawyer. In this respect, the project has improved 

efficiency. As one front line worker put it:  

‘It helps me avoid bothering a solicitor when I don’t need to. Now I only go to 

solicitors [for support for my client] when I really have to.’ 

‘There has to be enough capacity within DPG to make it work as most PAPs by 

nature are urgent and the feedback needs to be given very quickly. DPG have been 

good at this but need to ensure that it continues in this way.’ 
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The extent to which front line workers have increased their knowledge 

of public law and their capacity to use this to help their clients 

All of the feedback from front line workers emphasised how much their knowledge of public law had 

increased and consequently that project had helped them in their work with clients. They described 

understanding more about public law and importantly how they had been able to apply this 

knowledge to practical effect. 

‘Overall it is a really empowering project. It is making my casework so much more 

efficient and I feel like I am using my time much better. ‘ 

The front line workers are operating in difficult circumstances that can often feel overwhelming: 

‘The nature of casework is like firefighting.’ 

What the project has given them is both the knowledge of public law and a tool with which to assist 

their clients: 

‘I’m calling it [writing PAPs] my superpower.’ 

For people working in the advice sector, understanding more about the legal basis for so much 

provision is knowledge that will be of benefit to them and their clients beyond this project.  Also, 

understanding the wider context of public law has helped the front line workers to be more discerning 

about when to escalate an issue: 

‘We have deeper knowledge of the issues and more confidence – it can mean that 

we don't get to the PAP stage because we have understood more of the steps 

needed before then. It's been amazing.’ 

‘The PAPs work, but before we use them, we would try escalation through emails 

and phone calls and use PAP as a last resort. That [using PAP as last resort] is also 

better for our relationships with the providers.’ 

Front line workers described their learning journey in writing PAPs. Most said that they had no 

experience or very limited knowledge of public law before they joined the project and undertook the 

training. The training, together with the supervision from DPG and the practice of writing the PAPs 

has enabled many front line staff to become very proficient in this area of public law. 
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‘When you get used to [writing a PAP] it only takes 20 minutes or so.’ 

‘In beginning the letters took about an hour [for me to write a PAP] especially as I 

had no legal experience. Initially I found it daunting to do a PAP. But now can I can 

do it in 30 minutes – I know the content and language to use.’  

‘It has increased my confidence in being able to support and advise my clients, as 

well of course in writing PAPs.’  

‘Writing a PAP takes time but all the caseworkers do them because they work.’ 

‘The PAP is a great tool for us as we often have nothing else in our armoury to use.’ 

‘It has made us feel empowered – the PAP is something that we can use to make a 

difference for our clients.’ 

‘I have seen the workers in the teams clearly have a much better understanding of 

the [public] law.’ 

‘It has made me more efficient.’ 

‘I have seen it [the project] make a real difference to the front line workers – really 

positive.’ 

‘PAPs are one of the most popular parts of our work – they are so effective. In the 

days when we didn’t do PAPs we would spend hours on the phone trying to get 

statutory bodies to see someone, respond to an issue. Sometimes with PAP can see 

results in three hours!’  

Sometimes front line workers are not clear about which issues they can PAP on and which they can’t. 

It was suggested that this could be addressed by some follow-up training or a skill sharing workshop 

(see recommendations) .  

Some front line workers with OISC level 3 training have gained in confidence through the project and 

started preparing PAPs outside the context of refugee and asylum work with other clients, such as 

family reunion cases.  
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The experience of and comments on the training 

‘I have done the training and found it really helpful.’ 

The training element of the project has been offered as an e-learning course to front line workers 

who registered for the project. It is split into different elements each with an assessment module 

and can be completed in approximately five hours usually spread out over a period of four 

weeks. Once the training is completed the trainee is given a password which enables them to 

download precedent PAPs which they follow in writing their own.  

The training was overwhelmingly appreciated and apart from a few technical points, all of the 

comments received on it were very positive.  

‘I thought it [the training] was really good. I am glad that it didn’t need to be done 

face to face in a classroom setting, as it was flexible enough for me to do when I 

could at my own pace.’ 

‘The training was good – I did it as part of my induction. I think all of my colleagues, 

including the more experienced ones could benefit from doing the training.’ 

‘The training worked for me as it was very visual.’ 

To date 141 individuals from 467 organisations have undertaken the training8 and while most 

completed it fully some did not. This may reflect the pressure on time on some of the front line staff, 

for example, a volunteer may only be volunteering one day a week and understandably may prioritise 

seeing clients. Some workers simply don’t have the capacity to take out a whole day in one go to 

undertake some training in a centralised setting. Accordingly, the front line organisations 

acknowledged that not all of the workers felt they had the time to do the training. It is worth noting 

that the PAP training may also be just another training that volunteers and staff do in the context of 

their work, some of which may be compulsory, such as training on safeguarding. Again, this adds to 

the pressure on their available time.  

7 This figure is taken from a combination of the spreadsheets of the Project registration and the Student results. 8

This figure is taken from the spreadsheet entitled ‘Student results’ which recorded the people who had done the 

training in 2018-19. 
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Notwithstanding this, it was clear that the model and design of the training was highly appropriate for 

most front line workers. They particularly appreciated the flexibility of the training and being able to 

conduct it remotely and at their own pace. There was also positive feedback about the sequential 

nature of the training, breaking it up into modules and being able to dip in and out of it. The training 

assumed a certain level of knowledge and the feedback indicated that this was definitely necessary – 

it would be difficult to do the training if you had no knowledge of the sector or the context of advice 

work and some aspects of law. The front line organisations saw the training as contributing to the 

professional development of their workers and as such it is an extremely valuable resource for the 

sector. 

‘I thought the e-learning was great - it was easy to use and understand. It was 

great to have all of the information in one place. Having the ability to go back and 

re-do the e-learning throughout the year has also been very helpful, especially 

when not having worked within certain pieces of legislation for a while.’ 

‘The training model was excellent. The online model was functional and user 

friendly and the materials very comprehensive.’ 

Some suggestions or comments were made about aspects of the training that DPG may want to 

consider:  

• Have more case studies and exercises in the training that are specifically tailored to

asylum and refugee cases.

• Do some more basic stuff in the training about who to send the PAP to (perhaps

make this a pre-PAP training module).

• Include a Frequently Asked Questions crib sheet.

• In terms of developing the training, the following comments or suggestions were

made:

• Would it be possible to have a follow-up session (in person) for people who have

undertaken the training and had some experience of writing PAPs – perhaps see

this as a skill-sharing session. Given the challenges on workers’ time it would not

be wise to make such a follow-up session compulsory. There are also resource



Evaluation of the Pre Action Protocol Project August 2019

23 

implications for both trainees and those attending for example, travel costs and 

venue hire. Additionally, someone would need to devise and run such a workshop. 

• Would it be possible to organise a trip to the High Court as part of the training to

learn more about the context of the work? Again, this would have logistical

considerations.

• As part of the ongoing feedback and development of the project some front line

workers would find it helpful to have more feedback on what happens to cases

where the PAPs are not successful and have been taken onto another legal level.

This feedback could perhaps be factored into a follow-up skill share workshop.

• Front line organisations would like more feedback on cases where PAPs have failed

and they are taken up through the courts.  This could help front line workers

understand the issues more and enhance their knowledge of the context of PAPS

in the broader legal context.

• Training does need access to good IT and internet connections – not always the

case in front line organisations.

• Consider some follow up training to ensure ongoing quality.

Feedback on the training collected at the time the person completed the training 

As well as the specific consultation with front line workers, the evaluation also referred to feedback 

forms that trainees were invited to complete at the time they undertook the training. However, as the 

feedback form was only created after the first year of delivering the training, very few trainees had 

the opportunity to provide feedback in this way. Commendably, this has been rectified and from now 

on, feedback will be requested after the training has been completed. 

The feedback that was received at the time gave an overall rating for the course was just under ten 

out of ten. When asked which modules were most helpful the responses were varied: Public Law 

Introduction, Homelessness applications, all of the modules, Care Act Assessments and the Section 4 

support module.  When asked what was most helpful about the training as a whole responses included: 
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The way things were explained was very clear and easy to understand. I did not 

know as much as I should have about public law, so the course really helped me to 

understand it much better. 

The course was really useful, explained in accessible language, and in a 

compassionate and realistic way which I think would be very relevant to any 

caseworkers working in this field. 

The thorough information provided. 

It gave an overview and understanding of the system our work is located in and its 

constituting bodies and the legal mechanisms. It really helped linking and locating 

Asylum/Refugee Support work within a larger context and also to get an idea of 

law in the UK (especially as I am not a UK citizen). Also being offered a tool to 

interfere on behalf of the clients if Local Authorities are not acting lawful is very 

empowering. 

The top tips and examples of what to PAP, also really great to have more 

explanation on legal requirements/tests. 

It's very relevant to our work at the moment. 

The way things were explained was very clear and easy to understand. 

I was very happy with the whole course. It was very clear and easy to follow and 

understand. 

It was great. 

When asked what could be done to improve the training, responses included: 

At some points in the practice tests sometimes it said I had clicked the wrong 

answer but then when I read it through the answer had been correct - wondering if 

this could be checked (not an issue really just bit confusing). 

There were some answers (one in particular!) I was still unsure of even after re-

reading the information. It would be good to have an option to maybe ask one or 

two questions after the course to help with a couple of these queries.  
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Most of these participants said they didn’t know much about public law before they undertook the 

training.9 

The support in and experience of writing the PAPs

Once a front line worker had completed the training, they were then able to download the sample 

PAPs when needed and begin using them, adapting them to specific cases and clients as needed. 

Helpfully, DPG routinely update the sample (or template) when there are changes to the law in order 

to ensure that the PAPs continue to be appropriate.  The front line worker would then send the draft 

PAP to DPG to be checked by their solicitors. Feedback was then provided to the front line worker by 

DPG, either in writing or on some occasions, via a call. This supervision of the PAPs was felt by all to 

be a crucial element of the project. People were aware that the integrity of the scheme is dependent 

on PAPs being properly written and that in the rare cases when PAPs are not successful in getting 

decisions reversed, the PAP may be referred to in future litigation. 

The support provided by DPG for this element of the project is hugely appreciated by the front line 

workers.   

‘The support from DPG has been great. I don’t know how they manage to respond 

[to draft PAPs] so quickly, but they do and that is so helpful to me [and my clients] 

as in most cases we are responding to an urgent need.’ 

‘The follow-up support from DPG felt like ongoing training – it really helped me 

develop my skills.’ 

The speed with which DPG provide feedback on draft PAPs written by front line workers was 

acclaimed by everyone and much appreciated. Although in the early stages of the project there was 

some concern that the project might depend too much on the availability of specific DPG staff, this 

challenge was identified, and an effective system established for sharing out the PAPs within DPG 

(and beyond where appropriate).  

‘I have found it [the project] to be an excellent resource. It has developed my skills 

and understanding of legal challenges and also allows us to put more pressure on 

9 Taken from the student results spreadsheet. 
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the relevant bodies to support our clients in the manner requested. DPG have 

provided clear, detailed and timely advice whenever I have approached them for 

guidance.’ 

‘Thank you [DPG] for all of your advice and support. You are always so quick to 

respond and helpful.’  

As well as the speed with which DPG respond to checking a PAP, front line workers also valued the 

appropriate language that DPG used when giving feedback as this took into account that front line 

workers are not legal experts. Using phrases like: ‘I suggest you might want to think about this, or to 

consider this’ are enormously tactful and constructive when encouraging front line workers. Similarly, 

the process of providing feedback in track changes to a Word document is very helpful as the front 

line workers are better able to see where their writing could change. As a learning tool this is very 

effective.  

Some questions were raised about specific circumstances in which PAPs might be used – examples of 

these questions have been listed in the ‘other issues’ section later in the report. What they indicate is 

the need for access to ongoing support for front line workers from legal experts. While some front 

line workers have clearly enhanced their capability to write PAPs (coupled with the understanding of 

their context) they were keen to stress that they still valued having the ‘back-up’ support that they 

receive from DPG and would not want to lose this element. Sometimes front line workers feel 

exposed when writing the PAPs – they are conscious that some might fail and end up being used in 

the courts. It was suggested that a meeting of people involved in the project would enable these 

issues to be explained and additional training given.  

In practice of course many front line workers have become much more skilled in writing PAPs and 

have needed fewer amendments to their draft PAPs. However, this has been counter-balanced by the 

turnover in workers who come new to the project.  

Although most trainees had put into action what they had learnt and had started to write PAPs, some 

had not, as the process of writing PAPs is time-consuming and doesn’t always suit volunteers who 

perhaps are only in the office for short periods of time, such as one day a week. Similarly, there may 

be an acceptance that in order to fully benefit from the project a worker has to write a minimum 

number of PAPs to make it worth their while or to be able to apply their learning. If a person goes a 

26 
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long period without ever having to write a PAP, they may well have forgotten what they learnt in the 

training. It is hard to see how the project could address this, but it is worth noting,  

There was a concern expressed from some front line staff that they don’t have enough access to 

follow-up legal support in their area, and this in turn can lead them to avoid writing a PAP as this may 

ultimately take them down a legal route that they could not follow-up. This was encapsulated in the 

following quote: 

‘It is like we’ve challenged the Home Office but we’re not sure if we can back that 

up if we don’t have a lawyer.’  

DPG have developed strong links with legal providers outside of London to encourage them to be part 

of the project and enhance their communication with local front line organisations. However, this 

might not be happening in every part of the country and it would be good to be able to identify where 

the worst gaps in legal provision are geographically and see if fresh efforts could be made to further 

develop these links. Having said that, commendably DPG do not leave any front line project in the 

lurch and would take forward an unsuccessful PAP case if no local support was available. 

The front line organisations have also found that PAPs are flexible to respond to changing situations: 

‘The PAPs have helped us be reactive to contextual changes, such as the impact of 

closing the Calais camps, or the increase in applications to Homeless Persons Units 

– we have been able to apply the PAPs to these different trends, in that sense they

are very versatile.’

The numbers – how many PAPs have been written and the issues they 

addressed 

The total number of PAPs written10 during the period the evaluation covered was 381. Of these the 

majority (212) were written by front line workers from the British Red Cross operating from several 

locations in England. The list of issues that PAPs potentially can cover is included in the table above 

(in the model of the project section), but the majority of the PAPs actually written were about the 

following: 

10 The numbers have been extracted from the DPG electronic case files 
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Issue the PAP addressed Percentage of the total PAPs written 

Delays in processing Section 4 applications (approximately 50%) 

Delays in processing Section 95 applications (approximately 35%) 

Delays in processing Section 98 applications (approximately 5%) 

Refusal to conduct an assessment under Section 

17 of the Children Act 1989 (or challenging the 

assessment) 

(less than 10% approximately) 

Homelessness (various including challenging 

provision of unsuitable accommodation) 

(less than 10% approximately) 

Refusal to accept application for homelessness (less than 10% approximately) 

Adult Social Care (under the Care Act 2014) (less than 10% approximately) 

Section 98 (Emergency Accommodation) (less than 10% approximately) 

Application for a Maternity Grant (less than 10% approximately) 

The majority of PAPs therefore were addressed to the Home Office, with a much smaller quantity 

going to local authorities. Some of the comments that front line workers made when asked about the 

PAPs that they wrote included the following: 

‘One of the areas we worked on are delays in S4 in processing applications and 

giving people access to accommodation. We challenge almost weekly. Decision 

should be taken [by the Home Office] within two to five days but, this never 

happens.  

‘Gatekeeping by local authorities in terms of homeless applications, S17 

assessments and Care Act assessments. They just get turned away – this is one of 

the big areas of our work.’ 

‘We write PAPs about the unsuitability of asylum support accommodation, 

particularly in relation to clients with disabilities or for safeguarding issues. For 

example, we have some clients needing a single room and who have been forced to 

share totally inappropriately.’ 

‘Some of the asylum [dispersal] accommodation is unfit for human habitation. We 

seem to PAP on this quite often.’ 
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The impact of the PAPs– the result of writing them 

Approximately 80-85% of the PAPs written were successful in that they were acted upon by the public 

body in question and resulted in the client receiving the relevant service. The most important thing to 

stress in this respect is that these successful PAPs have made a huge difference to the lives of clients, 

many of whom were vulnerable and destitute. 

‘It [the project] has made a significant and easily measurable difference to Asylum 

Support outcomes [for our clients].’ 

‘It was good to be able to write directly to the Home Office PAP team – this was an 

effective way to get through some of the hurdles facing our clients.’ 

Additionally, the writing of the PAPs has been enormously effective for the front line organisations 

involved, their clients and legal experts: 

‘It [the project] has freed up the time of solicitors as front line organisations are 

now able to PAP and this has allowed solicitors to concentrate on more complex 

cases. Prior to the project, many front line organisations, including ours, could not 

do PAPs but had to refer cases to solicitors.’ 

‘It has been a game changer for us and our clients. Previously when there were 

long delays in getting support decisions for destitute and homeless clients we 

would repeatedly plead with the Home office for a decision via their contractors 

Migrant Help. This was time consuming and not very effective. Now with PAP 

scheme and precedent letters which give clear details of the legislation and the 

HO guidelines of decision deadlines we can challenge delays effectively. Our 

clients are now housed and receive their financial entitlements much sooner.’ 

The reasons for the approximate 20% of PAPS that were not initially successful were varied: 

• Some resulted in the client being granted a more permanent immigration status,

so the issue the PAP was addressing, such as Section 95 support, became irrelevant

as the person moved-on to mainstream benefits as a result of being granted a

status.
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• On some occasions new information comes to light that was not apparent at the

time of writing the PAP and has a bearing on the original application which results

in an appropriate refusal of the service being applied for.

Out of the 20% less than half needed further legal representation, which the front line projects were 

able to secure, with the help of DPG.  

‘Most of our PAPs have been successful in prompting the Home Office to act 

positively towards our clients. Where they have refused, we have been able to find 

a lawyer to take the case on to a JR (Judicial Review).’ 

‘I feel the PAP project has been extremely helpful. In two of my cases, the use of 

PAPs has allowed an extremely vulnerable mother and child to access the support 

that they are entitled to. In addition, having the ability to email solicitors directly in 

the lead up to sending a PAP has been helpful in ensuring all of the right 

information is included and all other options have been explored.’ 

From DPGs perspective, it is assumed that the result was successful if there was no feedback from the 

front line worker or organisation about the outcome of the PAP. Although this assumption is correct 

it would be advisable to have a much more robust and accurate way of capturing these numbers. 

Although it is appreciated that front line workers are very busy and may not have a lot of time to be 

filling in spreadsheets, it would be very helpful in ascertaining the impact of the project if they could 

do so.  

DPG established a system whereby front line workers are invited to feed back this information, along 

with other details about the case, such as what the issue was that the PAP addressed. However, this 

is under-used by the front line organisations and consequently valuable information is lost. DPG do 

keep a good record of the PAPs that they have supervised and what the PAP was about, but they don’t 

necessarily get to hear about what happened next unless the front line organisation comes back to 

them for more support because the PAP failed.  

The practice and correct assumption is that the vast majority (85%) of the PAPs succeed on the first 

use, but it would perhaps be useful to be able to record this using the feedback from that DPG have 

devised. Doing so might help further to identify trends, both positive and negative.  Ways to improve 

the capturing of the themes of the PAPs and reasons for refusal might include: 
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• Encouraging the front line organisations to incorporate into their own client

recording systems a specific section regarding the PAPs and then share the

statistics and trends identified from this with DPG.

It should be accepted though that given the pressure on and lack of resources available to front line 

organisations that this aspect of the project will continue to be challenging. 

Below is an example from one front line organisations of what happened after the PAPs were sent as 

they captured good data on this: 

PAPS Sent 56 

Number receiving an immediate positive response 36 

Number referred for expert legal support 13 

Number resolved by other means 3 

Number with successful outcome after further legal support 11 

Number dropped due to changed circumstances 2 

Number where the issue has not been resolved 2 

Another front line organisation recorded an 85% success rate of the PAPs. 

An unintended outcome came about for one organisation as the result of writing a PAP to a local 

authority. This led not only to the application being successful for the client but the front 

line organisation being invited for a constructive meeting with the Children’s Safeguarding Hub to 

explore ways to improve working relations. This has led to an improvement in dealing with the local 

authority and in making referrals.  

An example in  Bristol of the difference writing the PAP made for the client was reported in the press 

(the press cutting is included in the appendices).  

Such successes have been replicated amongst all of the front line organisations involved with the 

project.  
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Improving communication between front line staff and lawyers 

‘The project has supported me in the process of approaching a solicitor as when I 

do need to do this, I have already done a lot of the groundwork. In other words, I 

don’t feel like I am burdening the solicitor but that I’m able to focus on the things 

that they can really help me with – not a lot of the basic stuff that would waste 

their time.’ 

One of the aims of the project was to improve communications between front line workers and expert 

or specialist legal providers. There are several reasons why doing so was and is important, including 

the need to make better use of the legal resources that do exist in an environment where legal advice 

is key and access to it has been restricted by cuts to legal aid.  

The evaluation found that the project had succeeded in this aim with all of the front line workers 

reporting that they had better links with expert legal advisers, including DPG itself. Importantly, the 

enhanced communication has led to a much more effective use of the time of the expert legal advisers 

and the front line workers themselves. As the quote below illustrates (and this was typical of the 

comments from front line workers) the project helped front line workers do something (the PAP) 

that previously they would have referred to a solicitor. The referral routes to legal support are much 

clearer as is the understanding of the protocols and mechanisms for doing so.  

‘Prior to PAP we were having to go to community based solicitors to get them to do 

the work for us.’ 

Crucially, the improved relationship between front line organisations and expert legal providers has 

happened not just in London but at a local level (areas outside of London). DPG encouraged this 

element in the design of the project and proactively made links with legal providers in locations such 

as Newcastle to encourage them to be a referral point for the front line organisations when necessary. 

An outcome of doing so has been an increase in the expert legal capacity locally.  This is particularly 

important given that the majority of the client group are not in the capital. DPG also similarly 

encouraged the front line organisations to develop these links locally. 

A manifestation of the improved relationship between front line workers and legal experts in the 

context of the project is the increased understanding and expertise within the legal providers of a 
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range of the needs of this client group, beyond just the PAP issues. As such, the project has enhanced 

the skills and knowledge within the legal providers (including DPG).  

Given that less than 20% of PAPs are not successful the numbers of cases then requiring expert legal 

support has been quite small, especially as some of the unsuccessful PAPs were resolved for different 

reasons. DPG have taken up 46 cases where there was no satisfactory response to the legal issues 

raised in the PAP. It has been hard to track how many other cases have been taken up by local legal 

providers as the mechanism within the project for capturing this (feedback from the front line 

organisation to DPG) is not consistently used (see recommendations).  

The impact of the PAPs - changing the practice of government 

departments 

‘The Home Office do respond to the pressure created by the PAPs. They don’t like to 

admit this, certainly not in any official way, but we know from what they say to us 

informally that they have changed [and improved] their practices as a response to 

receiving PAPs on certain issues.’ 

The project has had an impact on how both central (Home Office) government departments and local 

government conduct their work.  Although it is not easy to formerly capture this improvement, 

anecdotally the stakeholders provided many examples, such as that illustrated by the quote below:   

‘Previously the Home Office used to ask for more information to assess some 

Asylum Support claims and this led to delays. However, in recent months they have 

made it clear they don’t want extra information and the support claims are going 

through more quickly.’  

Front line organisations involved in the project clearly feel that the PAPs have altered, in a positive 

way, how the Home Office deal with Asylum Support applications (Section 4, 95 and 98).  

‘It's blowing our minds how efficient the Home Office can now be.  If they have a 

sense you have any legal-standing, they take you seriously and our ability to write 

PAPs [and follow these up with expert legal support] makes them aware of this.’  

The Home Office did change their internal structures to deal with PAPs - they established a PAP team. 
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One really positive aspect of this was that front line workers were then able to establish a relationship 

with this team and in many cases could go directly to the team to resolve problems.  

‘It was good to be able to write directly to the Home Office PAP team – this was an 

effective way to get through some of the hurdles facing our clients.’  

The project seems to be helping government departments conduct their work more efficiently and 

just focus on complex cases – it prompts or reminds them to deal simply with cases that are 

straightforward. They don’t want to be bombarded or waste their time responding to PAPs and there 

is some evidence that this has happened.  

‘We have had a high degree of success at pressurising the HO to change/amend or 

speed up their decisions. This has made our asylum support advice much more 

effective by giving us an extra lever to help our clients. It is also reassuring to our 

clients that we have that bit of extra muscle. Our only difficulty has been capacity 

to add PAPs to our workload.’ 

‘Very effective- I sent a PAP letter to challenge delays to S17 support for a family 

and interim support was provided within 24 hours. Social services then became 

much more receptive to S17 referrals and did not delay unreasonably after that. ‘ 

‘It feels as if we and our clients are being taken seriously [by the Home Office].’ 

There may be a risk that the Home Office just shift resources from one section to another without 

really enhancing the overall provision or efficiency of the system, just relieving stress in one area but 

adding to it in another. To get an overview of this though will need a stronger link between the project 

and the policy networks of the sector to monitor trends. It will also require robust recording systems 

to be consistently used by the front line organisations (see recommendations).   

There were some different aspects to the feedback the evaluation received regarding the impact of 

the project on the practice of local authorities. The minority of PAPs are directed at local authorities, 

for example, around issues concerning accommodation. On the whole front line workers felt that the 

PAPs worked in this context and that local authorities responded positively. Furthermore, sending a 

PAP had initiated a broader dialogue between the front line organisation and the local authority that 

established an improved working relationship in the longer term. 

‘Social services seem to respond much quicker to my referrals now.’ 
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‘The social workers said: "could you stop sending PAPs". Then they sent us the 

manager's number so that we could escalate more effectively. This led to a much 

better result in the long run as we had more direct contact [with] Adult Social Care 

as a result and the local authority became more responsive to future referrals.’ 

This is a great outcome of the project as these improved working relationships will help many clients 

enormously (not just those for whom PAPs have been written), particularly some of those who are 

most vulnerable.  

Some stakeholders expressed a concern that sending PAPs may antagonise a local authority 

and damage relationships between them and the front line organisation. This may be relevant in the 

context of a front line organisation that is sub-contracted by a local authority to provide a service, 

such as the delivery of the resettlement scheme.11  However, there was no evidence to suggest that 

this has been the case within the project – rather the opposite. It may though be a concern to take 

into account if the project model is extended to other areas of law.  

It is also worth noting that there are both challenges and opportunities regarding influencing local 

authorities. By definition, strong local connections can be made, and relationships enhanced because 

of the physical proximity. Conversely, national approaches to advocating or influencing the practice 

are often too remote from the day-to-day operations at a local level. Even within a local 

authority there are many different departments that outside organisations may have to deal with, 

such as Social Services or housing, and these departments don’t always communicate well with each 

other - progress with one does not necessarily lead to improvements with another.   

In the context of identifying systemic issues, it is harder to have an overview of this with local 

authorities as opposed to identifying them in the Home Office. If the project wants to have a greater 

sense of local authority practices, there will be a need to enhance the feedback mechanisms (see 

recommendations).  

11 The UK currently accepts refugees for resettlement under a variety of schemes, such as the Gateway Protection 
Programme and the Syrian Vulnerable Persons Resettlement Scheme. Often local authorities sub-contract delivery 
elements of these schemes to the voluntary sector.  
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Identifying systemic challenges and issues 

The project has been able to identify systemic issues in the delivery of the services it is targeted at 

(such as Section 4 provision). It has done so in several ways: 

• picking up issues as they come in from the PAPs sent for scrutiny by DPG

• the issues highlighted in cases where further legal support is required (the PAPs

that don’t succeed initially)

• gathering from the front line organisations involved with the scheme what the

prominent issues are

The front line organisations have also been able to recognise local themes: 

‘The [PAP] scheme has helped us identify recurring themes and issues locally. We 

have incorporated how we use PAPs into our own recording systems. However, if 

we wanted to better understand the effect just of the PAPs we would need to adapt 

our systems.’ 

‘I have seen Social Workers in the NRPF Division of Social Service frequently 

implementing public law incorrectly. They refuse families Section 17 support based 

on their immigration status, rather than need. In addition, I have seen Housing 

Officers in the Council failing to conduct homelessness assessments for refugee 

clients who are in priority need. For example, those with children are told to 

approach social services. And those affected by Domestic Violence are told they 

have to return to the area they fled from because they have no local connection. As 

well as this, the Home Office continues to delay in processing applications for 

asylum support in time, especially for Section 4. Far too frequently, priority need 

clients are left homeless because the Home Office has failed to process and allocate 

accommodation within a two day time frame, despite clear indication of need. This 

can lead to clients' hospitalisation or cause them to be in an even more vulnerable 

situation.’ 

Early on in the project the Home Office tried to claim that a worker had to be OISC regulated to write 

a PAP. This error was identified by the project and challenged with the project providing a way of 

pointing this out to the Home Office. As a result, the Home Office accepted that they had to accept 
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PAPs from non-OISC accredited workers.  In this instance the project has brought about a change in 

the Home Office policy and practice.  

Also, the issue of delays by the Home Office in processing Section 95 claims was identified. This was 

then to some extent acted upon and there has been a noticeable shift in the Home Office processes 

accordingly.  

While the above have been significant achievements of the project, there is a feeling amongst 

stakeholders that none of these feedback mechanisms for identifying systemic issues works as well as 

they might. There is a concern that there is a missed opportunity to identify issues that may 

need addressing and advocacy on. Front line organisations would like more feedback on cases where 

PAPs have failed and they are taken up through the courts.  This could help front line workers 

understand the issues more and enhance their knowledge of the context of PAPs in the broader 

legal context.  

 ‘I don’t feel I get enough feedback [from DPG] on an overview of what the themes 

are that arise from the PAP work nationally.’ 

It is a two-way process and front line organisations could be more consistent about how they feedback 

to DPG what the issues are that the PAPs are addressing.  

As well as identifying an overview within the whole project of the systemic challenges several of the 

frontline organisations have been keeping their own records. The British Red Cross, Pafras and 

Bristol Refugee Rights have done this, however some of these organisations are not part of the 

larger policy forums such as Asylum SEG where issues can be discussed at a policy level with Home 

Office officials  

Some of the front line organisations simply don’t have the capacity to do a lot of work on 

identifying systemic themes and advocating on these: 

 ‘I can’t figure out policy trends and issues and it would be good if the project could 

do more on this.’ 

It would be helpful if the project could develop more effective feedback mechanisms that better 

enabled systemic issues to be identified and acted upon. Given that DPG is not involved in some of 

the policy forums and networks that the front line organisations are, it may be helpful to establish a 

more formal link between the project and these forums, perhaps through one of the project partners. 
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The reporting and monitoring aspects of the project 

The project does have systems for capturing data associated with the activities undertaken. These 

include: case notes on the PAPs issued, electronic versions of the PAPs, forms for front line projects 

to provide information about the outcome of a PAP, registration forms for organisations who want to 

be part of the project, forms for people who undertake the training that cart their progress and 

feedback forms for people who have done the training. 

The evaluation drew upon all of these for information and there was much material that was very 

informative.  There were, though, several challenges associated with this aspect of the project: 

• Some of the forms are not completed by the participating organisations, leading to

gaps in information.

• Most of the data is held in the format of an Excel spreadsheet, and while this is a

relatively cheap programme to use, and additionally enables some information to

be sorted and extracted in useful ways, to do so is not an entirely straightforward

process and can be quite laborious.

• Much of the data included in the material is not entered in a consistent way –

people have used different terms to describe aspects of the work, making

comparisons and identification of themes more difficult.

• Polly Glynn at DPG, along with her colleague, has the central administrative

responsibility for maintaining and reporting on the data that is captured - a system

that works. It is important to be mindful that this is a useful resource for the

project and is needed for the model to work.

At the core the project can identify the outputs of the project (numbers of PAPs written, numbers of 

people trained, etc.) but the current systems struggle to efficiently identify some of the qualitative 

aspects of the work.  As mentioned elsewhere in the report, there are also challenges using some of 

the material to identify themes or systemic aspects arising from the work. 

To address these challenges the project could encourage the participating organisations and front line 

workers to use the existing reporting systems more consistently. This would include the use of a 
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common terminology (as indicated in the PAP online feedback forms) that the organisations could use 

to achieve a better consistency across the reporting. For example, being clear if it is a Section 95 issue 

that the PAP is addressing as opposed to just describing it as ‘support’. The terminology on the 

feedback form designed by DPG is appropriate and the more the front line organisations use these 

terms the easier it will be to report on the outputs of the project.  

It is probably unrealistic to expect that the project could set-up a bespoke online database for 

participating organisations to access when reporting on their work in connection with the project. 

Such a database could be similar to several of the systems that some of the organisations already use 

to capture their work, for example, the Beneficiary Relationship Management system used by the 

British Red Cross. However, therein lies another problem – if front line workers are already inputting 

into their own systems it is unlikely that they have the time or inclination to duplicate that by inputting 

into yet another system. 

Perhaps the best way to progress on this would be to work with the front line organisations to devise 

mechanisms for extracting from their data capture systems issues where PAPs were involved and to 

share these across the project via DPG.  

Extending the model to other areas of law 

The areas of  law that the stakeholders identified as being potentially useful to expand into in the 

context of their current work (bearing in mind that the principle focus of all of the front line workers 

is the refugee and migrant sector) were: 

• Education – challenges around access to education, for example children not being

offered a school place because they arrived in the UK halfway through the

academic year.

• Access to mental health services, for example, referrals to the Child and

Adolescent Mental Health Services (CAHMS)12

12 https://www.nhs.uk/using-the-nhs/nhs-services/mental-health-services/child-and-adolescent-mental-health-
services-camhs/ 
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• Disability rights

• Safeguarding, for example, in cases of racial harassment or the suitability of 

accommodation

• Administrative issues surrounding loss of documents, such as ARC cards

• Benefits

• Community care

• LGBTQ+ rights

• Age assessments 

Other issues or questions arising from the evaluation 

During the evaluation some issues were raised and questions asked by the front line workers that did 

not fit neatly into what the evaluation was directly addressing. They are however worth noting as 

DPG may want to take them into account as they develop the work of the project. 

Turnover of staff and volunteers 

There can be a high turnover of volunteers in the front line organisations who are part of the 

project, meaning that some of the organisational capacity to do PAPs is lost and that new volunteers 

need to then do the training. To some extent there is also a turnover of staff that has similar 

consequences. This is not something that the project can do much about but should take into 

account that there may be fluctuations in the rate and quality of draft PAPs produced by the front 

line organisations. 

Replicating the model 

There were questions raised about whether the model can be replicated by other organisations or 

law firms. The evaluation concluded that the model of the project works but is very much the 

creation of the skills and efforts of DPG and key to the model is the quality control provided by 

DPG. If other organisations developed a similar service but without such high standards as those 

provided by DPG, then the use of PAPs might be compromised. 
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Website issues 

One person reported on a technical glitch on the website that results in the page being cut off. This 

may be due to the computer and software or screen that the person is viewing the website on, but it 

might be worth checking whether the e-learning and website resources are set up in a way that fully 

accounts for people accessing it with different systems. Due to resource limitations, many of the front 

line organisations have very poor IT equipment and old software. 

Governance of the project 

The project is run by DPG and effectively so. Some suggestions were made about whether it would be 

helpful to have a steering group or project board consisting of representatives from the main 

organisations using PAPs and those interested in the policy issues arising from the project. This might 

be particularly useful for enhancing the strategic aspects of the project (influencing policy 

and practice. 

Can PAPs be used for the following circumstances? 

A question arose around whether PAPs can be used with bodies that have been sub-contracted by 

government to provide a service. Several stakeholders mentioned problems that they (and their 

clients)  faced with asylum dispersal accommodation providers. Sometimes these problems relate to 

poor communication between the Home Office and the accommodation provider, with the former 

saying one thing and the provider another.  It would be helpful for DPG to clarify how PAPs can be 

used in such contexts, particularly as increasingly government departments outsource services, for 

example, Personal Independence Payment (PIP) assessments. 

Marketing the project 

DPG have been successful in letting front line organisations know about the project and inviting them 

to be part of it. A good example of the marketing of the project has been the link with the Asylum 

Support Appeals Project (ASAP)  and the presentations by DPG at the ASAP annual conference. It is not 

clear if there are many front line organisations who could benefit from the project who are not aware 

of it, such as foodbanks that come across destitute clients.  It would though be productive for DPG to 

continue to have links with key umbrella organisations such as ASAP and the Refugee Council in order 

to continue promoting the project.  
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Appendix 1 – Example of a PAP 

Below is an example of a PAP. This is taken from a real case but the client’s details have been removed. 

The original draft of the PAP was produced by the front line worker, in this example Zoe Dexter at 

the Helen Bamber Foundation, who then sent it to DPG who provided comments in track 

changes and returned it to Zoe who amended it accordingly and sent to the Home Office. 

For the urgent attention of the Duty Manager 
Asylum Support Team 
Asylum Casework Directorate 
UKVI/Home Office 
14th Floor, Lunar House 
40 Wellesley Road 
CROYDON      CR9 2BY 

(Date) 

By e-mail: ukvipap@homeoffice.gsi.gov.uk 

Dear Sir/Madam 

Judicial Review - Letter Before Claim  

Failure to provide adequate accommodation 

1. To: Secretary of State for the Home Department (Asylum Support Team)

2. The Claimant: xxxxxxxx

3. Reference Details: AS reference xxxxxxxx; Port reference xxxxxxxx

4. Details of the Matter being Challenged:

The Defendant’s delay to provide the Claimant with adequate accommodation under s95 of the

Immigration and Asylum Act 1999.
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5. The Issue:

Summary of factual background

Our understanding of the factual background to this proposed claim is as follows:

5.1. The Claimant is entitled to support under section 95 Immigration and Asylum Act. In a letter 
xxxxxxxx, the Home Office accepted the Claimant is entitled to accommodation and subsistence 
support under section 95.  

5.2. The Home Office accepted that adequate accommodation would include a single occupancy 
room in London.  

5.3. Since notification of the decision of (Date), our organisation has contacted the Home Office and 
accommodation provider on the behalf and instructions of the Claimant. On (Date), we 
contacted the accommodation provider who stated that they have received instructions from 
the Home Office to accommodate him in a single room in London but did not have a room in 
which to accommodate him. We called again on xxxxx and were informed that they still required 
formal instruction from the Home Office to accommodate the Claimant, and so on the same 
day we emailed the Defendant’s Asylum Support Accommodation and Asylum Support 
Assessment Teams in order to clarify the situation. The Defendant confirmed that the 
accommodation provider had been instructed to accommodate the Claimant. We have since 
contacted the Defendant on xxxxxxxx and xxxxxxxxx to request an update as to when the 
Claimant will be suitably accommodated. No time frame has been given as to when to expect 
allocation of a suitable property nor any details about why the delay is continuing, despite our 
requests.   

5.4. The Claimant is currently living in Section 98 accommodation, with no financial support and 
therefore struggling to manage to attend appointments. He is also sharing a room with 
strangers, although the Defendant accepts that he requires a single room. 

5.5. The Claimant has the following health problems: symptoms of post-traumatic stress disorder, 
depressive disorder and anxiety. 

5.6. It has been agreed that adequate accommodation for the Claimant is required. No such 
accommodation has been offered to the Claimant.    The failure to provide adequate 
accommodation is causing the Claimant distress and anxiety, and exacerbating his mental 
health issues.  

If any part of this summary of the factual background is disputed or is believed by your authority to 

be inaccurate, please identify in your response each part of the factual background that is disputed, 

please explain why it is disputed and please provide full details of the basis for this alternative factual 

account including copies of any reports or relevant contemporaneous records upon which it is based. 
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5.7. Grounds of challenge 

5.7.1. The Defendant is required by s95 of the Immigration and Asylum Act 1999 to provide 
adequate accommodation for the Claimant because he meets the relevant criteria. 
The failure to do so is unlawful.  

5.7.2. The failure is also in breach of his rights under Article 8 European Convention on 
Human Rights. 

5.7.3. The Claimant is disabled within the meaning of Article 6(1)(a) of the Equality Act 2010, 
taking into account his mental health needs.  It does not appear that the Defendant 
has taken into account her duty, set out in s149 of the Equality Act, either in processing 
the Claimant’s individual case or more generally in ensuring an adequate supply of 
accommodation. 

5.7.4. Nor does the Defendant appear to have complied with her duties under Article 22 of 
EU Directive 2013/33 laying down standards for the reception of applicants for 
international protection (‘the Reception Directive”), which requires her to assess the 
special needs of vulnerable persons13 within a reasonable period and take into 
account those needs in providing support. 

5.7.5. The Claimant further challenges the Defendant’s arrangements for providing 
accommodation to asylum-seekers within the London area which appears to be 
symptomatic of long-standing problems with inadequate provision and long delays in 
the provision of accommodation by the Defendant. Despite the problem having been 
identified by the Home Affairs Select Committee in 2013 and 2016 the Defendant 
appears to have taken no or no adequate steps to remedy the situation. 

 In your response please refer to each numbered point in turn and confirm whether the ground 

is conceded or disputed and, if it is disputed, please provide full details of the basis on which it 

is disputed. 

6. Details of the Action that the Defendant is Expected to Take:

To take urgent steps to accommodate the Claimant and family in adequate accommodation 

meeting their needs forthwith. 

7. In practical terms, what the Claimant is seeking:

13 Within the meaning of Article 21 of the Reception Directive  
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Safe and adequate single accommodation in London for the Claimant. 

8. Details of the Legal Advisors Dealing with this Claim:  None

9. Details of any Interested Parties:  none

10. Documents and information that you should provide with your response:

You are asked to provide the following information within fourteen days in accordance with the

judicial review pre-action protocol.

You are reminded that in responding to this letter you must comply with your duty of candour. 

This duty requires due diligence in: (a) investigating what material is relevant to this claim; and, 

(b) disclosing that material where it is relevant or assists the Claimant, including on some as yet

unpleaded ground. A failure to comply with the duty of candour when providing your response

to this letter may result in costs sanctions.

The duty of candour is reinforced by paragraphs 6 and 16(d) of the Judicial Review Pre-Action 

Protocol which provide that you must enclose any relevant documentation requested by the 

Claimant with your response and that where you ignore this requirement the court may impose 

sanctions, for example costs sanctions. 

Accordingly, in your response, you are asked to confirm that you have investigated what 

material is relevant to this claim and to disclose that material in or with your response. In 

addition, we would ask you to ensure that copies of the following documents are provided with 

your response in compliance with your pre-action disclosure duties: 

10.1. A copy of the Claimant’s s95 file.  The Claimant’s signed authority for the release of 
information to our firm is enclosed.  

10.2. A copy of the target timescales for processing urgent requests for s95 accommodation 
for applicants with mental or physical health needs. 

10.3. A copy of any guidance given to caseworkers in relation to prioritisation of requests 
for accommodation by disabled applicants. 
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11. Details of any other documents that are Considered Relevant and Necessary:

None other than those identified above.

12. Alternative Dispute Resolution (ADR):

We do not consider that this matter is suitable for an alternative form of resolution because of

the urgency of the matter.  If it is considered that ADR is appropriate then please provide

proposals together with confirmation that pending the outcome of ADR adequate

accommodation will be provided.

13. Address for Reply: c/o Zoe Dexter, Helen Bamber Foundation, 15-20 Bruges Place, Baynes
Street, London, NW1 0TF & by email zoe@helenbamber.org (020 3058 2020).

14. Proposed Reply Date:

By 4pm on (Date)

15. If your authority considers that more time is needed to respond to any part of this letter, please
let us know within the next seven days identifying the relevant part, explaining why more time
is needed, the date by which your authority proposes to respond, and full details of any
concessions your authority is prepared to make in the interim.

Yours faithfully 

Helen Bamber Foundation 
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Appendix 2 – Press coverage of a case that involved a PAP in the early stages. 
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Appendix 3 - The framework of questions used for consultation with stakeholders 

Dear stakeholder, 

I hope this finds you well. Polly Glynn at Deighton Pierce Glynn (DPG) has asked me and Richard Malfait 

to conduct an evaluation of their Pre Action Protocols (PAP) project. Polly has given me your contact 

details as you have first-hand experience of the project and your perspective and experience would 

be enormously helpful to inform the evaluation.  

As you will be aware, the core model of the PAP project seeks to build the capacity of frontline 

organisations who are working with migrants (including asylum seekers and refugees) to exercise their 

rights. The key elements of the PAP model include: 

• Provision of training to frontline workers in the relevant aspects of public law

• Provision of training on specific areas of law that effect accommodation and support for

migrants

• Access to precedent “pre action protocol” letters on public law issues regularly faced by

migrants attempting to access accommodation and support.

• Supervision of frontline workers to write formal pre-action letters and respond to any

response.

• Assistance then in obtaining follow on legal advice where necessary.

In this context the overall aim of the evaluation is to determine how effective the project has been in 

building the capacity of the frontline organisations and what the result of doing so has been. 

Accordingly, I would be really keen to hear your assessment of the following:  

1. To what extent the project has helped frontline workers to increase their knowledge of public

law?

2. How frontline workers have applied this knowledge to better assist their clients, including

looking at how the workers’ confidence and skills have improved to enable them to deal more

effectively with government departments?

3. How many pre-action letters have been produced under the auspices of the project and what

has been the effect of these?
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4. What effect the project has had on the way government departments administer the law, for

example, has it led to them concentrating more resources (staff, time and expertise) in areas

where they have received the most challenges from organisations?

5. Have systemic faults in the application of public law been identified through the work of the

project, has this been used to present challenges to the system, and is there more potential

for this?

6. Is there better communication between frontline staff and lawyers and has this led to a better

identification of and response to changing situations in the sector?

7. How effective is the training model of the project? Could it be improved in any way?

8. Is the model of the project effective?

9. Is the project needed?

10. Could the model be duplicated in other areas of public law? If so which areas?

You may not have views or knowledge of all of these questions, which is fine – the above are just to 

guide our conversation, any perspective that you can share would be valued. Similarly, there may be 

issues that you want to raise that are not covered by the above, which is also okay. 

The information we glean from the evaluation will be used for a report that we will write for DPG who 

will share the findings with Barings (who have funded the PAP project so far). I should stress that all 

contributions to the evaluation will be anonymised and we won’t quote people without their 

permission. 

Thank you for agreeing to participate in the evaluation, the learning will contribute to the 

development of services for migrants, refugees and asylum seekers.   

If you need to check anything. If you have any questions about the evaluation or need to check 

anything before we speak then please don’t hesitate to contact me.  You can also contact Polly at DPG 

(PGlynn@dpglaw.co.uk.)  

Once again, thanks for your time, I look forward to speaking with you. 

Nick Scott-Flynn 

07980 858636 

scottflynnconsulting@me.com  
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Appendix 4 - stakeholders who contributed to the evaluation 

A total of 18 stakeholders contributed directly to the review, either through an interview with the 

consultants or via an online survey. Some stakeholders also shared observations on behalf of 

colleagues who are not named but whose views were incorporated into those of the named 

stakeholder. 

Name Role or position Organisation 

Andy Hewett Head of Advocacy Refugee Council 

Grace Lane Destitution Caseworker Pafras (Leeds) 

Helen Muggeridge Asylum Service Manager Refugee Action 

Zoe Dexter Welfare and Housing Manager 

(previously Assistant Manager 

of Casework)  

Helen Bamber Foundation 

Polly Glynn Partner DPG 

Bryony Goodesmith Volunteer DPG and Bristol Refugee Rights 

Isabelle Fathimani Casework Coordinator British Red Cross (Sheffield) 

Cat Dowle Advice and Support Worker Welsh Refugee Council 

Hugo Tristam Operations Manager – London 

Refugee Support 

British Red Cross (London) 

Claire Brand Casework Coordinator British Red Cross (London) 

Emma Bulmer Casework Coordinator British Red Cross (London) 

Alexandria Walsh Anti-Trafficking Officer British Red Cross (London) 

Isaac Snow Casework Coordinator British Red Cross (London) 
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Emily Edwards Casework Coordinator British Red Cross (London) 

Deborah Gubbay Asylum Support Coordinator Bristol Refugee Rights 

Tori Dunford Casework Coordinator British Red Cross (Sheffield) 

Beryl De Stone Volunteer Caseworker Bristol Refugee Rights 

Holly Taylor Casework Coordinator Welsh Refugee Council 

Elinor Harris14 Was on annual leave during the 

time of the evaluation 

Bristol Refugee Rights 

Sophie Dutton15 Has left the WRC Welsh Refugee Council 

14 The two stakeholders highlighted in italics were in the original stakeholder list but were not able to be included 
due to the reasons stated.  
15 Ibid 
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Appendix 5 - Background documents referred to for the evaluation 

• Original project application to the Barings Foundation (2017)

• Business plan arising from the pilot with the British Red Cross (2016)

• Spreadsheet of the organisations wo had registered with the project (called Event
Registration Responses) (2018-2019). It contains information about how many
destitute clients the organisation normally sees.

• Spreadsheet of feedback provided from trainees at the time they undertook the
PAP training (only six responses).

• Spreadsheet listing the individuals who undertook the PAP training, entitled
‘Student results’ – this gives details of which modules trainees completed and also
indicates how much knowledge they had of public law before undertaking the
training. It has entries for 141 people, but not all of these people completed the
training.

• Spreadsheet called ‘Feedback on the PAP scheme (Responses)’. This is a list of
headline stuff from 80 cases where PAP’s were done by the participating
organisations. It gives some idea of the themes and outcomes. It does not cover all
of the PAPs that were written as part of the project and as such is an incomplete
record. This gap highlights the need to have a better feedback mechanism about
the PAPs that have been written.

• Record of the PAPs issued – extracted from the DPG files.

Appendix 7 - Useful Weblinks 

Deighton Pierce Glynn 

https://dpglaw.co.uk 

Description of the PAP project on the DPG website 

https://pollyglynn1.wixsite.com/paps 

The Feedback form for completing to record the outcome of the PAP and to be returned to DPG can 

be found at the following web link: 

https://docs.google.com/forms/d/e/1FAIpQLSfi3pGeCaf_FW_EomY5jBgdBDU-

tYe3xR_GJ2WSRX5XDgalcg/viewform  
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Contact details 

Polly Glynn 

Partner at Deighton Pierce Glynn 

PGlynn@dpglaw.co.uk 

Nick Scott-Flynn  

Scott-Flynn Consultants Ltd 

scottflynnconsulting@me.com 

Richard Malfait 

R. Malfait Consultants Ltd.

richardmalfait@aol.com




