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Cumbria Multicultural Service Report 2010-2011

Prepared by Team Leader, CMCS 
Introduction 
Cumbria Multicultural Service provides free advocacy to all Black and Minority Ethnic people who live or work in Cumbria.  

The service operates from a base in Barrow with outreach surgeries in Maryport, Windermere, Carlisle and Penrith. 

This report will present the following:

· Summary of data on the volume of people who have used the service.

· Case studies illustrating the detail and challenge of the work

Background to the CMCS

Since last year’s Service report Cumbria has seen a sustained rise in the numbers of BME people in the county, and this has led to an expansion in the work of the Cumbria Multicultural Service. This has included an incredible range of work from supporting people to integrate into British society, to working on issues of benefits, domestic violence, education, employment, general family issues, health, housing, immigration, money, and utilities.  
In 2009-2010, the Service worked with over 500 people with approximately 1500 issues, but in 2010-11 the Service worked with nearly 750 clients on over 2200 issues, with a total of 1843 visits from clients. This reflects the expansion of the services countywide.  These figures do not include the work completed by the Dual Language Advocates Bank. 

The service have clients from: Albania, Algeria, America, Austria, Azerbaijan, Bangladesh, Brazil, Bulgarian, Canada, China, Czech Republic, Egypt, Philippines, Gambia, Germany, Greece,  Hungary, India, Iran, Iraq, Italy, Jamaica, Japan, Kenya, Kosova, Latvia, Lithuania, Macedonia, Mauritius, Morocco, Nepal, Nigeria, Pakistan,  Poland, Portugal, Romania, Slovakia, South Africa, Spain, Sudan, Thailand, Turkey, UK, Ukraine, and Zimbabwe – a total of 45 nationalities

Dual Language Advocates Bank

The Service now has in place, for a second year, a bank of 24 Dual Language Advocates (DLAs), who are trained and supervised by the service, who can provide support to people who do not speak English as a first language. The Bank advocates are available via the Multicultural Service on a sessional basis. Languages covered by the DLAs include Arabic, Bulgarian, Chinese, Latvian, Lithuanian, Nepalese, Polish, Portuguese, Romanian, Russian, Thai, Tagalog, and Turkish.

This year, in addition to the clients seen by the Advocacy and Community Relations Officers (ACROs) the DLAs have dealt with 2194 issues, seeing clients 1447 times. This is approximately 900 clients over the year.

Other key projects

Other key projects for the year ahead have included:

· Setting up a multi-lingual website with advice and information available electronically

· Re-working the Welcome to Cumbria pack

· Continued development of the Womens’ Network on a countywide basis including a web-based information and advice sharing network
Contacting the Service

The service is available to all BME people, and people can self-refer or refer on behalf of a client. The service operates core working hours Monday to Friday 9-5, though they may contract a Dual Language Advocate to work outside these hours. To make an enquiry or referral contact 01229 833933, or email cmcs@cumbriacc.gov.uk 

Section 1: Cumbria Multi-Cultural Service Statistics 2010-11

There are two sets of figures available for the service:

(1) work carried out by the Advocacy and Community Relations Officers (ACROs), in each of the outreach locations, and

(2) work carried out by the Dual Language advocates (DLAs) generally across the county.

(1)
Following the growth of the BME population the ACROs have seen a significant expansion of their work and now handle over 200 issues per year.

The tables and graphs below give management information relating to the top 10 issues across the County. The Service has worked with people from 45 nationalities on a range of issues.   There is a difference from the types of issues dealt with by the ACROs or DLAs as the DLAs will deal with level 1 advocacy type issues, whilst the ACROs will deal with level 2 upwards advocacy cases.
The following table shows the top ten issues against the top ten users by nationality:
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It is evident from the above that:

· the Polish community counted for over 50% of all cases relating to benefits, working tax credits, housing and utilities
· there is an increase in the number of Nepalese people using the service, mainly because of our Nepalese DLA

· Immigration queries are spread across most nationalities
The following table shows the issues dealt with by CMCS advocates working across the county, in each outreach facility,

In 2009/10, the top issues were Immigration, Benefits, Working Tax Credits, Employment, Tax, Utilities, Housing, Health, DVLA, National Insurance, and general issues.

The situation in 2010/11 was as follows:

	Issues Raised
	Barrow
	Carlisle
	Penrith
	Maryport
	Windermere
	TOTAL

	Immigration
	253
	42
	14
	45
	18
	372

	Employment
	138
	6
	6
	11
	31
	192

	Family
	138
	7
	1
	4
	16
	166

	Child & Working Tax Cr
	77
	10
	9
	36
	11
	143

	Housing
	92
	7
	6
	10
	8
	123

	Benefits
	59
	15
	5
	38
	3
	120

	Interpreters/Translation
	91
	1
	0
	5
	14
	111

	Utilities
	77
	6
	1
	23
	4
	111

	Health
	88
	0
	0
	4
	9
	101

	Money/debt
	68
	0
	0
	12
	18
	98

	Sub total of top 10 
	1081
	132
	188
	42
	94
	1537

	All other issues
	531
	53
	69
	23
	15
	692

	TOTAL ISSUES
	1612
	185
	257
	65
	110
	2229


The analysis shows the following striking features:

· Barrow has the highest demand for support on immigration, employment, health and housing.

· Maryport has shown an increase in the number of immigration issues due to the fact that there is a change in the spread of nationalities, from last year when Lithuanians were the main users to this year when there have been a range of nationalities using the service 

· Windermere – immigration and employment are the main areas of demand.

· Penrith – immigration is highest 

· Carlisle – Immigration and benefits are showing  highest demand
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From this year’s statistics, it would appear that employment issues have moved up the table, whilst health has moved down, but money issues have become more of an issue.

The increase in family issues is due to the complex nature of these cases and no longer just counted under a specific issue.  Case study No 6 is an excellent example of the type of family issues being dealt with by the ACROs.

The following table shows the top 10 issues dealt with by the Dual Language Advocates.   Each DLA is managed by an ACRO from Barrow, Penrith, Windermere, Carlisle or Maryport, but DLAs work across the county depending on need.

	Issue Raised
	Total across the County

	H M Revenue
	415

	Benefits general
	296

	Child & Working Tax credits
	220

	Employment
	200

	Employment
	157

	Education
	92

	Health
	92

	Housing
	92

	National Insurance
	80

	Utilities
	78

	Total top 10 
	1722

	All other issues
	472

	Total
	2194


The gender profile shows the following findings:
· Females more likely than males to seek support on immigration, housing and health.

· Males more likely than females to seek support on Working Tax Credit, tax and National Insurance registration and employment

The following chart shows the top 10 issues dealt with by the Dual Language Advocates across the county:
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In 2009/10, the top ten issues were Benefits, Child Tax and Working Tax credits, Employment, Child Benefit, Immigration general, HM Revenue, DVLA, Education, Housing and Health, with a total of 2137 issues.  However this year shows an increase in HM Revenue cases, followed by benefits and Tax Credits.
Outreach facilities

Since the second year of DLAs the Service has noticed some changes to each outreach:

Barrow:  ACROs have become more involved in complex cases, with the DLAs picking up the general day to day issues of clients; the Polish community continue to be the highest community using the service, followed by an increased number of Filipino, Thai and Turkish clients.  We believe this is due to having Dual Language advocates from those communities.

Windermere:  60% of the clients are Polish, with other nationalities including Jamaican, Hungarian, Romanian, Spanish, Lithuanian and Chinese.  In addition to the Library outreach, the DLAs are also running a weekly satellite in Ambleside, for 1.5 hours a time, with 3-5 clients at each session
Maryport:  In general clients were mainly Lithuanian, now there are clients from Bulgaria, Philippines, Hungary, Iran, Japan, Poland, Romania, Slovakia, Sudan, Turkey and the Ukraine.  It has proved busier this year than last year.
Carlisle:  Carlisle outreach has wide range of clients from many different countries, but the increase has been in the Nepalese and Thai communities, primarily due to the nationality of the DLAs.  The move to the Library has helped to promote the outreach and increase its usage.

Penrith:  Similarly, Penrith clients have been widespread across many nationalities, the majority this year has been from the Polish community.  Penrith continues to be a very busy outreach.

Section 2: Case Studies

(1)
Dual Language Advocate case study – Employment
Client contacted the service regarding P45 received from employer whilst she was on maternity leave, without any explanation or contact from the employer, having worked for the employer for almost 5 years, unaware of any difficulties.   Before she left for her maternity leave it had been agreed that she would be returning to work.  She received no maternity pay from this employer as this obligation was fulfilled from the other employer in her main job.

Cumbria Law Centre was contacted, when it was agreed that the client had a good case.  Having met with the client, the solicitor from the Law Centre shared the view that the employer had acted unlawfully, and was told that she had the option of going to an Employment Tribunal (there were in fact further irregularities such as not receiving any holiday pay during the 5 years of her employment).  The DLA supported the client through the procedure ensuring that she was aware of deadlines, etc.

Several telephone calls were exchanged with the Law Centre and ACAS, who were advising the client to attempt to reach an agreement before the tribunal hearing.  

At this point the client expressed her fears of appearing in court.

The employer denied sacking the client, and said the unpaid holidays were an oversight, meaning that technically the job was still open to the client, although the client was reluctant to go back.  The DLA spent time discussing the client’s options, and the consequences of the options.

The client was becoming quite fragile at this point, worrying about her good name in a close knit community, and together with the fear of going to court, she was at the point of giving up with the case.  The solicitor was made aware of the situation with the agreement of the client, and it was agreed to submit photograph evidence of the client’s pregnancy when given her P45 as the employer was denying any knowledge of a pregnancy.   Solicitors advised that she still in a strong position to go to court, and continued with the case.  

The client eventually accepted an out-of-court settlement which was very satisfactory to her.

This is a case whereby without the DLA working closely with the client and other agencies the client would have not returned to work, and not continued with her case against the employer.

(2)
ACRO case study – Immigration

Client is an elderly man, who presented with several issues.  This was a case referral from Adult Services.  The client had been in the UK since 1941 (a 6 year old captured by the Germans then abandoned in Scotland).  He was adopted by a local family without any documents to prove his nationality.  He later married a Scottish lady, raised a family, then divorced, moving to Cumbria, but living alone, without support.

It had taken several visits to the ACRO before discussing the above.  It would be easy to assume that after living in the country for 67 years, British Nationality would be automatic.  

However, the client had to prove that he had lived in the UK for 67 years, with appropriate paperwork going back for that length of time.  The client said that the Social Worker had already applied for a passport on his behalf, but it had been refused.  

The client brought in bags of paperwork and the ACRO discovered travel documents and other paperwork.  

The client was given Indefinite Leave to Remain, which then led to British Naturalisation eventually, followed by a successful application for passport.  With this documentation he can now apply to open a Bank, nominate a Post Office, and anywhere else where ID has been a problem for him for the most of his life.

The client eventually fulfilled his lifelong dream of travelling back to his country of birth after 68 years.

(3)  ACRO case study – family issues

Female client presented herself to the outreach, having married a British subject, but kept very isolated.  The couple had been experiencing marital issues, resulting in domestic violence and Police involvement.

The status of her immigration meant that she had no recourse to public funds and therefore unable to obtain her own accommodation, and was offered a place to stay by a volunteer, for a temporary amount of time.

A specialist immigration solicitor was brought in, who explained the process.  Within 20 days, under the domestic violence rules, she was granted leave to remain, and the ACRO was able to help her with accommodation and employment.  She quickly became very depressed, and the ACRO was able to involve Mental Health specialists at this point.  However, the client was very insecure, very frightened, and very low in self- esteem.

She was made aware of the ESOL classes, and after joining these, she eventually took up a placement at the local college, and has since trained in a vocational career.  

The success of this is that she has just re-married to a local person; her English is vastly improved, and has fully trained in a new career.

(4)
ACRO case study – Consumer issue

Client called into the outreach as she wanted to clear a EON account in full to avoid Debt Collection Agency involvement. She had been on holiday when correspondence had arrived to say that the account was overdue. The account was in another name, and it was suggested that she change this to her own name.  After discussions with EON the account was closed down and a new account opened in client’s name.  The money paid into the old account would be transferred into new account, and accounts would in future be sent out quarterly.

Three weeks later she received an account from EON for £2300, which scared the client, especially as her English was very limited.  On contacting EON the client was asked to provide copies of all previous bills, after which, the money paid into old account would be transferred into new account, to clear the balance.  Luckily the client had kept copies of bills going back 3 years and was able to supply the company with evidence of payment.  What would have happened if the client had not kept the copies?  She would have had a very difficult time (according to the EON rep) of proving anything!

(5)
DLA case study – Education/School placement appeals

Filipino client had put in a late application for an over-subscribed school in Barrow-in-Furness for her daughter who is due to arrive in UK.  She was refused a place but appealed against the decision.  Client was confused about the whole system and with English as additional language; it was difficult for the client to understand the whole procedure.  Client went back to the Philippines to pick up her 2 children but while in the Philippines she was hospitalized unexpectedly and was not allowed to travel back to UK until fully recovered.  Client was supposed to attend a scheduled 2-day appeals interview panel with DLA but didn’t make it due to her illness.  It was extremely important for client to attend the panel or would not be able to represent their case.  DLA telephoned the School Placement Team and explained the situation and they allowed her to attend the interview on client’s behalf.  During the Appeal Panel’s interview, she put client’s case forward and believed she was able to make an impact.  She stressed the importance of Catholic Education for then child who is a Catholic and I also explained that during the child’s transition period (living in a new country and transfer to a secondary school) it is helpful to place her in a safe environment - a school where there is already a community of Filipino students.  It was a difficult interview and the chance of success was low because there were about 10 other applicants each with a strong reason why they want their child in that particular school.  After few days, she was notified that the application was successful.  Client was very grateful.  This is a service that this particular client cannot access elsewhere. 
(6)  ACRO case study – family issues

Client is female of South Asian origin, married and has a 2 year old child. She is in employment as a Work Permit Holder, and has lived and worked in the UK since early 2005; she suffers from a mental health condition. The background to this case is complex and involves a number of issues, including cultural, employment and domestic.

Client presented herself late 2010, accompanied by Barnardos staff, due to her suspension from her place of employment. She appeared confused and her explanations were unclear and irrational in terms of time and place and people involved at place of work which had led to her suspension. It transpired that she had been picked up by Police on Section 136 of the Mental Health Act.  In addition, within the home there was domestic violence. Children’s Services were involved due to concerns for the wellbeing of the child. She was put in the care of the Crisis Team resolution and home treatment team and they continued to support and monitor her mental state.
I negotiated with the employer to lift her suspension, on medical grounds, which lifted some of the pressure, but her immigration status meant that she could not be rehoused.
The husband was arrested after making threats to kill and she was admitted to a mental health unit, with her daughter was taken into Local Authority care.  In May 2011 ACRO arranged a multiagency meeting to establish roles in the support of the client and took the responsibility of coordinating support offered to the client as her advocate. Actions such as arranging unnecessary appointments for the client to apply for example for housing benefit which she was not entitled to due to her being subject to immigration control and no recourse to public funds were prevented in this way.  ACRO was able to point the client’s immigration status was in fact linked to her employment in her place of work and if she was to move away she would need to obtain a further visa.

Due to low income the client was in debt and at risk of losing her home. The ACRO enlisted the help of MP’s office and some local churches in efforts to help her with the added stress factors related to above. Funds were secured for several months and ACRO managed to negotiate arrangements with rent, other creditors, help with health costs, and requested a tax refund.

An immigration solicitor was contacted to deal with her application but client didn’t have the cost of £1462.  Fundraising through Cumbria Multicultural Women’s Network, Southall Black Sisters Association, British Red Cross and others raised the entire amount for the client.  
Due to client’s inability to detach from her husband who is deemed a high risk factor for their child, this for cultural, religious and personal reasons, client’s daughter has this month been put up for external adoption. ACRO is liaising with the Community Mental Health Team to ensure that client is provided with appropriate emotional support through this stage of her life. 
ACRO will continue to support client in providing all necessary supporting documents for her ILR application, continue to negotiate with the landlord to avoid eviction from her current home, continue to monitor her employment situation and remain in contact with her employer, will remain in close contact with the CMHT and will assist client in dealing with creditors and managing her finances as well as any new circumstance.
(7)  DLA Case Study – North area – family

Client was being seen by DLA for several general issues, but during one session she revealed that she has been suffering a domestic violence for some time now. For the last 2 months husband had been on drinking heavily. He was capable of disappearing for a few days and returning, shouting and abusing the family.  She was not given any finances by husband, so they were getting into rent arrears and also managed to accumulate some other debts. The DLA had considerable experience working for Impact Housing, and was therefore able to deal with agencies to support the client with the knowledge he had gained.  However, although a Safe House was available, the client was ineligible to receive public funds, ie. the Housing Benefit.  The client, in this instance, had built up trust in the DLA and wanted him to deal with her situation from the outreach.  After speaking to the District Council, and again to Impact, the situation was resolved in order for client to move into a safe house.  

The DLA suggested that the client look into the tax situation, and on agreement from client, telephoned HMRC .  The DLA managed to secure Child Tax Credit for the client.   The client would not have moved out of the abusive relationship or sought funding from HMRC if it were not for the work of the DLA.  Trust and confidence was the success to this study.
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