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Executive Summary 
 

 
‘This is an invaluable service that makes a massive difference to people's lives.  
The gain is also both ways - I have gained a friend and indeed a whole new  
family!’ (Mentor, 2011)  

 
‘She was always asking questions back at me, saying, “What do you think?”  
I found it frustrating at first but it made me think! The coach didn’t tell me  
what to do… it stopped me being lazy! Makes me more in control of my life.’  
(Coaching client, 2011) 

 
 
 
‘Above all, we witnessed how the bringing together of two people, often from  
very different backgrounds, can have a profound and life-changing effect on  
each of them.  In the case of our clients this relationship has empowered  
them to access a whole new world of possibilities and to feel more integrated  
and improve their quality of life.’ 
(Mentoring Service Coordinator, 2011) 

 
 
 
From 2009 to 2011, a total of 77 refugees and asylum seekers were supported through 
Refugee Resource’s mentoring and coaching services.  Of these, 51 were in a mentoring 
relationship, and 12 were in a coaching relationship.  The remaining 14  either attended 
a group coaching workshop or discussion session, or accessed advice and signposting in 
response to practical needs or problems.  Currently, there is no replication of these two 
services across the Oxfordshire region. 
 
The key focus of this evaluation is the mentoring service, which has been in existence 
since 2006 (an initial evaluation was conducted in 2009).  The coaching service was 
established as a pilot project at the end of 2009, following consultation with clients from 
Refugee Resource’s mentoring and employment services.  This evaluation includes an 
evaluation of the coaching pilot project, primarily to assess its effectiveness and identify 
key outcomes and recommendations arising, in order to inform and guide whether, and 
if so how, the service should evolve during 2012.  The evaluation of both services was 
conducted during December 2010 to January 2011, with further data analysis and 
updates incorporated in November/December 2011. 
 
A strong sense emerges from clients’ testimonies that, whilst not all refugees and 
asylum seekers require counselling support from Refugee Resource’s well-established 
service, many are in acute need of ‘focused befriending’; empathetic, friendly and 
understanding support from a committed volunteer able to communicate and share 
their knowledge of life in the UK, and specifically, local knowledge of Oxfordshire.   As a 
service that represented approximately 5,768 volunteering hours of direct client contact 
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and support1 during the period 2009-2011, the mentoring service is extremely cost-
effective in terms of the positive outcomes it generates, and which are measured in this 
evaluation.    
 
Moreover, responses from volunteer mentors demonstrate clearly that mentoring is a 
two-way learning process whereby the mentor also benefits, gaining friendship, 
understanding of a new culture and of the experiences of refugees in the UK, as well as 
valuing the sense of worth that comes from supporting another individual.  In this way 
the mentoring relationship reflects the process of integration itself, whereby both 
parties learn and grow in awareness and understanding. 
 
Evidence gathered in the course of this evaluation soundly demonstrates and justifies 
the need for both services to continue, whilst highlighting the value of more in-depth 
analysis to understand specific elements of the mentoring and coaching relationships in 
order that these can be further strengthened. 
 
There are some limitations to a written evaluation (which was the format used for both 
the mentoring and coaching evaluations), not least it does not allow the possibility to 
explore answers in more depth, or to pose supplementary questions if need be.  
Nonetheless, written responses to the mentoring evaluation questions, combined with 
data gathered from monthly mentor support group meetings, and from face-to-face 
reviews with mentees carried out by the Mentoring Service Coordinator, provide a fairly 
comprehensive overview of how the mentoring service works, and certainly illustrate 
the invaluable support mentoring brings to the process of integration for refugees.  
Furthermore, data recorded during coaching service reviews highlights that for refugees 
at a particular stage in integration who have a degree of stability in their lives, and who 
are able and willing to embrace change, coaching can be the key that unlocks the 
internal barriers preventing them from realising their life and work goals. 
 
Key findings 
 

 A few hours a week spent in a ‘focused friendship’ with someone with empathy 
and local knowledge is invaluable as refugees begin their new life in the UK; 

 92% of mentoring relationships that ended during 2009-2011 lasted the full 12-
month period; 

 100% of mentoring couples that lasted the 12-month period recorded positive 
outcomes from the relationship; 

 Mentoring has a demonstrably positive impact on integration, from providing 
practical help and emotional support for day-to-day living, orientation within the 
city, and support to access services and facilities, to strengthening English 
language skills and helping with job and training searches; 

 Mentoring is a two-way process, proving to be life enhancing for both mentors 
and mentees, and often leading to deep friendships; 

 Refugee Resource demonstrates a particular competency in creating a successful 
‘match’ between mentors and mentoring clients – a factor essential in the 
longevity and effectiveness of the relationship; 

                                                 
1
 5,508 for the Mentoring Service, and 260 for the Coaching Service.  These figures do not include supervision 

sessions attended by volunteer mentors on a monthly basis, nor does it include supervision sessions attended by 

coaches 
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 Coaching can provide the critical ingredient that enables a client to overcome 
internal barriers to achieving their goals; 

 Successful coaching relationships depend on the client’s willingness and capacity 
to embrace change; hence a client must have reached a degree of stability in their 
life; 

 Potential clients for coaching could be found from amongst some of Refugee 
Resource’s former clients who are now settled in the city and not accessing other 
of the organisation’s services, as well as from clients new to the organisation 
through networking with partner agencies. 
 

In October 2010, Refugee Resource’s Mentoring Service received the award for ‘Best 
practice in the use of volunteers’ at the first annual Oxfordshire Charity Awards2.  At the 
2011 Charity Awards, Refugee Resource was nominated and then shortlisted for the 
second time for the same award. 

 
Introduction 
 
In 2006, Refugee Resource established a mentoring service for adult refugees and 
asylum seekers in Oxfordshire.  In 2009, in response to learning from the mentoring 
experience, the organisation set up a more formal coaching service with the aim of 
supporting clients to address specific life goals or life changes.  As of January 2012, 
Refugee Resource has 12 mentoring and 4 coaching pairs.   
 
The mentoring service consists of three objectives: 
 

 Reducing social isolation; 
 Increasing confidence; 
 Increasing access to and take up of training, education or other services. 
 

The objective of the coaching service is to guide and support refugees and asylum 
seekers to create manageable and structured plans for achieving specific goals in the 
integration process.  The coaching relationship explores a range of options to realise the 
desired changes or goals, and then defines the steps required to address these. 
 
The mentoring and coaching services formed two components of the Pathways to 
Integration Plus project, funded by the Big Lottery Fund from 2009-2011. This 
evaluation focuses on the three year project period from January 2009 to December 
2011, analysing the outcomes recorded from the mentoring and coaching services, and 
offering reflections on the effectiveness of both services from the perspectives of client, 
mentor and coach.  Some conclusions are drawn about the success of the services, and 
recommendations for the future are proposed. 
 
Methodology 
 
To evaluate the mentoring service, ten mentees agreed to take part by means of a 
written questionnaire.  This represents a response rate of just below 50% of mentees 
contacted who were available at the time of the evaluation.  Participants were given the 

                                                 
2
Organised by Oxfordshire Community and Voluntary Action (OCVA) 
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choice of responding to the questionnaire at a face-to-face meeting, or by telephone, 
post or email.  Clients were asked 15 questions, and could respond anonymously. 
 
16 (out of 26) mentors responded to the request for feedback; this was collected also by 
way of an online written questionnaire.  Mentors could complete the questionnaire 
anonymously, although only two respondents chose this option, which the evaluators 
believe reflects the open and confident relationship that mentors have with the 
organisation. Responses came from mentors who had been meeting their clients for 
periods of time ranging from one month to one year. 
 
Overall, the response rates from mentees and mentors contacted were 47% and 62% 
respectively.  Given the relatively short time frame, and as some mentees had relocated 
away from Oxford, the response rate was fairly satisfactory. 
 
The evaluation of the coaching service pilot was designed to track progress towards 
outcome, and to identify initial learning and recommendations from the pilot.  The 
evaluation involved a review of notes recorded by the Mentoring Service Coordinator 
from her meetings with coaches and coaching clients, and a review of notes from the 
coaching supervision sessions conducted by an external coaching supervisor: both 
include direct quotes from coaches and clients.  Outcomes from the coaching pilot 
recorded on a database by the Mentoring Service Coordinator were also consulted. 
 
The Mentoring Service 
 
The mentoring service was established in 2006, following consultation with Refugee 
Resource’s partners, including the Oxfordshire Youth Service and Asylum Welcome, who 
were both running befriending for families/youth mentoring services at that time.  The 
gap in provision identified by Refugee Resource through feedback from clients was the 
need for a dedicated mentoring service for both adult refugees and asylum seekers in 
Oxfordshire, including those with limited English language capacity.  Through 
consultation processes, Refugee Resource found that some clients felt that a more 
informal, practically based relationship might serve clients better than the more formal 
counselling relationship. This was mirrored by Refugee Resource counsellors’ 
experience that some clients would benefit from a more informal relationship and more 
practical support than they could offer. The individual needs that the service would 
address had also been identified through Refugee Resource’s experience and 
understanding gained from the provision of other integration services (counselling to 
help heal past experiences, fulfilling training, education and work aspirations, and 
opportunities to contribute skills and experience to local communities).  Funding from 
the Big Lottery Fund enabled the service to be managed by a Mentoring Service 
Coordinator and provided a budget for mentoring expenses.3   
 
Clients of the mentoring service fit certain criteria for eligibility.  A mentoring client 
should: 
 
                                                 
3As of December 2011, the mentoring and coaching services are supported by an outreach worker 
working part-time (17.5 hours per week); this is an interim arrangement and represents a substantial 
reduction in hours following the ending of the Big Lottery grant. 
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 Be an asylum seeker or refugee   
 Be aged 18 or over 

 Be living in Oxfordshire 

 Be in need of emotional or practical support that could be provided by a mentor 

 Want a mentor 

 
The mentoring service matches refugees and asylum seekers with volunteer mentors 
recruited and trained by Refugee Resource, to support and facilitate greater integration 
into local society, and to reduce the sense of isolation that many refugees and asylum 
seekers experience.  The service aims to build confidence and strengthen the capacity of 
clients to identify and access essential services, particularly in education and for 
employment, as well as a greater range of leisure, cultural and social opportunities.  This 
one-to-one relationship involves regular - usually weekly - meetings (these could be 
catching up in cafes or going together to activities or events) between the mentoring 
pairs over a 12-month period, which includes both a mid-term review after six months, 
and a final interview at the end of the relationship.   
 
Clients are carefully matched with a volunteer mentor who has attended a two-day 
training course run by Refugee Resource.  Matches are based on the needs of the client 
and the availability of volunteers able to meet those needs, and on shared interests.  
Occasionally, matches are made on the basis of gender, age, or other specific criteria. 
 
The training attended by all mentors raises awareness and builds greater understanding 
of the range of issues affecting refugees and asylum seekers.  It examines the need for 
mentoring and explores the role of mentors, including boundaries and limitations, and 
ensures that volunteers have a clear understanding of Refugee Resource’s core values 
and principles of service delivery.  In addition, support, supervision and feedback 
systems for volunteers are explained (these are provided on a regular, on-going basis for 
all volunteers; monthly mentor support groups are also held). 
 
Initially, the mentor and mentee explore and identify together areas and issues of focus 
for the mentoring relationship.  Typically, these will include social, practical, well-being, 
and work or training-focused activities, however many mentees want to improve their 
English and this is often one of the first goals of the action plan that they create together 
with their mentors and the Mentoring Service Coordinator.  The design of an individual 
action plan ensures that the service is flexible and responsive to the specific needs of the 
client. 
 
The mentoring relationship is a reciprocal one, where both mentor and mentee learn 
and develop during their time together. Some pairs have taken courses or classes 
together and have enjoyed the experience of learning together side by side. 
 
At six month review and at the end of the mentoring period, the Mentoring Service 
Coordinator interviews both mentor and mentee separately to record their reflections 
about the relationship, outcomes achieved, any learning from the experience and 
recommendations for the service. 
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Evaluation of the Mentoring Service 
 
Analysis of outcomes 
Outcomes of the mentoring relationship are recorded by the Mentoring Service 
Coordinator, both at the six-monthly reviews and at the final meeting when the 
relationship ends, which is usually after twelve months.    
 
Outcomes are positive changes within the lives of mentees that were facilitated by 
support from mentors.  Whilst some of these outcomes may be influenced by other 
sources of support, they are nonetheless outcomes which are in part – or sometimes 
wholly – attributable to the mentoring relationship.  These outcomes were also 
evidenced through client and mentor interviews conducted during this evaluation, as 
well as from verbal and written records monitored by the Mentoring Coordinator.   
 
‘Hard’ outcomes refer to mentees securing employment or volunteering positions, or 
starting education/training courses.  ‘Soft’ outcomes refer primarily to reducing feelings 
of isolation, building confidence, but also reflect other positive impacts on clients’ 
wellbeing, for example broadening social networks, learning about how the UK 
governing system works, improving quality of life and reducing depression. 
 
51 mentoring pairs began during the period 2009-2011.  Of these, outcomes are 
recorded for 43 of the pairs, and the reasons for no outcomes recorded for the 
remaining 8 are: 

 1 mentee chose to have a short-term accompaniment, rather than a long 
mentoring relationship; 

 1 mentee returned to his country of origin; 
 2 mentoring relationships did not last long enough for a review; 
 4 mentoring pairs have not yet completed six months, so their reviews are 

outstanding. 
 
Of the 51 mentoring pairs, 12 relationships are still on-going.  Data from the 39 mentees 
whose relationships have now finished, shows that 92% (36 refugees) had met some or 
all of the original goals they defined at the start of the relationship.  (Limited data was 
available for the remaining three refugee mentees, as they had either ended the 
relationship early or had left the country.) 

 
Highlights from outcomes recorded from the 39 clients who had completed mentoring 
(i.e. not including the 12 on-going mentoring pairs): 

 44% secured employment or a voluntary position during the mentoring 
relationship; 

 44% began a training course or re-started their education during the mentoring 
relationship; 

 95% noted reduced feelings of isolation since the start of mentoring; 
 100% noted increased confidence since mentoring began; 
 64% recorded taking up or engaging more in physical activity since mentoring 

began – for example, going to the gym, swimming, walking more and cycling.  
Some mentees also noted losing weight and stopping smoking in relation to the 
increase in physical activity.   
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Table 1: Analysis of outcomes for mentoring clients 
 
For each mentoring relationship, understanding the full range of outcomes only takes 
place following the final meeting at the end of the relationship.  Thus the table above 
demonstrates primarily the outcomes for 39 of the 51 relationships that took place 
during the period 2009-2011.  The twelve relationships still on-going will be ending in 
2012.   
 
In addition to the recorded outcomes, 92% or 36 mentees were supported with advice 
or advocacy, or were signposted to other services by their mentor.   This figure 
represents support on a number of occasions, and reflects the type of constructive input 
that the mentoring relationship fosters, and which supports the process of integration.  
For example, in addition to the mentees who secured employment, many more were 
supported with job-seeking and application form filling.  Nearly all mentees record an 
improvement in their English language skills as a result of the mentoring – a factor 
critical in ensuring successful integration.  Some clients of the service were able to 
resolve administrative problems, locate members of their family and receive support 
with asylum claims and citizenship applications, through signposting support and with 
the help of their mentor4.  In addition, it can be assumed that the take up of physical 
activity is accompanied by an increase in well-being and good health.  The above is a 
good example of linking services in the Pathways to Integration Plus project. 
 
From the table above it is possible to see how the mentoring relationship evolves into a 
holistic support service which impacts positively on different – practical, emotional and 

                                                 
4Within legal limitations defined by OISC regulations 
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physical – aspects of the lives of Refugee Resource’s clients.  The fact that 17 clients (or 
44%) have gone on to secure employment and volunteering opportunities is a very 
positive outcome of the mentoring service. 
 
Mentees 
This section analyses clients’ written responses in six key areas of the evaluation 
questionnaire. 
 
Accessing the service 
Many clients learn of the mentoring service through outreach activities carried out by 
the Mentoring Service Coordinator and Mentoring Outreach Worker (for example, 
meetings with other organisations supporting refugees and asylum seekers and from 
adverts placed), as well as through recommendations from existing Refugee Resource 
clients and signposting from people familiar with the service.  Clients are also identified 
and referred both internally and externally: the mentoring service receives internal 
referrals from the counselling and employment services, and occasionally from the 
women’s group.  The service also receives referrals from partners and agencies such as 
Asylum Welcome, Social Services, as well as further education colleges and GPs. 
 
Expectations and familiarisation 
Three respondents specifically explained that they had sought help from the mentoring 
service in order to improve their English, whilst the remaining seven had more general 
expectations of help and support.  The majority responded that they had understood 
what having a mentor involved and that the Mentoring Service Coordinator had 
explained the concept clearly.  Most respondents agreed that the initial meeting between 
mentor and mentee was well-managed and positive; several noted that the presence of 
the Mentoring Service Coordinator helped.  Eight out of ten mentees answered that 
having a mentor was similar or better compared to their initial expectations (two 
answered ‘no idea’). 
 
Mentor/mentee relationship 
Most respondents described their mentor as a friend, and some of the responses were 
very moving:    
 

‘She’s perfect’ 
‘She is like my friend, she is very good’ 
‘He was responsible for me’ 
‘She is nice, helpful, friendly’ 
‘My mentor meant everything to me’ 
‘She was jovial and encouraging’ 

 
Describing how their mentor had helped them, some respondents mentioned general 
help and support, such as talking and sharing experiences.  Four people said that their 
mentors had helped them with everything they had asked for. Some respondents 
mentioned the practical aspects of their support: improving English; filling in 
applications, finding a nursery, and finding information on the internet.  Most mentees 
felt confident about asking for help: ‘I can ask her anything and if she doesn’t know, she 
will check and tell me later’, said one mentee. 
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When asked if there was anything the mentor could not help them with, the majority 
answered ‘no’, although one respondent mentioned they could not get help with getting 
‘a paper in this country’.    
 
Activities 
Mentees listed a wide range of activities they engaged in with their mentors, including 
eating out together, going for walks and picnics, visiting garden centres, churches, 
travelling out of Oxford, listening to music, and going to the cinema and museums. Some 
mentioned meeting in their houses as well. 
 
Outcomes perceived by mentees 
Six of the ten respondents said that things were better after having a mentor. One 
declined to answer; two said that things were the same; and one person said it was too 
soon to comment as they had only recently started the mentoring programme.  One 
respondent, whose mentoring relationship had ended, stated; ‘My mentor changed 
everything and things were better when I was with my mentor, but now they are worse 
and I don’t have a mentor’5. 
 
The table below represents how respondents rated their satisfaction with various 
aspects of the service: 
 
 Very 

unhappy 
Fairly 
unhappy 

Neutral Fairly 
happy 

Very 
happy 

The information provided about the 
service 

  1 4 5 

Your mentor 
 

  1 1 8 

The amount of contact you have 
had/have with them 

1   6 3 

How far your needs were/are met 
 

  4  6 

The availability of the mentoring 
coordinator 

 1 1 2 6 

Your overall satisfaction 
 

  1 3 6 

 
Of the 60 responses to the questions above, 50 answers fell into the two positive 
categories of ‘fairly’ or ‘very’ happy.  Only 10 responses fell into the three categories of 
‘neutral’ and ‘fairly’ or ‘very’ unhappy – and of these, 8 responses were in the neutral 
category.  Moreover, three out of four people who answered ‘neutral’ to the question 
about their needs had a number of other problems going on at the time, such as health 
or status issues.   
 
When asked whether they would change anything about their overall experience, 80% 
of respondents stated that no changes were needed; two said they would have preferred 
to have longer with their mentors. 
 

                                                 
5
See later for findings relating to the time frame of the mentoring relationship 
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Some of the responses to the question about what mentees valued most in the 
relationship are quoted below: 
 

‘I needed help in a difficult time for me with my problems and I received 
help’ 
‘Her help in improving my knowledge of English and British culture’ 
‘My mentor made me forget terrible things’ 
‘The presence of my mentor at that time’ 
‘Having somebody to talk to and to share with your worries’ 
 

We also asked for feedback about how Refugee Resource can improve the mentoring 
service. Two respondents said that having more time with their mentors would be 
appreciated, one suggested providing transport for meetings/activities, and one 
respondent said they would like the opportunity to have a mentor again if they felt they 
needed this in the future. 
 
Mentors 
This section analyses mentors’ written responses in four key areas of the evaluation. 
 
Activities 
Whilst the most common activity described was going for walks and visiting cafes, a 
wide range of other activities were also mentioned, including visits to museums, 
libraries, garden centres, cinemas and the theatre.  Some mentoring pairs described 
going to a jazz concert, a Cirque du Soleil performance, going window shopping 
together, enjoying relaxation and well-being evenings, having a manicure or haircut, 
going swimming and visiting wildlife parks.   
 
A couple of mentors noted that negotiating mutually convenient meeting times with 
their mentee was a challenge, however this was generally surmountable. 
 
Areas of support 
Almost all mentors noted their mentees’ improvement in spoken English, with some 
describing having worked together on written English, for example through writing 
emails and letters. One mentor helped their mentee with preparation for the IELTS exam 
(the result was a pass with a much higher score than expected); another mentor 
described support with revision for the mentee's college course.  As language barriers 
are recognised to be a serious obstacle for refugees to integrating and accessing 
services, improvement in language skills is a key achievement of the service for the 
individual. 
 
Socialising, support and friendship are other areas where mentors feel they help their 
mentees. ‘I believe that I helped my mentee feel less lonely and I think he appreciated 
having someone to talk to’, wrote one of the respondents. Another observed that ‘I think 
I provided my mentee with a paternal father figure at a crucial point in his life when he 
was preparing for leaving school and moving on to university… Overall, I think he has 
found it helpful to have an adult male figure that he can trust and relate to. It clearly 
helped that we both enjoy each other’s company and share an ironic sense of humour’. 
 
Mentees also receive a lot of practical support from their mentors such as help with 
citizenship or job applications, or writing letters. One of the mentors mentioned that 
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they visited their mentee in hospital and ‘helped with discussions at GP appointments 
and in dealings with solicitors, Home Office and NHS professionals’. 
 
Key to the success of the mentoring service, which is based on services provided by the 
volunteer mentors, is the coordination and support provided by the organisation 
through the paid part-time Mentoring Service Coordinator post.   When asked to rate 
their satisfaction with the support and supervision from Refugee Resource, most 
mentors were overwhelmingly positive; all responses fell into the two top categories of 
‘satisfied’ and ‘very satisfied’. 
 
Outcomes perceived by mentors 
 
Mentors were asked about 7 areas of their mentees’ lives. The first 6 in the table below 
represent areas in which the relationship might have had some impact; the final area 
(‘other external factors…’) represents a range of factors outside the scope of the 
relationship that might impact on the mentees’ wellbeing.  Mentors were asked to 
consider to what degree things had changed in these areas during the course of the 
mentoring relationship.   
 
The table below reflects how the 16 mentors understood and viewed any change 
brought about by the mentoring relationship: 
 

 Much 
worse 

A bit 
worse 

The 
same 

A bit 
better 

Much 
better 

His or her ability to cope 
 

  50% 43% 7% 

His or her ability to take part in 
things, e.g. exercise, activity etc. 

7% 7% 50% 21% 14% 

Feeling less isolated and alone 
 

  36% 43% 21% 

Being able to access other 
services or support (health, 
education, etc.) 

  
8% 

 
46% 

 
38% 

 
8% 

His or her self-confidence 
 

  43% 43% 14% 

Being able to plan and make 
changes 

  61% 31% 8% 

Other external factors affecting 
the person (status, health, etc.) 

 13% 60% 20% 7% 

 
Overall, the impact of the mentoring relationship is clearly positive: in 3 of the 6 areas of 
impact, over 50% of mentees believed things were ‘a bit better’ or ‘much better’.  Of the 
remaining 3 areas, the responses were only just below 50% in the same two categories. 
 
If we compare two categories for which we have data from both mentees and mentors: 
reduced sense of isolation and increased self-confidence, we can conclude that mentors 
are a little more conservative in assigning positive outcomes or change to the mentoring 
relationship, than mentees themselves are: 
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 73% of mentees recorded reduced isolation6: whereas 64% of mentors identified 
a reduction here; 

 75% of mentees noted increased self-confidence7; whereas 54% of mentors 
noted an increase here. 

 
However, as mentioned above; more than half of the mentors consulted believe their 
mentees’ self-confidence is ‘a bit better’ or ‘much better’ since their mentoring 
relationship began.  One mentor wrote that they helped the mentee ‘…to  regain 
confidence, to realise her potential, to renew her friendships, to get back to work, to take 
what is thrown at her calmly and to say "I CAN do it"’. 
 
It is interesting to read that, despite the wide range of examples given where support 
was provided to the mentee, and the variety of activities (social, educational, practical) 
described by both mentors and mentees, nonetheless, out of the 6 areas in which the 
relationship might have had an impact, the most common response by the mentors in 4 
areas (ability to cope; ability to take part in activities; being able to access services; and 
being able to plan and make changes) was that things were ‘the same’.   
 
When this is read in conjunction with the positive evaluations of the relationship by 
mentees, the tangible outcomes noted, and the numerous examples cited by mentors of 
steps taken by mentees in different areas8, it is difficult to conclude that lives remained 
simply ‘the same’.  Rather, it is clear that in the various areas of life listed above, tangible 
and positive changes have occurred as a result of the mentoring relationship.  
Consequently, the muted response above may reflect reluctance on the part of the 
mentors to 'overstate' the value of their support, or simply because they do not feel 
confident enough to fully attribute the support they offer.  Responses may also reflect 
reluctance to make too direct a connection between their support and the perceived 
outcomes, when mentors are aware that there may well be other influences in the lives 
of their mentees that may have also made a contribution. 
 
It is worth also bearing in mind that some mentees start the programme at a very low 
point in their lives, so small improvements noted can represent significant change. One 
of the mentors mentioned ‘some decrease in personal feelings of paranoia’, and another 
concluded ‘I think she is happier and feels less lonely’.   The overwhelming majority of 
the mentors think that having a friend and being less lonely and isolated is the main 
change experienced, citing evidence such as: 
 

‘She now has an additional friend who understands some of the trauma she has 
suffered’; 
‘Whilst he participated in the mentoring scheme he was able to detach a bit from 
his difficulties and to have some fun and companionship with a supportive (I hope!) 
person’; 
‘Has someone to talk to who is familiar with UK education/jobs market’; 

                                                 
6
 These represent a ‘snapshot’ of clients’ views at the time; some were at an early stage in their mentoring 

relationship. 
7
 same as note 6 

8
From encouraging a mentee to write something and bring it along to their next meeting to examples of 

significant achievements such as doing a voluntary job or starting university 
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‘He feels he has a friend who is local, and so has local (be it Oxford or UK based) 
knowledge. This has given him a sense of belonging that I don't think he had to the 
same degree before’; 
‘She is less lonely and far more confident and able in communicating with people in 
English’. 

 
The answers to ‘what were the most difficult obstacles for you and your mentee?’ 
demonstrate that while mentoring helps many of our clients and improves their quality 
of life, many refugees and asylum seekers still face a number of obstacles over which 
they have no control, and which cannot be easily addressed through the mentoring 
relationship, such as ill health, financial constraints, problems in dealing with the Home 
Office and NHS, difficulties posed by the bureaucracy around benefits, or exhaustion 
from working long hours.  However, the evidence suggests that the mentoring 
relationship offers much-needed moral and emotional support through such difficult 
times. 
 
Reflections and recommendations 
Mentors were asked about what they valued most about the service, to which answers 
were wide-ranging; from the practical matter of their monthly expenses allocation; ‘the 
£30 monthly pocket money9 lets us do things we could otherwise not have done’, to the 
awareness that ‘one can help in a small way to make the world a better place for 
someone’. 
 
Mentors’ comments on the questionnaires reflected their appreciation of the 
consideration and attention that is invested by the Mentoring Service Coordinator in the 
matching of pairs, the support and supervision and the facilitation of the service overall, 
as well as the benefit to their lives that mentors gain from participating in the service.   
Positive feedback included: 
 

‘I have found the training and the support evenings very interesting, well thought 
out and enjoyable and have been impressed with the service that you offer for 
clients’; 
‘I think the match Gemma has facilitated has been fantastic. I feel like I've been 
matched very well’; 
‘Support from Refugee Resource was always available at any time and a source of 
comfort knowing this. The Mentor Support Group was also very valuable with input 
from others with varied experience to discuss the complex issues’; 
‘It has been a great experience being a mentor with Refugee Resource, and I've been 
very impressed by the professional way that the organisation is run. In particular, I 
would like to thank Gemma for her on-going support and interest’; 
‘I'd like to say how much I enjoyed being a volunteer’; 
‘This is an invaluable service that makes a massive difference to people's lives. The 
gain is also both ways - I have gained a friend and indeed a whole new family!’ 

 
Several mentors offered recommendations for developing or improving the service; 
some of these were personal, for example, the desire to have more choice in who they 

                                                 
9
 Internally, this is referred to as an ‘allowance’: each mentoring pair can claim up to £30 each month to cover 

the cost of activities they engage in together during their weekly meetings – these activities are agreed between 

each mentor and mentee. 
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worked with as a mentor, or more contact with the Mentoring Service Coordinator.  
Some reflected more general points, for example covering ‘attachment’ (including 
feelings of romantic attachment) and boundary issues between mentor and mentee, and 
also increasing the monthly expenses allowance. 
 
 
Mentoring client case study - Mohammed’s story 
 
Around the time that I met my mentor Kate my life was really bad. I had lots of problems 
so I was very happy to meet her. Kate helped me a lot with paperwork. I wasn’t going to 
school but Kate helped me go back to school. She helped me with writing and spelling. 
 
Kate helped me get onto a bike maintenance course run by Oxford Cycle Workshop. I like 
to learn new skills. 
 
The best bit was mine and Kate’s final trip together – to Brighton. It made me very 
happy.  We went to the fair; I found the roller coaster very exciting. I had never seen the 
sea before.  We also went to places I’ve never been before in Oxford, like the river, where 
we went swimming. I go back there now on my own. 
 
She also encouraged me to give up smoking and we talked about it. I’m much healthier 
and much happier now.  I can feel that I’ve changed a lot.  I used to think about harming 
myself, but now I feel better.  I would recommend having a mentor to anyone. It helps 
you sort your life out when you can’t do it on your own. 
 

 
 
Mentor case study – Kate’s story 
 
I was interested in being a mentor as I wanted to do something rewarding that would 
help someone, and which would involve direct face to face contact.  Predominantly 
Mohammed and I met to discuss practical concerns. Although in the beginning it didn’t 
feel like much was being achieved, I now feel that it was a kind of maintenance and that 
it was an achievement in itself that things didn’t get any worse.  Then Mohammed went 
back to school, went on a bike maintenance course where he learnt new skills; we 
discovered new places in Oxford that he enjoyed and he went to the cinema for the first 
time.  
 
I enjoyed Mohammed’s company and sparkly personality immensely. He has the ability 
to keep smiling despite difficulties and expressed his gratitude to me touchingly many 
times. Often he seemed to tell me of concerns just so that someone would know. 
Mohammed is in a much better place now. He feels stronger, more in control and more 
independent.  
 
Mohammed’s confidence has definitely increased. Sometimes we would plan to do 
something together to sort something out and I would find that he had taken the 
initiative and done it himself.  
 
Gemma [the Mentoring Service Coordinator] has been consistently dependable in her 
support. 
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Evaluation of the Coaching Service 
 
The Coaching Service 

 
In 2009, consultation with clients of Refugee Resource’s mentoring services (backed up 
by feedback from the organisation’s Employment Service) indicated that, whilst one-to-
one support from mentoring was extremely useful, a number of clients needed more 
formal, professional and focused support that mentoring could offer.  This was primarily 
to help clients address some of the internal barriers (self-limiting beliefs, confidence, 
expectations, fears) that were preventing them from identifying the most appropriate 
training pathway, from securing employment, or from changing job to something more 
fulfilling and better suited to their skills and experience.  However, for some clients, it 
was felt that coaching could also help address more general life goals as well. 
 
Refugee Resource responded by setting up a two-year coaching pilot, following 
consultation with the coaching and mentoring department at Oxford Brookes University 
Business School.  The aim of the pilot was to provide formal one-to-one support to 
refugees and asylum seekers who have identified specific goals they want to achieve, 
often those with a focus on changing or securing employment, but which might include 
anything from getting fitter to setting up a business.  There was at the time – and there 
still is - no comparable service in Oxfordshire.  Refugee Resource consulted its Refugee 
Advisory Group about the appropriateness of coaching for its clients and about the 
service, including how to explain the service to clients.  These consultations fed into the 
development of the service, and the Mentoring Service Coordinator attended training 
with the Coaching Academy in London.   
 
Oxford Brookes advertised the opportunity to volunteer with Refugee Resource amongst 
the students of their Coaching and Mentoring Practice Masters course10 students, and 
the Mentoring Service Coordinator spoke to the Oxford Coaching Network.  Volunteer 
coaches working with the service have been recruited directly from the university 
course and the Coaching Network, but also from professionals running their own 
businesses, as well as those with responsibility for coaching within their jobs.  Refugee 
Resource ran its first training course for seven coaches in October 2009, following which 
Refugee Resource clients were identified and inducted into the service.   At the 
beginning of 2010, an external coaching supervisor with 20 years’ experience was 
recruited to provide additional support to the coaches.   
 
Coaching is provided by professional and student coaches on a voluntary basis.   
Coaching is usually for six months but may go on longer if agreed between coach and 
client. Support and supervision for coaches are provided on a one-to-one basis by the 
Mentoring Service Coordinator and through group facilitation by the external 
supervisor. 
 
At the start of the relationship, coaches and clients discuss and agree a contract which 
guides their work together and defines expectations on both sides, as well as agreeing 
the practicalities of where and when to meet.  The contract describes the goals or 
objectives they will address together, and provides the mechanism for monitoring and 

                                                 
10http://www.brookes.ac.uk/studying/courses/postgraduate/2012/coachmentor 
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recording progress.  Coaches and clients meet on average twice a month, for three hours, 
over a six-month period. 
 
Two hours of group supervision for coaches is provided every 6-8 weeks by the external 
coaching supervisor and the Mentoring Coordinator, and coaches can contact the 
Mentoring Coordinator for individual supervision and support in between sessions. At 
the end of the coaching period, coaches and clients meet with the Mentoring 
Coordinator to feedback about their experiences and to complete questionnaires. 
 
Outcomes 
 
It was envisaged that the Coaching Service would add to the three key outcomes of the 
Mentoring Service (see p.4 above), but that in addition to these, coaching would 
facilitate more outcomes relating to clients securing employment, volunteering 
opportunities, and employment-based training. 
 
Eight coaching relationships have now ended; four are on-going.  Positive outcomes are 
recorded for 10 out of the 12 coaching clients; two clients in on-going relationships have 
not yet had their review session during which outcomes are discussed.   
 
Outcomes of the coaching relationships recorded include: 
 

 Four clients have secured a job;  
 One client has found a voluntary position; 
 One client has started a course (in health and social care) at Oxford Brookes 

University; 
 With support, one client has obtained British citizenship. 

 
In terms of ‘soft’ outcomes: 
 

 Three clients confirmed that their confidence levels have increased significantly; 
 One client noted that her time management skills had improved; 
 Five clients reported accessing advice/advocacy through coaching. 

 
Feedback from coaching clients 
Clients described how the coaching process taught them to identify specific targets, how 
to break these down into manageable stages, and how to organise time and effort 
around realising their goals.  This was often clarified through structured questioning 
from the coach and intensive support provided, which clients valued as a unique, one-to-
one opportunity to help them feel more in control of what they want to achieve. 
 
Some comments supporting this are listed below: 
 

‘The work I did with my coach did greatly improve my positive attitude to my future 
prospects’; 
‘It was particularly useful for me to go through a difficult moment after my 
redundancy to pick myself up again’; 
 ‘I was down at that time and the coaching helped me keep focused on what I 
wanted to achieve. I’ve started a Masters in public health’; 
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‘It is very important to have a coach in a country where you don’t have a close 
friend or someone to guide you about your ambitions and with regards to 
employment and cultural issues’. 
 

There is also an acknowledgement of the responsibility of the client themselves in 
achieving their goals; ‘It hasn’t quite shifted me. Maybe I didn’t put enough weight on 
achieving my goals – because of money or other reasons. I could have done things 
differently, but it was a good time to plan and see your goals.’ 
 
Feedback from coaches 
At the end of the coaching experience, coaches complete a questionnaire which explores 
their experience of coaching with Refugee Resource; what they have learnt, how they 
think coaching has benefited their client and how Refugee Resource could improve the 
service. 
 
Overall, coaches were strongly positive about the service; they felt the process produced 
constructive outcomes for the client, and that the coaching relationship developed easily 
and productively. Moreover, they noted that the mechanism of the one-to-one meeting 
allowed for openness and honesty in tackling the issue of goals.  Finally, it is clear that 
they enjoy the process!  Most coaches noted how the experience had developed them 
both at a personal level (for example, increased awareness of and empathy for others, 
self-learning as a result of developing a more profound relationship through coaching) 
and as a professional coach.  Coaches gained much from the sense that they are doing 
something worthwhile.   
 
Reflections on whether coaches identified change in their clients included: 
 

‘The biggest difference I have experienced in [the client] is her enhanced sense of 
self-confidence and self-esteem (which she has also fed back herself).  She is highly 
intelligent and extremely courageous and now that she is rediscovering these 
aspects of herself and believing in herself again I believe she can achieve whatever 
she sets her mind to’; 
‘It felt like some progress was made in…addressing issues. Looking at causes. The 
talk about those was very open and trust-building’; 
‘I believe coaching helped in two ways: addressing a procrastination issue…[and] 
dealing with how to describe/verbalise/communicate own gifts and abilities’. 

 
When considering how the coaching service could be improved, one coach mentioned 
the possibility of holding sessions to share different tools and methods of coaching that 
coaches have used, in order to learn which are most successful in which situations.  One 
coach did point out that greater clarification of the three roles of counsellor, mentor and 
coach would be useful, even if there is a degree of overlap between these.   
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Coaching case study 
 
Basel* received leave to remain in the UK - and permission to work – in 2004. Despite 
best efforts Basel had been unable to get a job. ‘It’s horrible being unemployed...staying 
at home all day with nothing to do,’ he explains. ‘It’s like being in a dark room, pitch 
black, and you can’t find the light. I had my hands on the wall desperately trying to find 
the light switch or a way out.’ 
 
Basel joined the coaching programme. ‘Coaching was helpful because it was one to one,’ 
says Basel.  ‘We shared ideas and listened to each other and came up with a conclusion.’ 
They planned to approach local businesses about volunteer opportunities. 
 
Basel’s coach recognised his passion was for bicycle maintenance. ‘I learnt to ride a bike 
when I first came to Oxford (I had a lot of bruises to start with!) I had to fix my bike 
myself because of money problems so I learnt a lot and that’s how it all started.’ 
 
Encouraged by his coach and with support, Basel started approaching bike shops and 
was amazed when one agreed to give him a trial. The bike shop said they were 
‘impressed with his attitude’ and offered Basel a paid part-time job. He came in to 
Refugee Resource, beaming, to tell us the news. ‘Without you and my coach none of this 
would have happened. I’d still be looking for a job.’ he says. ‘I don’t know how to find 
words strong enough to explain how much Refugee Resource has helped me. A big thank 
you! Getting a job is like finding the door handle in the dark.’ 
 
*name has been changed 

 
 
 
Mentoring and Coaching: concluding points and recommendations 
 
Mentoring 
The evaluation demonstrates how mentoring impacts positively on various aspects of 
mentoring clients’ lives, from the benefits of developing an empathetic and pro-active 
friendship, to understanding and appreciating aspects of British culture, to improving 
spoken and written language skills, and in familiarising refugees with their local 
environment and in starting to integrate more fully within British society.  Moreover, 
mentees receive practical support through the relationship to improve their day-to-day 
lives, such as identifying relevant training and educational courses, searching for 
employment, making benefits applications, and accessing social, health and cultural 
facilities and services (for example libraries, museums, sports centres and cinemas), all 
whilst also receiving valuable moral and emotional support during the challenging 
process of integration. 
 
Having somebody who they feel they can trust and rely on, increases mentees’ 
confidence. As responses demonstrate, the majority of mentors believe their mentees 
feel less isolated, and approximately half of mentors feel that the capacity of their 
mentees to access services has improved.   
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Most mentees are grateful for the support they receive from their mentors, who are 
almost universally viewed as friends. Their help and companionship is greatly 
appreciated, and the comments relating to changes or improving the service were 
primarily about having more contact or longer time with mentors. 
 
It should be recognised that sometimes external factors such as ill health, status issues, 
relocation, and persistent depression affect overall improvement in the client’s 
situation. Many refugees who start the programme are deeply traumatised and while a 
mentor’s presence can improve things for them, they may need more serious 
professional help for sustainable progress.  For example, one mentee told us that whilst 
he is very happy to meet with his mentor and recognises the benefits of being a part of 
the mentoring programme, he nonetheless finds it very difficult to do this when he is 
suffering depression attacks. 
 
Mentoring sessions are valued by mentors and mentees alike, so is the guidance of the 
Mentoring Service Coordinator.  The experience teaches the mentors some valuable 
skills, and they often find the relationship mutually beneficial. Most importantly, 
mentoring makes a difference in refugees and asylum seekers’ lives when they most 
need one-to-one support; it improves their access to a range of services, and makes 
them feel more confident, capable and integrated members of society. 
 
Coaching 
 

‘Coaching helps you unstick yourself if you’re stuck. It helps you get to where you 
want to be’ (Coaching client, 2011) 
‘The work I did with my coach greatly improved my attitude to my future prospects. 
I have learnt that it is possible to achieve a positive mind set towards future 
achievements by simply working issues through with the right person.’  (Coaching 
client, 2011) 

 
Analysing the comments recorded shows that clients were positively surprised by how 
helpful the coaching process is, both from a perspective of morale (feeling more 
confident and optimistic that change can happen), and through gaining valuable and 
concrete skills (filling in job applications, learning interview techniques, developing 
targeted plans to achieve goals, ‘translating’ cultural aspects of job seeking) for 
employment.  From their comments, it is clear that coaching clients gain an increased 
level of clarity about their goals, as well as a more confident understanding of how to go 
about achieving these. 
 
When the coaching pilot was launched, it was envisaged that at least 50% of clients 
would be referred from Refugee Resource’s Employment Service for coaching, as well as 
referrals from the Mentoring Service.  During the first year of the project (October 2009-
October 2010), this was the case.  The Employment Service Coordinator identified those 
clients who were close to the labour market and well-placed to benefit from the 
professional support offered through coaching. 
 
However, this referral process was adversely affected following the tragic death of 
Refugee Resource’s Employment Service Coordinator in early 2011.  It took a further six 
months to recruit and appoint a replacement coordinator, who then needed time to get 
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to know clients of the Employment Service; hence the referral of clients to coaching was 
significantly interrupted during late 2010 and early 2011. 
 
Key learning from the pilot included: 
 

 Critical to the success of a coaching relationship is that the client needs to be 
willing, and have the capacity to embrace change in their lives.  This requires a 
degree of stability, plus in most cases, it requires that a client has a secure status 
in the UK; 

 A coaching client also needs to be at a point in their lives when they are ready to 
identify and tackle their goals; they need competent English skills and a clear 
understanding of coaching (i.e. their expectations must be realistic). 

 

Recommendations for the services 
The evaluation primarily took a quantitative analysis approach, by eliciting and 
reviewing data relating to outcomes for clients (including perceived outcomes by 
mentors and coaches).  Some limited qualitative research was undertaken to gather 
respondents’ thoughts about how the mentoring/coaching relationships had affected 
their sense of confidence and belief in themselves.   
 
An overarching recommendation is to conduct a more in-depth, qualitative analysis of 
some of the issues arising from the evaluation (see bullet points below), to enable a 
more profound understanding of specific elements of the mentoring/coaching 
relationship and their impact on progress towards outcomes for both services. 
 
From the data analysed, the following recommendations arise: 
 

 Refugee Resource has a strong track record in making successful ‘matches’ 
between mentors and mentoring clients.  It would be valuable to understand 
more fully what constitutes a good match from the perspective of mentor and 
mentee, and what elements in the decision-making are key for consideration by 
the Mentoring Service Coordinator; 

 Currently, Refugee Resource has far more female volunteer mentors than male 
(39 out of 51 mentors during 2009-2011 were women); half of mentoring clients 
during the same period were men.  The reasons and implications for this on the 
mentoring relationship should be assessed, to understand whether the service 
should aim to recruit more men; 

 So far only one refugee has become a mentor; recruiting more refugee volunteers 
to this role should be trialled;  

 Mentors tend to underestimate the value of their support, when compared to 
assessments by mentoring clients.  Ensure mentors understand fully how their 
support makes a valued contribution to the lives of the mentees, and ensure that 
mentors have a clear understanding of the outcomes of the service (i.e. sharing 
funding reports with volunteers) and are fully aware of the wider organisation; 

 Initial analysis suggests that mentoring (and possibly coaching) are very cost-
effective approaches to facilitating the outcomes that the services produce.  
Greater analysis of cost/input/outcomes and comparison with outcomes derived 
from other services would be useful; 
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 Examine the time frame for mentoring and coaching relationships (currently 12 
and six months respectively); should the time frame be more flexible or would 
this be a barrier for volunteers? 

 Explore what happens after a mentoring/coaching relationship ends; how the 
clients react to this ending, and whether positive outcomes from the relationship 
outlive the relationship itself; 

 It is clear that mentors also benefit greatly from the relationship; it would be 
interesting to unpick this further to understand how mentors grow and learn – 
and how this mirrors the process of integration itself, which is itself a two-way 
process of learning and increased understanding; 

 The evaluation demonstrated that critical to coaching is ‘where the client is’ 
when the relationship starts (capacity for/willingness to embrace change; degree 
of stability; understanding nature of coaching, managing expectations; 
motivation to seek support to make change): more in-depth analysis to 
understand these elements and their impact on coaching outcomes; 

 The evaluation showed occasions where there has been a valuable link across 
services (for example, where a mentor was given support from a RR counsellor 
which helped to sustain the mentoring relationship during a difficult time for the 
mentee): the value of the inter-related nature of RR services could be further 
elaborated and lessons drawn to strengthen internal referrals; 

 A further development could involve establishing whether there could be a clear 
flow or transition from mentoring to coaching, at an appropriate point for a 
client.  Describing the point at which a mentoring client might ‘move on’ to 
coaching might be a useful expansion of the service. 

 


