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WELCOME WITH DIGNITY: A QUALITY IMPROVEMENT
PROJECT FOR ASYLUM SEEKERS AND REFUGEES

RESULTS
New Neighbours Together valued the welcome pack
as a useful tool to standardize information.
The welcome pack was accepted as a primary
document to be given to new clients to improve
consistency and give background information.
Informal interviews conducted ascertained the pack
to be concise, helpful and easy to understand.
Further plans on having the welcome pack displayed
and offered in various wider community centres
were discussed.
The long-term aim is for the welcome pack to be
incorporated into the pack placed in Serco Housing
when people first arrive in Burnley

DISCUSSION/FEEDBACK
Feedback from community workers highlighted the
importance of prioritising immediate wants and placing
them at the forefront.
It also showed the importance of  pictorial
representation and basic language that can be
accessed easily.
Helped me understand the necessity for a multilingual
approach and to ensure a wider spread of use.

SMART AIM

METHOD
This project followed a Quality Improvement
(QI) approach using the Plan-Do-Study-Act
(PDSA) cycle to design, test, and implement a
welcome pack tailored to the needs of
refugees and asylum seekers in Burnley.

By 13  August 2025, develop and distribute a simple,
cohesive welcome pack for newly arrived refugees and
asylum seekers in Burnley, aiming to improve their
access to key local services (such as healthcare,
housing, and social support) and reduce reported
confusion or isolation by at least 30% and pressure on
New Neighbours charity staff and volunteers by the
growing amount of clients.
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The long-term aim is for the welcome pack to be
incorporated into the pack placed in Serco Housing
when people first arrive in Burnley

Burnley has seen a growing number of refugees
and asylum seekers resettled in recent years.
As of March 2024, there were approximately
431 asylum seekers residing in Burnley,
accounting for about 0.46% of the town’s
population- 1 in 200 (thursbysurgery.co.uk) 

A survey was carried out at New Neighbours Together
charity among refugees and asylum seekers in Burnley,
highlighting significant challenges faced during their initial
settlement period. The survey received 15 responses.

 ASYLUM SEEKER
A person who has left their country and has applied
for asylum in another country, but their case has not
been decided yet (Refugee Council, 2024).

 REFUGEE
A person who has a well-founded fear of being
persecuted due to race, religion, nationality, or
membership of a particular social or political group.
Is unable to be protected in their own country or is
unwilling to return and is seeking protection in
another country. 
In the UK, a person becomes a refugee when the
government approves their asylum application
(Refugee Council, 2024).

It shows a significant demand for information that was previously
not given and/or not understood. These findings highlight the
necessity for a comprehensive welcome pack that provides
essential information and resources to support refugees and
asylum seekers in their new life in Burnley.

PLAN DO

ACT STUDY

  Collaborated with stakeholders
(e.g. New Neighbours Together,
LCC)

          Conducted a baseline survey
among refugees & asylum seekers
to identify challenges faced by
refugees in Burnley

Identified key content for inclusion
(healthcare, housing, local
services) through interviews

Co-designed a draft
welcome pack

Collected feedback through
informal interviews with key
stakeholders.

Made revisions (e.g.
simplified language,
added visuals)

Added QR codes for
ease of use in print/
online format.

Assessed clarity, relevance,
and usefulness

Finalised the welcome pack
Created translated versions in the
8 most common languages
(Kurdish, Arabic, Persian, Amharic,
Tigrinya, Pashto, Urdu)

Planned distribution
through community
organisations and clinics

Planned ongoing
evaluation

Piloted the pack with a
small group of refugees and
asylum support staff to
gather practical insights

Many arrive with little knowledge of English,
unfamiliarity with the NHS, and local services and
cultural norms. These factors can lead to isolation,
difficulties accessing essential support, and poorer
health outcomes.
While various services exist in Burnley to support this
population, there is currently no standardised method
of communicating key information at the point of
arrival. Lancashire Country Council developed a 40
page document  but its length has prohibited
widespread use.

This internship was funded by NIHR
research programme
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