


























































































 

Serco Business - Commercial in Confidence 

                                                 
          
    
  
           
 
«Service_User» 
«Source_Property» 

Date:  

Dear «Service_User» 

 

URGENT: NOTICE TO LEAVE YOUR ACCOMMODATION 

The Home Office (UKVI) have now informed Serco of their decision to terminate your support.   

Under the terms of your signed Occupancy Agreement you must leave your current accommodation 
no later than 12 noon on XX/XX/XXXX.  You must leave all items that belong to Serco in the 
property.  

You will now need to make your mind up about where you are going to live. You are free to travel to 
any part of the UK. You can make a homeless application to any local authority in Scotland. 
 
If you want to stay living in Glasgow, then Glasgow City Council will take a homeless application from 
you. This will give you priority to find settled housing. It is very likely that you will need to be placed 
in temporary accommodation first. This could be a temporary furnished flat, a B&B, a hostel or a 
hotel. You do not have any choice of where the Council places you. 

 

Glasgow City Council will attempt to get you an offer of your own settled accommodation. This may 
take some time, so it is important that you engage with them immediately and attend any 
appointments you are asked to. You will only get one offer of settled accommodation from the 
Council, as you are classed as being homeless. If you refuse the offer, you may not be offered 
another property. 
 
Glasgow City Council’s Asylum & Refugee Service will contact you very soon to see if you want help 
and to make a homeless application. If you do, you will be asked to attend an interview to get all 
your details and get a resettlement plan in place for you. 
 
Serco will remain in contact with the Council until your support with us ends, and will be provided 
with regular updates by them. If you fail to leave your accommodation on the date above 
voluntarily, Serco will take steps to evict you from our accommodation through a lock change notice 
being issued and ultimately enforced. Serco do not have to attend at Court to carry out an eviction 
as asylum accommodation is exempt under section 23A of the Rent Act 1984, and appropriate notice 
has already been provided within this letter and in the below Notice to Quit.  However, Serco still 
reserves the right to refer the matter to the Courts should you fail to leave your accommodation.  

Serco 
Clyde House 
209 Govan Road 
Glasgow, G51 1HJ 
www.serco.com 

 Serco Internal 

mckayg
Text Box
Attachment (04/07/18)



 

Serco Business - Commercial in Confidence 

Employment & Benefits: 
“Access to You” must also make an appointment for you with the local Job Centre Plus. They will 
help you find employment in the UK. If you are unable to work, you may be entitled to claim 
benefits. The address and telephone details for the nearest Job Centre Plus is included on the 
attached sheet.  
When you attend your Housing Options appointment or at the Job Centre Plus office, you must take 
with you this letter, your Biometric Residence Permits and National Insurance Numbers (NiNo). If 
you have not yet received your Biometric Residence Permit please contact the Home Office 
telephone enquiry Bureau on 0300 123 2241 as soon as possible. 

Serco would like to wish you every success and happiness for the future. If you have any questions 
about anything written in this letter, or need any help or assistance please speak to your Housing 
Officer. 

 

     I can confirm that I have had this letter given to me in person, and it has been explained to me 
and understood: 

Name: ____________________________________________________________________________ 

Signature: _________________________________________________________________________ 

Date: _____________________________________________________________________________ 
 
 
     I can confirm that I have provided this letter in person, and I have explained it to the Service User: 

Name: ____________________________________________________________________________ 

Role: _____________________________________________________________________________ 

Signature: _________________________________________________________________________ 

Date: _____________________________________________________________________________ 

 
Yours Sincerely 
 
Serco 
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NOTICE TO QUIT (Serco Copy) 

NASS_Reference» 

TO: «Service_User» 

OF:  «Source_Property» 

 

FROM: Serco 

OF: Clyde House. 209 Govan Road, Glasgow, G51 1HJ 

RE: «Source_Property» 

 

Serco hereby gives you notice that your right to occupy the Property under the occupancy agreement 
is terminated as from «Support_End_Date».   

If you fail to leave your accommodation on the date above voluntarily, Serco will take steps to evict 
you from our accommodation through a lock change notice being issued. Serco do not have to 
attend at Court to carry out an eviction as asylum accommodation is exempt under section 23A of 
the Rent Act 1984, and appropriate notice has already been provided in this Notice to Quit. 
However, Serco still reserves the right to refer the matter to the Courts should you fail to leave your 
accommodation.  

Any correspondence or communication in connection with this Notice should be sent to: 

Serco 
Serco UK & Europe (Compass) 

Serco Business - Commercial in Confidence 

Serco 
Clyde House 
209 Govan Road 
Glasgow, G51 1HJ 
www.serco.com 
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Serco Business - Commercial in Confidence 

Clyde House 
Govan Road 
Glasgow 
G51 1HJ 

snifeedback@serco.com 

 

Service User Signature ........................................................................... 

Dated    ........................................................................... 

NOTICE TO QUIT (Serco Copy) 

«NASS_Reference» 

TO: «Service_User» 

OF:  «Source_Property» 

 

FROM: Serco 

OF: Clyde House. 209 Govan Road, Glasgow, G51 1HJ 

RE: «Source_Property» 

 

Serco hereby gives you notice that your right to occupy the Property under the occupancy agreement 
is terminated as from «Support_End_Date».   

 

If you fail to leave your accommodation on the date above voluntarily, Serco will take steps to evict 
you from our accommodation through a lock change notice being issued. Serco do not have to 
attend at Court to carry out an eviction as asylum accommodation is exempt under section 23A of 
the Rent Act 1984, and appropriate notice has already been provided in this Notice to Quit. 
However, Serco still reserves the right to refer the matter to the Courts should you fail to leave your 
accommodation.  

Any correspondence or communication in connection with this Notice should be sent to: 

Serco 
Serco UK & Europe (Compass) 
Clyde House 
Govan Road 
Glasgow 
G51 1HJ 

snifeedback@serco.com 
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Serco Business - Commercial in Confidence 

Service User Signature ........................................................................... 

Dated    ........................................................................... 
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  Move on Protocol (Negative Households) 

 

Overview 

The intention of this pathway/protocol development is for Serco (as the provider of Asylum 

Dispersal within Scotland), Glasgow’s Health and Social Care Partnership and Glasgow City Council to 

work together in partnership to eliminate or drastically reduce the rates of over staying of former 

asylum households who should no longer be residing within the asylum system, to effectively 

manage the expectation of service users throughout the asylum journey in relation to their options 

post decision, and to ensure the safety and protection of those former asylum seeking households in 

receipt of a negative decision where their vulnerability may infer duties of care or accommodation 

may be owed under another legislative framework outside of immigration legislation.  

 

Induction Stage 

Serco will integrate within all Service User inductions, content in relation to the potential outcomes 

at the end of the asylum application process, in addition to what this will mean in practical terms in 

relation to move on from Serco accommodation. This information will seek to effectively manage the 

expectations of Service Users in relation to local authority accommodation duties if they receive a 

positive decision on their claim, and will equally seek to provide clarity in terms of entitlements for 

those cases who receive a negative decision. 

The induction into the property will be completed by the relevant Housing Officer, and will be 

supported by a visual and audio video induction that has been translated into the Service User’s first 

language (if it falls within the most common Top 10 languages of the asylum population). This video 

will include content in relation to the end of process and will be reinforced through repeat 

messaging further along the asylum claim process for each household. 

 

Move On Information Document 

Throughout any service user’s stay in Dispersed Accommodation, Serco Housing Officers will conduct 

continual expectation management in regards to what service users should expect at the end of the 

asylum process post decision outcome, and to provide information on the relevant ensuing options 

that will likely be available in relation to move on from Serco accommodation. Housing Officers will 

https://glasgowcity.hscp.scot/
https://www.google.co.uk/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwinydjmvPbaAhXGu1MKHSRSDKsQjRx6BAgBEAU&url=https://twitter.com/glasgowcc&psig=AOvVaw35uhZxuAHENBk5-sIj0Tqi&ust=1525881237942097
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remind Service Users to review this document and take appropriate actions within at periodic visits 

e.g. monthly, quarterly. 

This is in order to reiterate the original messaging provided at induction stage and to continue to 

effectively manage expectations, in addition to being used as an opportunity to encourage the 

Service User to make themselves familiar with local statutory and voluntary services, and take any 

actions in relation to their claim that may be required.  

In order to ensure accurate and consistent messaging, an information document attached at 

Appendix 1 will be translated into the most common Top 10 languages of the asylum population. A 

copy of the document in all languages (including English) will be placed in the property folder of each 

Serco property for reference by the Service User. The top 10 languages will be reviewed annually to 

ensure they remain reflective of the general service user population, and if there has been a notable 

shift the document will be translated into further languages as required. 

To ensure that this process is being followed, Exit Surveys conducted by the Partnership Team at the 
end of the asylum process will also be utilised to provide an independent audit in this regard. A 
summary report of exit survey outcomes (which include other subject areas) will be reported into 
monthly Contract Leadership team meetings for monitoring. 
 

 

Partnership meetings (Vulnerability) 
 
Representatives of Serco, Glasgow City Council and Glasgow Health and Social Care Partnership 
commit to meet jointly either in person or by telephone on a monthly basis to discuss any cases 
where Serco may be concerned about the vulnerability of a service user currently awaiting the 
outcome of an asylum claim, and where there is not known to already be service intervention in 
place by either the local authority or HSCP. 
 
Service user information will not be disclosed, and any discussion will strictly relate to the 
circumstances and related concerns held. The intention of these meetings is for the LA/HSCP to act 
in an advisory capacity in order to enable Serco to ensure appropriate referrals for assessment are 
submitted at the earliest opportunity. 
 
No personal or identifiable data will be shared in these meetings. 
 

NTQ/Letter issuing 
 
The Housing Officer will contact the Primary applicant by telephone to visit the household at the 
earliest opportunity; and within 48 hours of Serco being notified by the Home Office (UKVI) of a 
household having been issued with a negative decision on their asylum claim, to issue in person to 
the primary applicant a letter and Notice to Quit (maximum 21 days). 
 
Housing Officers will endeavour in all cases to provide the information contained within the 

letter/NTQ to the service user verbally utilising translation services. In addition the service user will 

be provided with a written copy of the letter/NTQ both in English and in their first language, if it falls 

within the most common Top 10 languages of the asylum population. The top 10 languages will be 

reviewed annually to ensure they remain reflective of the general service user population, and if 

there has been a notable shift the document will be translated into further languages as required. 

The template letter/NTQ is attached at Appendix 2. 
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Appeals & Section 4 support applications 

The agreed processing time for applications for support submitted under Section 4 of the Asylum 
and Immigration Act 1999 by the Home Office (UKVI) is 7 days.  
 
As per the NTQ and supporting letter, Service Users will be advised at the point of issuing by the 
Housing Officer that they should seek to submit any appeal and application for support within the 
first week following receipt, in addition to being advised of how they can access support to do so. 
This advice is being given in order to ensure sufficient time is allowed for the Home Office to 
consider any support applications and determine a decision before the expiry of the notice, in the 
context that Serco will end the provision of accommodation if both applications have not been 
submitted and approved. 
 
For any cases where an application for support under section 4 has been submitted and approved 
within the notice period (maximum 21 days), Serco will continue to provide accommodation. 
 

 
Post decision communications - Serco, the Local Authority & the Health and 
Social Care Partnership 
 
Where it is known that a household in receipt of a negative decision has an existing care or support 
package in place with the Local Authority or Health and Social Care Partnership, the Team Leader will 
make direct contact via email or telephone with the relevant Caseworker to update them on the 
decision that the household has received, and to request an assessment in regards to whether a duty 
of accommodation may be owed by the LA/HSCP under another legislative framework e.g. Adult 
Support and Protection (Scotland) Act 2007, Mental Health (Care and Provision) Act 2003, Children 
Act (Scotland) 1995. 
 
It is likely that in most instances through the monthly meetings, that concerns about the vulnerability 
or immediate wellbeing of a household has already led to a request for service where appropriate, 
however in a small number of cases there may be concerns that emerge post decision. In such 
instances, Serco’s Housing Officers will liaise with their Team Leader to determine whether a request 
for service/assessment from the LA/HSCP should be made, and where it is agreed that a referral is 
required it will be made within 24 hours. 
 
All referrals should be made on the vulnerable adult emergency safeguarding form AP1 (Appendix 3) 
to “Social Care Direct” via email to socialcaredirect@glasgow.gov.uk. Telephone follow up can be 
made on 0141 287 0555. 
 
All email referrals must also have the UKVI Safeguarding Team copied in at 
SafeguardCoordinatorSNI@homeoffice.gsi.gov.uk 
 
In all such instances stated above, the LA/HSCP commit to providing a written outcome to Serco 
updating as to whether based on the concerns raised a requirement for assessment exists, and if so 
what the outcome of any assessment was prior to the expiry of the notice (maximum of 21 days).  
 
 
 

mailto:socialcaredirect@glasgow.gov.uk
mailto:SafeguardCoordinatorSNI@homeoffice.gsi.gov.uk
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Assessment Outcomes  

Where it has been determined that a duty of accommodation is not owed by the Local Authority or 

HSCP under any other legislative framework, Serco will take immediate steps to progress with 

eviction via lock change notice proceedings as with all other none complex cases. 

Where the local authority/HSCP has determined that a duty of accommodation is owed they will 

take immediate steps to work with Serco on an exit plan from the property in pursuit of fulfilling 

their statutory obligations to the service user 

 

Post Decision communications with Service Users 

As per the above process, Serco will contact the Service User following notification of 

discontinuation of support by the Home Office (UKVI) in order to serve the relevant Notice to Quit 

documentation, and to provide appropriate advice on what steps the service user should take in 

regards to accessing support around move on or legal advice in regards to appeals/further 

submissions within the notice period. 

As per previous correspondence issued to the Service User, during the Notice to Quit period, the 

expectation is that the Service User will regularly update the Housing Officer on any appeal or 

further support application submitted and any outcome on that application.  

If an appeal and further support application are both submitted and approved by the Home Office 

(UKVI) within the notice to quit period, the Housing Officer will contact the Service User to advise 

that accommodation will continue to be provided. 

If an appeal or further application for support has not been submitted, or has been submitted and 

refused by the Home Office (UKVI), the Housing Officer will revisit the property the day following the 

expiry of the Notice to Quit (maximum 21 days), to determine whether the Service User has ceased 

to occupation or remains in residence. 

If the Service User remains in residence at that time, a 7 day lock change notice will be issued to the 

Service User. At the expiry of the 7 days, steps will be taken to enforce this notice. 

As per the above process, for cases where there is concerns relating to vulnerability which may 

require an assessment to be made by the HSCP and where there is not already service intervention, 

referrals will be completed at the point of issuing the initial notice to Quit and at any point during 

the notice period thereafter if concerns materialise. 

During the notice period, monthly property inspection visits will continue to take place as 

contractually required. During these visits, Housing Officers will take the opportunity to ask Service 

Users for any update on their move on, and reinforce the information previously communicated in 

both the move on information document and the Notice to Quit letter. 
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Appendix 1:  

Move on information document 

You are currently waiting for a decision to me made on your asylum claim.  The Home Office will 
decide whether you can stay in the UK or not, and this may happen in the coming months. 

There are some things you should do now: 

Information about you and your family 

 Look at your papers from the Home Office.  Make sure that your name, date of birth and other 
information are right.  Do this for yourself and all the people in your family.  If anything is wrong, 
you must tell the Home Office or Migrant Help and your Solicitor, if you have one.  

 

 Go to the processing centre to have your photographs and fingerprints taken.  You should have a 
letter from the Home Office telling you where this is.  Your Housing Officer will also have told 
you where to go.  All members of your family must do this, including children.  If you get a 
positive decision to your asylum claim the Home Office will put this information on your 
Biometric Residence Permit.   (You may have done this already) 

 

Help and Support 

 Find out about local support groups.  They will help you when you get a decision on your asylum 
claim, and may also have activities in your local area such as drop-ins.  They may also help you to 
access volunteering and training.  Your Housing Officer can tell you more about these groups.  
(You may have done this already). 

 

 There is useful information in your Welcome Pack and Housing Folder.  Your Housing Officer will 
be able to answer any questions you may have. 

 

Your Asylum Decision 

The Home Office will decide whether to grant your claim for asylum (Positive decision), or refuse 
your claim (Negative decision). You will have to do different things depending on which decision you 
get. 

Positive decision: 
 If your claim is granted, the Home Office will give you a maximum of 28 days before your 

support stops.  You will also have to leave your Serco home when your support stops. Your 
Housing Officer will arrange for you to go to the local council for a Homeless Assessment. 

 

 During this notice period, you will need to make your mind up about where you are going to live. 
You are free to travel to any part of the UK. You can make a homeless application to any local 
authority in Scotland. 

 

 If you want to stay living in Glasgow, then Glasgow City Council will take a homeless application 
from you. This will give you priority to find settled housing. It is very likely that you will need to 
be placed in temporary accommodation first. This could be a temporary furnished flat, a B&B, a 
hostel or a hotel. You do not have any choice of where the Council places you. 
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 Glasgow City Council will then attempt to get you an offer of your own settled accommodation. 
This may take some time, so it will be important that you engage with them immediately and 
attend any appointments you are asked to. You will only get one offer of settled 
accommodation from the Council, as you are classed as being homeless. If you refuse the offer, 
you may not be offered another property. 

 

 Your new home may not be decorated, and will not have any furniture.  You may want to think 
about saving some money to buy furniture if you can. Local charities may also be able to help 
you to get furniture. 

 

 You will be allowed to work. If you cannot work, or do not find a job you can claim welfare 
benefit.  You must go to the local Job Centre Plus.  They will also help you to find a job, and may 
arrange English lessons. The Home Office will telephone you and offer to make you an 
appointment to do this.  Make sure that your Housing Officer has your correct telephone 
number. 

 

 It is a good idea to find out where the Job Centre Plus and council Housing 
Options/Homelessness service are before your claim is decided. 

 

 You must tell your Housing Officer what is happening about finding a new home. 

 
Negative decision: 

 If your asylum claim is refused the Home Office will give you a maximum of 21 days’ notice. Your 
support and accommodation will end at the end of the notice period. 

 

 You will not be able to get help with rehousing from the council.  You will not be able to work 
and you will not be able to claim welfare benefits. 

 

 You may be eligible to appeal against a negative decision.  If you do this you must also apply to 
the Home Office for support (Section 4 support).  Both of these applications must be sent to the 
Home Office, and accepted by them before the end of the notice period.  You must contact your 
Solicitor and Migrant Help if you want to appeal, and you must tell your Housing Officer what is 
happening about your appeal. 

 

 If you do not appeal and apply for further support, and have both of these accepted and agreed 
by the Home Office you will have to leave your Serco home at the end of notice period.  

 

 You should contact the Home Office Voluntary Returns Service as soon as possible on 0300 004 
0202.  They will tell you what options there are for returning home with Home Office support. 

 

 You may also be able to get some help from local support groups. 

 

 You must tell your Housing Officer what is happening about any appeal you make. 
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Appendix 2: NTQ Letter 

                                                 
          
    
  
           
 

«Service_User» 
«Source_Property» 

Date:  

Dear «Service_User» 

 

URGENT: NOTICE TO LEAVE YOUR ACCOMMODATION 

The Home Office (UKVI) have now informed Serco of their decision to terminate your support.   

Under the terms of your signed Occupancy Agreement you must leave your current accommodation 

no later than 12 noon on XX/XX/XXXX.  You must leave all items that belong to Serco in the 

property.  

Unfortunately, you will not be entitled to access the UK benefits system or obtain alternative 

accommodation from the Local Authority.   

You may be eligible to submit an appeal and a further application for support under Section 4 of the 

Immigration and Asylum Act 1999 whilst an appeal is considered. These are two separate 

applications, and in order for Serco to consider any continued housing upon receiving a negative 

decision, your appeal and request for support must have been submitted and accepted by the Home 

Office before the end of the notice period.  

If an appeal and an application for further support are not submitted before the end of the notice 

period or are refused, your accommodation with Serco will end. Migrant Help can assist in 

submitting an appeal, you must contact them on 0808 8000 630.  

If you wish to submit an appeal and a further application for support, you should aim to do so within 

the first week of receiving this letter, to allow enough time for the Home Office to receive and 

consider them. It is your responsibility to make these applications as soon as possible. 

Any of the third sector voluntary support agencies highlighted to you upon your induction may also 

support you through this process such as the following: 

 Migrant Help 

 The British Red Cross 

 Scottish Refugee Council 

Serco 

Clyde House 
209 Govan Road 
Glasgow, G51 1HJ 
www.serco.com 
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 Various religious organisations as advised by the Citizens Advice Bureau 

 The Voluntary Return Service  

You should contact the Home Office Voluntary Returns Service as soon as possible on 0300 004 
0202, so that you can have the options available to you fully explained. 
 
If you fail to leave your accommodation on the date above voluntarily, Serco will take steps to evict 

you from our accommodation through a lock change notice being issued and subsequently enforced. 

Serco do not have to attend at Court to carry out an eviction as asylum accommodation is exempt 

under section 23A of the Rent Act 1984, and appropriate notice has already been provided within 

this letter and in the below Notice to Quit.  However, Serco still reserves the right to refer the matter 

to the Courts should you fail to leave your accommodation.  

 
     I can confirm that I have had this letter given to me in person, and it has been explained to me 

and understood: 

Name: ____________________________________________________________________________ 

Signature: _________________________________________________________________________ 

Date: _____________________________________________________________________________ 
 
 
     I can confirm that I have provided this letter in person, and I have explained it to the Service User: 

Name: ____________________________________________________________________________ 

Role: _____________________________________________________________________________ 

Signature: _________________________________________________________________________ 

Date: _____________________________________________________________________________ 

 
Yours Sincerely 
 
Serco 
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NOTICE TO QUIT (Serco Copy) 

NASS_Reference» 

TO: «Service_User» 

OF:  «Source_Property» 

 

FROM: Serco 

OF: Clyde House. 209 Govan Road, Glasgow, G51 1HJ 

RE: «Source_Property» 

 

Serco hereby gives you notice that your right to occupy the Property under the occupancy agreement 

is terminated as from «Support_End_Date».   

If you fail to leave your accommodation on the date above voluntarily, Serco will take steps to evict 

you from our accommodation through a lock change notice being issued. Serco do not have to 

attend at Court to carry out an eviction as asylum accommodation is exempt under section 23A of 

the Rent Act 1984, and appropriate notice has already been provided in this Notice to Quit. 

However, Serco still reserves the right to refer the matter to the Courts should you fail to leave your 

accommodation.  

Any correspondence or communication in connection with this Notice should be sent to: 

Serco 

Serco UK & Europe (Compass) 

Clyde House 

Govan Road 

Glasgow 

G51 1HJ 

snifeedback@serco.com 

 

Service User Signature ........................................................................... 

Dated    ........................................................................... 

Serco Business - Commercial in Confidence 

Serco 

Clyde House 
209 Govan Road 
Glasgow, G51 1HJ 
www.serco.com 
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NOTICE TO QUIT (Serco Copy) 

«NASS_Reference» 

TO: «Service_User» 

OF:  «Source_Property» 

 

FROM: Serco 

OF: Clyde House. 209 Govan Road, Glasgow, G51 1HJ 

RE: «Source_Property» 

 

Serco hereby gives you notice that your right to occupy the Property under the occupancy agreement 

is terminated as from «Support_End_Date».   

 

If you fail to leave your accommodation on the date above voluntarily, Serco will take steps to evict 

you from our accommodation through a lock change notice being issued. Serco do not have to 

attend at Court to carry out an eviction as asylum accommodation is exempt under section 23A of 

the Rent Act 1984, and appropriate notice has already been provided in this Notice to Quit. 

However, Serco still reserves the right to refer the matter to the Courts should you fail to leave your 

accommodation.  

Any correspondence or communication in connection with this Notice should be sent to: 

Serco 

Serco UK & Europe (Compass) 

Clyde House 

Govan Road 

Glasgow 

G51 1HJ 

snifeedback@serco.com 

 

Service User Signature ........................................................................... 

Dated    ........................................................................... 

 

 

 

 

mailto:snifeedback@serco.com
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ADULT PROTECTION REFERRAL FORM (AP1)  

 
A word copy of this form suitable for typing and printing can usually be found on the 

Local Authority/HSCP and NHS Adult Support and Protection webpage. 

ADULT AT RISK DETAILS (please PRINT details, thank you)                                                                           

NAME  DOB  
 

HOME 
ADDRESS 

           CURRENT 
WHEREABOUTS 

 

POSTCODE  
 

POSTCODE  

TEL NO:  
 

TEL NO:  

GENDER  ETHNIC 
ORIGIN 

 RELIGION  

 
COMMUNICATION NEEDS  
(please provide details including communication 
aids by the adult and specify first language if not 
English) 
 
 

 

GP NAME / ADDRESS  
 

 

REFERRER DETAILS (please PRINT details, thank you)                                                                           

NAME  DESIGNATION  
 

AGENCY            DIRECT DIAL 
TEL NO: 

 

EMAIL 
ADDRESS 

 
 

RELATIONSHIP TO ADULT 
BEING REFERRED: 

 
 
 

SIGNATURE  
 

DATE 
 

 

 

IS IT SUSPECTED THAT A CRIME HAS BEEN COMMITTED AND HAVE POLICE 
BEEN INFORMED? (Include date, time, known action taken etc.) 
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DETAILS OF CONCERN (please PRINT details, thank you)                                                                           

1) IN YOUR OPINION IS THE 
ADULT ABLE TO SAFEGUARD 
THEIR OWN WELLBEING, 
PROPERTY, RIGHTS OR 
OTHER INTERESTS? (If no, 
please state reason) 

 
 
 
 
 
 
 
 

2) IN YOUR OPINION IS THE 
ADULT AT RISK OF HARM? (if 
yes, please state reason)        

 
 
 
 
 
 

3) IN YOUR OPINION IS THE 
ADULT AFFECTED BY 
DISABILITY, MENTAL 
DISORDER, ILLNESS OR 
PHYSICAL OR MENTAL 
INFIRMITY (if yes, please 
specify) 

 

GIVE DETAILS OF HARM (SUSPECTED / WITNESSED / DISCLOSED / REPORTED).  
DATES, PROTECTIVE ACTIONS TAKEN INCLUDE DETAILS OF ANY PREVIOUS 
CONCERNS.  (please use separate sheet if required) 

 
 
 
 
 
 
 

HAVE YOU (OR ANY OTHER 
PERSON) TOLD THE ADULT 
THAT THIS INFORMATION WILL 
BE SHARED WITH SOCIAL 
WORK OR OTHER RELEVANT 
AGENCIES 

YES / NO (delete as appropriate) If NO please 
state reasons 
 
 
 
 

 

DETAILS OF PERSON SUSPECTED OF CAUSING HARM (If known) (please PRINT 

details, thank you)                                                                           

NAME  RELATIONSHIP 
TO ADULT: 

 
 

ADDRESS           TEL NO  

DETAILS OF MAIN CARER / RELATIVE / POA / GAURDIAN (please PRINT details, thank you)                                                                           

NAME  RELATIONSHIP 
TO ADULT: 

 
 

ADDRESS           TEL NO  
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Move on information document 

You are currently waiting for a decision to me made on your asylum claim.  The Home Office will 
decide whether you can stay in the UK or not, and this may happen in the coming months. 

There are some things you should do now: 

Information about you and your family 

• Look at your papers from the Home Office.  Make sure that your name, date of birth and other 
information are right.  Do this for yourself and all the people in your family.  If anything is wrong, 
you must tell the Home Office or Migrant Help and your Solicitor, if you have one.  

 
• Go to the processing centre to have your photographs and fingerprints taken.  You should have a 

letter from the Home Office telling you where this is.  Your Housing Officer will also have told 
you where to go.  All members of your family must do this, including children.  If you get a 
positive decision to your asylum claim the Home Office will put this information on your 
Biometric Residence Permit.   (You may have done this already) 

 

Help and Support 

• Find out about local support groups.  They will help you when you get a decision on your asylum 
claim, and may also have activities in your local area such as drop-ins.  They may also help you to 
access volunteering and training.  Your Housing Officer can tell you more about these groups.  
(You may have done this already). 

 
• There is useful information in your Welcome Pack and Housing Folder.  Your Housing Officer will 

be able to answer any questions you may have. 

 

Your Asylum Decision 

The Home Office will decide whether to grant your claim for asylum (Positive decision), or refuse 
your claim (Negative decision). You will have to do different things depending on which decision you 
get. 

Positive decision: 
• If your claim is granted, the Home Office will give you a maximum of 28 days before your 

support stops.  You will also have to leave your Serco home when your support stops. Your 
Housing Officer will arrange for you to go to the local council for a Homeless Assessment. 

 
• During this notice period, you will need to make your mind up about where you are going to live. 

You are free to travel to any part of the UK. You can make a homeless application to any local 
authority in Scotland. 

 

• If you want to stay living in Glasgow, then Glasgow City Council will take a homeless application 
from you. This will give you priority to find settled housing. It is very likely that you will need to 
be placed in temporary accommodation first. This could be a temporary furnished flat, a B&B, a 
hostel or a hotel. You do not have any choice of where the Council places you. 
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• Glasgow City Council will then attempt to get you an offer of your own settled accommodation. 
This may take some time, so it will be important that you engage with them immediately and 
attend any appointments you are asked to. You will only get one offer of settled 
accommodation from the Council, as you are classed as being homeless. If you refuse the offer, 
you may not be offered another property. 

 
• Your new home may not be decorated, and will not have any furniture.  You may want to think 

about saving some money to buy furniture if you can. Local charities may also be able to help 
you to get furniture. 

 
• You will be allowed to work. If you cannot work, or do not find a job you can claim welfare 

benefit.  You must go to the local Job Centre Plus.  They will also help you to find a job, and may 
arrange English lessons. The Home Office will telephone you and offer to make you an 
appointment to do this.  Make sure that your Housing Officer has your correct telephone 
number. 

 
• It is a good idea to find out where the Job Centre Plus and council Housing 

Options/Homelessness service are before your claim is decided. 
 

• You must tell your Housing Officer what is happening about finding a new home. 

 
Negative decision: 

• If your asylum claim is refused the Home Office will give you a maximum of 21 days’ notice. Your 
support and accommodation will end at the end of the notice period. 

 
• You will not be able to get help with rehousing from the council.  You will not be able to work 

and you will not be able to claim welfare benefits. 
 
• You may be eligible to appeal against a negative decision.  If you do this you must also apply to 

the Home Office for support (Section 4 support).  Both of these applications must be sent to the 
Home Office, and accepted by them before the end of the notice period.  You must contact your 
Solicitor and Migrant Help if you want to appeal, and you must tell your Housing Officer what is 
happening about your appeal. 

 
• If you do not appeal and apply for further support, and have both of these accepted and agreed 

by the Home Office you will have to leave your Serco home at the end of notice period.  
 

• You should contact the Home Office Voluntary Returns Service as soon as possible on 0300 004 
0202.  They will tell you what options there are for returning home with Home Office support. 

 

• You may also be able to get some help from local support groups. 

 
• You must tell your Housing Officer what is happening about any appeal you make. 
 

 Serco Internal 

mckayg
Text Box
Attachment 2 (17/07/18)



 

Serco Business - Commercial in Confidence 

                                                 
          
    
  
           
 
«Service_User» 
«Source_Property» 

Date:  

Dear «Service_User» 

 

URGENT: NOTICE TO LEAVE YOUR ACCOMMODATION 

The Home Office (UKVI) have now informed Serco of their decision to terminate your support.   

Under the terms of your signed Occupancy Agreement you must leave your current accommodation 
no later than 12 noon on XX/XX/XXXX.  You must leave all items that belong to Serco in the 
property.  

You will now need to make your mind up about where you are going to live. You are free to travel to 
any part of the UK. You can make a homeless application to any local authority in Scotland. 
 
If you want to stay living in Glasgow, then Glasgow City Council will take a homeless application from 
you. This will give you priority to find settled housing. It is very likely that you will need to be placed 
in temporary accommodation first. This could be a temporary furnished flat, a B&B, a hostel or a 
hotel. You do not have any choice of where the Council places you. 

 

Glasgow City Council will attempt to get you an offer of your own settled accommodation. This may 
take some time, so it is important that you engage with them immediately and attend any 
appointments you are asked to. You will only get one offer of settled accommodation from the 
Council, as you are classed as being homeless. If you refuse the offer, you may not be offered 
another property. 
 
Glasgow City Council’s Asylum & Refugee Service will contact you very soon to see if you want help 
and to make a homeless application. If you do, you will be asked to attend an interview to get all 
your details and get a resettlement plan in place for you. 
 
Serco will remain in contact with the Council until your support with us ends, and will be provided 
with regular updates by them. If you fail to leave your accommodation on the date above 
voluntarily, Serco will take steps to evict you from our accommodation through a lock change notice 
being issued and ultimately enforced. Serco do not have to attend at Court to carry out an eviction 
as asylum accommodation is exempt under section 23A of the Rent Act 1984, and appropriate notice 
has already been provided within this letter and in the below Notice to Quit.  However, Serco still 
reserves the right to refer the matter to the Courts should you fail to leave your accommodation.  

Serco 
Clyde House 
209 Govan Road 
Glasgow, G51 1HJ 
www.serco.com 
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Serco Business - Commercial in Confidence 

Employment & Benefits: 
“Access to You” must also make an appointment for you with the local Job Centre Plus. They will 
help you find employment in the UK. If you are unable to work, you may be entitled to claim 
benefits. The address and telephone details for the nearest Job Centre Plus is included on the 
attached sheet.  
When you attend your Housing Options appointment or at the Job Centre Plus office, you must take 
with you this letter, your Biometric Residence Permits and National Insurance Numbers (NiNo). If 
you have not yet received your Biometric Residence Permit please contact the Home Office 
telephone enquiry Bureau on 0300 123 2241 as soon as possible. 

Serco would like to wish you every success and happiness for the future. If you have any questions 
about anything written in this letter, or need any help or assistance please speak to your Housing 
Officer. 

 

     I can confirm that I have had this letter given to me in person, and it has been explained to me 
and understood: 

Name: ____________________________________________________________________________ 

Signature: _________________________________________________________________________ 

Date: _____________________________________________________________________________ 
 
 
     I can confirm that I have provided this letter in person, and I have explained it to the Service User: 

Name: ____________________________________________________________________________ 

Role: _____________________________________________________________________________ 

Signature: _________________________________________________________________________ 

Date: _____________________________________________________________________________ 

 
Yours Sincerely 
 
Serco 
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Serco Business - Commercial in Confidence 

        

 

 

NOTICE TO QUIT (Serco Copy) 

NASS_Reference» 

TO: «Service_User» 

OF:  «Source_Property» 

 

FROM: Serco 

OF: Clyde House. 209 Govan Road, Glasgow, G51 1HJ 

RE: «Source_Property» 

 

Serco hereby gives you notice that your right to occupy the Property under the occupancy agreement 
is terminated as from «Support_End_Date».   

If you fail to leave your accommodation on the date above voluntarily, Serco will take steps to evict 
you from our accommodation through a lock change notice being issued. Serco do not have to 
attend at Court to carry out an eviction as asylum accommodation is exempt under section 23A of 
the Rent Act 1984, and appropriate notice has already been provided in this Notice to Quit. 
However, Serco still reserves the right to refer the matter to the Courts should you fail to leave your 
accommodation.  

Any correspondence or communication in connection with this Notice should be sent to: 

Serco 
Serco UK & Europe (Compass) 
Clyde House 
Govan Road 
Glasgow 
G51 1HJ 

snifeedback@serco.com 

 

Service User Signature ........................................................................... 

Dated    ........................................................................... 

Serco Business - Commercial in Confidence 

Serco 
Clyde House 
209 Govan Road 
Glasgow, G51 1HJ 
www.serco.com 
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Serco Business - Commercial in Confidence 

NOTICE TO QUIT (Serco Copy) 

«NASS_Reference» 

TO: «Service_User» 

OF:  «Source_Property» 

 

FROM: Serco 

OF: Clyde House. 209 Govan Road, Glasgow, G51 1HJ 

RE: «Source_Property» 

 

Serco hereby gives you notice that your right to occupy the Property under the occupancy agreement 
is terminated as from «Support_End_Date».   

 

If you fail to leave your accommodation on the date above voluntarily, Serco will take steps to evict 
you from our accommodation through a lock change notice being issued. Serco do not have to 
attend at Court to carry out an eviction as asylum accommodation is exempt under section 23A of 
the Rent Act 1984, and appropriate notice has already been provided in this Notice to Quit. 
However, Serco still reserves the right to refer the matter to the Courts should you fail to leave your 
accommodation.  

Any correspondence or communication in connection with this Notice should be sent to: 

Serco 
Serco UK & Europe (Compass) 
Clyde House 
Govan Road 
Glasgow 
G51 1HJ 

snifeedback@serco.com 

 

Service User Signature ........................................................................... 

Dated    ........................................................................... 
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Serco Business - Commercial in Confidence 

                                                 
          
    
  
           
 
«Service_User» 
«Source_Property» 

Date:  

Dear «Service_User» 

 

URGENT: NOTICE TO LEAVE YOUR ACCOMMODATION 

The Home Office (UKVI) have now informed Serco of their decision to terminate your support.   

Under the terms of your signed Occupancy Agreement you must leave your current accommodation 
no later than 12 noon on XX/XX/XXXX.  You must leave all items that belong to Serco in the 
property.  

Unfortunately, you will not be entitled to access the UK benefits system or obtain alternative 
accommodation from the Local Authority.   

You may be eligible to submit an appeal and a further application for support under Section 4 of the 
Immigration and Asylum Act 1999 whilst an appeal is considered. These are two separate 
applications, and in order for Serco to consider any continued housing upon receiving a negative 
decision, your appeal and request for support must have been submitted and accepted by the Home 
Office before the end of the notice period.  

If an appeal and an application for further support are not submitted before the end of the notice 
period or are refused, your accommodation with Serco will end. Migrant Help can assist in 
submitting an appeal, you can contact them on 0808 8000 630.  

If you wish to submit an appeal and a further application for support, you should aim to do so within 
the first week of receiving this letter, to allow enough time for the Home Office to receive and 
consider them. 

Any of the third sector voluntary support agencies highlighted to you upon your induction may also 
support you through this process such as the following: 

• Migrant Help 
• The British Red Cross 
• Scottish Refugee Council 
• Various religious organisations as advised by the Citizens Advice Bureau 
• The Voluntary Return Service  

 

Serco 
Clyde House 
209 Govan Road 
Glasgow, G51 1HJ 
www.serco.com 
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Serco Business - Commercial in Confidence 

 
You should contact the Home Office Voluntary Returns Service as soon as possible on 0300 004 
0202, so that you can have the options available to you fully explained. 
 
If you fail to leave your accommodation on the date above voluntarily, Serco will take steps to evict 
you from our accommodation through a lock change notice being issued and ultimately enforced. 
Serco do not have to attend at Court to carry out an eviction as asylum accommodation is exempt 
under section 23A of the Rent Act 1984, and appropriate notice has already been provided within 
this letter and in the below Notice to Quit.  However, Serco still reserves the right to refer the matter 
to the Courts should you fail to leave your accommodation.  

 
     I can confirm that I have had this letter given to me in person, and it has been explained to me 
and understood: 

Name: ____________________________________________________________________________ 

Signature: _________________________________________________________________________ 

Date: _____________________________________________________________________________ 
 
 
     I can confirm that I have provided this letter in person, and I have explained it to the Service User: 

Name: ____________________________________________________________________________ 

Role: _____________________________________________________________________________ 

Signature: _________________________________________________________________________ 

Date: _____________________________________________________________________________ 

 
Yours Sincerely 
 
Serco 
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Serco Business - Commercial in Confidence 

 
 

        

 

 

NOTICE TO QUIT (Serco Copy) 

NASS_Reference» 

TO: «Service_User» 

OF:  «Source_Property» 

 

FROM: Serco 

OF: Clyde House. 209 Govan Road, Glasgow, G51 1HJ 

RE: «Source_Property» 

 

Serco hereby gives you notice that your right to occupy the Property under the occupancy agreement 
is terminated as from «Support_End_Date».   

If you fail to leave your accommodation on the date above voluntarily, Serco will take steps to evict 
you from our accommodation through a lock change notice being issued. Serco do not have to 
attend at Court to carry out an eviction as asylum accommodation is exempt under section 23A of 
the Rent Act 1984, and appropriate notice has already been provided in this Notice to Quit. 
However, Serco still reserves the right to refer the matter to the Courts should you fail to leave your 
accommodation.  

Any correspondence or communication in connection with this Notice should be sent to: 

Serco 
Serco UK & Europe (Compass) 
Clyde House 
Govan Road 
Glasgow 
G51 1HJ 

snifeedback@serco.com 

 

Service User Signature ........................................................................... 

Serco Business - Commercial in Confidence 

Serco 
Clyde House 
209 Govan Road 
Glasgow, G51 1HJ 
www.serco.com 
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Serco Business - Commercial in Confidence 

Dated    ........................................................................... 

NOTICE TO QUIT (Serco Copy) 

«NASS_Reference» 

TO: «Service_User» 

OF:  «Source_Property» 

 

FROM: Serco 

OF: Clyde House. 209 Govan Road, Glasgow, G51 1HJ 

RE: «Source_Property» 

 

Serco hereby gives you notice that your right to occupy the Property under the occupancy agreement 
is terminated as from «Support_End_Date».   

 

If you fail to leave your accommodation on the date above voluntarily, Serco will take steps to evict 
you from our accommodation through a lock change notice being issued. Serco do not have to 
attend at Court to carry out an eviction as asylum accommodation is exempt under section 23A of 
the Rent Act 1984, and appropriate notice has already been provided in this Notice to Quit. 
However, Serco still reserves the right to refer the matter to the Courts should you fail to leave your 
accommodation.  

Any correspondence or communication in connection with this Notice should be sent to: 

Serco 
Serco UK & Europe (Compass) 
Clyde House 
Govan Road 
Glasgow 
G51 1HJ 

snifeedback@serco.com 

 

Service User Signature ........................................................................... 

Dated    ........................................................................... 
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  Move on Protocol (Negative Households) 

 

Overview 

The intention of this pathway/protocol development is for Serco (as the provider of Asylum 

Dispersal within Scotland), Glasgow’s Health and Social Care Partnership and Glasgow City Council to 

work together in partnership to eliminate or drastically reduce the rates of over staying of former 

asylum households who should no longer be residing within the asylum system, to effectively 

manage the expectation of service users throughout the asylum journey in relation to their options 

post decision, and to ensure the safety and protection of those former asylum seeking households in 

receipt of a negative decision where their vulnerability may infer duties of care or accommodation 

may be owed under another legislative framework outside of immigration legislation.  

 

Induction Stage 

Serco will integrate within all Service User inductions, content in relation to the potential outcomes 

at the end of the asylum application process, in addition to what this will mean in practical terms in 

relation to move on from Serco accommodation. This information will seek to effectively manage the 

expectations of Service Users in relation to local authority accommodation duties if they receive a 

positive decision on their claim, and will equally seek to provide clarity in terms of entitlements for 

those cases who receive a negative decision. 

The induction into the property will be completed by the relevant Housing Officer, and will be 

supported by a visual and audio video induction that has been translated into the Service User’s first 

language (if it falls within the most common Top 10 languages of the asylum population). This video 

will include content in relation to the end of process and will be reinforced through repeat 

messaging further along the asylum claim process for each household. 

 

Move On Information Document 

Throughout any service user’s stay in Dispersed Accommodation, Serco Housing Officers will conduct 

continual expectation management in regards to what service users should expect at the end of the 

asylum process post decision outcome, and to provide information on the relevant ensuing options 

that will likely be available in relation to move on from Serco accommodation. Housing Officers will 

https://glasgowcity.hscp.scot/
https://www.google.co.uk/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwinydjmvPbaAhXGu1MKHSRSDKsQjRx6BAgBEAU&url=https://twitter.com/glasgowcc&psig=AOvVaw35uhZxuAHENBk5-sIj0Tqi&ust=1525881237942097
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remind Service Users to review this document and take appropriate actions within at periodic visits 

e.g. monthly, quarterly. 

This is in order to reiterate the original messaging provided at induction stage and to continue to 

effectively manage expectations, in addition to being used as an opportunity to encourage the 

Service User to make themselves familiar with local statutory and voluntary services, and take any 

actions in relation to their claim that may be required.  

In order to ensure accurate and consistent messaging, an information document attached at 

Appendix 1 will be translated into the most common Top 10 languages of the asylum population. A 

copy of the document in all languages (including English) will be placed in the property folder of each 

Serco property for reference by the Service User. The top 10 languages will be reviewed annually to 

ensure they remain reflective of the general service user population, and if there has been a notable 

shift the document will be translated into further languages as required. 

To ensure that this process is being followed, Exit Surveys conducted by the Partnership Team at the 
end of the asylum process will also be utilised to provide an independent audit in this regard. A 
summary report of exit survey outcomes (which include other subject areas) will be reported into 
monthly Contract Leadership team meetings for monitoring. 
 

 

Partnership meetings (Vulnerability) 
 
Representatives of Serco, Glasgow City Council and Glasgow Health and Social Care Partnership 
commit to meet jointly either in person or by telephone on a monthly basis to discuss any cases 
where Serco may be concerned about the vulnerability of a service user currently awaiting the 
outcome of an asylum claim, and where there is not known to already be service intervention in 
place by either the local authority or HSCP. 
 
Service user information will not be disclosed, and any discussion will strictly relate to the 
circumstances and related concerns held. The intention of these meetings is for the LA/HSCP to act 
in an advisory capacity in order to enable Serco to ensure appropriate referrals for assessment are 
submitted at the earliest opportunity. 
 
No personal or identifiable data will be shared in these meetings. 
 

NTQ/Letter issuing 
 
The Housing Officer will contact the Primary applicant by telephone to visit the household at the 
earliest opportunity; and within 48 hours of Serco being notified by the Home Office (UKVI) of a 
household having been issued with a negative decision on their asylum claim, to issue in person to 
the primary applicant a letter and Notice to Quit (maximum 21 days). 
 
Housing Officers will endeavour in all cases to provide the information contained within the 

letter/NTQ to the service user verbally utilising translation services. In addition the service user will 

be provided with a written copy of the letter/NTQ both in English and in their first language, if it falls 

within the most common Top 10 languages of the asylum population. The top 10 languages will be 

reviewed annually to ensure they remain reflective of the general service user population, and if 

there has been a notable shift the document will be translated into further languages as required. 

The template letter/NTQ is attached at Appendix 2. 
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Appeals & Section 4 support applications 

The agreed processing time for applications for support submitted under Section 4 of the Asylum 
and Immigration Act 1999 by the Home Office (UKVI) is 7 days.  
 
As per the NTQ and supporting letter, Service Users will be advised at the point of issuing by the 
Housing Officer that they should seek to submit any appeal and application for support within the 
first week following receipt, in addition to being advised of how they can access support to do so. 
This advice is being given in order to ensure sufficient time is allowed for the Home Office to 
consider any support applications and determine a decision before the expiry of the notice, in the 
context that Serco will end the provision of accommodation if both applications have not been 
submitted and approved. 
 
For any cases where an application for support under section 4 has been submitted and approved 
within the notice period (maximum 21 days), Serco will continue to provide accommodation. 
 

 
Post decision communications - Serco, the Local Authority & the Health and 
Social Care Partnership 
 
Where it is known that a household in receipt of a negative decision has an existing care or support 
package in place with the Local Authority or Health and Social Care Partnership, the Team Leader will 
make direct contact via email or telephone with the relevant Caseworker to update them on the 
decision that the household has received, and to request an assessment in regards to whether a duty 
of accommodation may be owed by the LA/HSCP under another legislative framework e.g. Adult 
Support and Protection (Scotland) Act 2007, Mental Health (Care and Provision) Act 2003, Children 
Act (Scotland) 1995. 
 
It is likely that in most instances through the monthly meetings, that concerns about the vulnerability 
or immediate wellbeing of a household has already led to a request for service where appropriate, 
however in a small number of cases there may be concerns that emerge post decision. In such 
instances, Serco’s Housing Officers will liaise with their Team Leader to determine whether a request 
for service/assessment from the LA/HSCP should be made, and where it is agreed that a referral is 
required it will be made within 24 hours. 
 
All referrals should be made on the vulnerable adult emergency safeguarding form AP1 (Appendix 3) 
to “Social Care Direct” via email to socialcaredirect@glasgow.gov.uk. Telephone follow up can be 
made on 0141 287 0555. 
 
All email referrals must also have the UKVI Safeguarding Team copied in at 
SafeguardCoordinatorSNI@homeoffice.gsi.gov.uk 
 
In all such instances stated above, the LA/HSCP commit to providing a written outcome to Serco 
updating as to whether based on the concerns raised a requirement for assessment exists, and if so 
what the outcome of any assessment was prior to the expiry of the notice (maximum of 21 days).  
 
 
 

mailto:socialcaredirect@glasgow.gov.uk
mailto:SafeguardCoordinatorSNI@homeoffice.gsi.gov.uk
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Assessment Outcomes  

Where it has been determined that a duty of accommodation is not owed by the Local Authority or 

HSCP under any other legislative framework, Serco will take immediate steps to progress with 

eviction via lock change notice proceedings as with all other none complex cases. 

Where the local authority/HSCP has determined that a duty of accommodation is owed they will 

take immediate steps to work with Serco on an exit plan from the property in pursuit of fulfilling 

their statutory obligations to the service user 

 

Post Decision communications with Service Users 

As per the above process, Serco will contact the Service User following notification of 

discontinuation of support by the Home Office (UKVI) in order to serve the relevant Notice to Quit 

documentation, and to provide appropriate advice on what steps the service user should take in 

regards to accessing support around move on or legal advice in regards to appeals/further 

submissions within the notice period. 

As per previous correspondence issued to the Service User, during the Notice to Quit period, the 

expectation is that the Service User will regularly update the Housing Officer on any appeal or 

further support application submitted and any outcome on that application.  

If an appeal and further support application are both submitted and approved by the Home Office 

(UKVI) within the notice to quit period, the Housing Officer will contact the Service User to advise 

that accommodation will continue to be provided. 

If an appeal or further application for support has not been submitted, or has been submitted and 

refused by the Home Office (UKVI), the Housing Officer will revisit the property the day following the 

expiry of the Notice to Quit (maximum 21 days), to determine whether the Service User has ceased 

to occupation or remains in residence. 

If the Service User remains in residence at that time, a 7 day lock change notice will be issued to the 

Service User. At the expiry of the 7 days, steps will be taken to enforce this notice. 

As per the above process, for cases where there is concerns relating to vulnerability which may 

require an assessment to be made by the HSCP and where there is not already service intervention, 

referrals will be completed at the point of issuing the initial notice to Quit and at any point during 

the notice period thereafter if concerns materialise. 

During the notice period, monthly property inspection visits will continue to take place as 

contractually required. During these visits, Housing Officers will take the opportunity to ask Service 

Users for any update on their move on, and reinforce the information previously communicated in 

both the move on information document and the Notice to Quit letter. 
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Appendix 1:  

Move on information document 

You are currently waiting for a decision to me made on your asylum claim.  The Home Office will 
decide whether you can stay in the UK or not, and this may happen in the coming months. 

There are some things you should do now: 

Information about you and your family 

 Look at your papers from the Home Office.  Make sure that your name, date of birth and other 
information are right.  Do this for yourself and all the people in your family.  If anything is wrong, 
you must tell the Home Office or Migrant Help and your Solicitor, if you have one.  

 

 Go to the processing centre to have your photographs and fingerprints taken.  You should have a 
letter from the Home Office telling you where this is.  Your Housing Officer will also have told 
you where to go.  All members of your family must do this, including children.  If you get a 
positive decision to your asylum claim the Home Office will put this information on your 
Biometric Residence Permit.   (You may have done this already) 

 

Help and Support 

 Find out about local support groups.  They will help you when you get a decision on your asylum 
claim, and may also have activities in your local area such as drop-ins.  They may also help you to 
access volunteering and training.  Your Housing Officer can tell you more about these groups.  
(You may have done this already). 

 

 There is useful information in your Welcome Pack and Housing Folder.  Your Housing Officer will 
be able to answer any questions you may have. 

 

Your Asylum Decision 

The Home Office will decide whether to grant your claim for asylum (Positive decision), or refuse 
your claim (Negative decision). You will have to do different things depending on which decision you 
get. 

Positive decision: 
 If your claim is granted, the Home Office will give you a maximum of 28 days before your 

support stops.  You will also have to leave your Serco home when your support stops. Your 
Housing Officer will arrange for you to go to the local council for a Homeless Assessment. 

 

 During this notice period, you will need to make your mind up about where you are going to live. 
You are free to travel to any part of the UK. You can make a homeless application to any local 
authority in Scotland. 

 

 If you want to stay living in Glasgow, then Glasgow City Council will take a homeless application 
from you. This will give you priority to find settled housing. It is very likely that you will need to 
be placed in temporary accommodation first. This could be a temporary furnished flat, a B&B, a 
hostel or a hotel. You do not have any choice of where the Council places you. 

 

mckayg
Text Box
Attachment (19/07/18)



   

6 
 

 Serco Internal 

 Glasgow City Council will then attempt to get you an offer of your own settled accommodation. 
This may take some time, so it will be important that you engage with them immediately and 
attend any appointments you are asked to. You will only get one offer of settled 
accommodation from the Council, as you are classed as being homeless. If you refuse the offer, 
you may not be offered another property. 

 

 Your new home may not be decorated, and will not have any furniture.  You may want to think 
about saving some money to buy furniture if you can. Local charities may also be able to help 
you to get furniture. 

 

 You will be allowed to work. If you cannot work, or do not find a job you can claim welfare 
benefit.  You must go to the local Job Centre Plus.  They will also help you to find a job, and may 
arrange English lessons. The Home Office will telephone you and offer to make you an 
appointment to do this.  Make sure that your Housing Officer has your correct telephone 
number. 

 

 It is a good idea to find out where the Job Centre Plus and council Housing 
Options/Homelessness service are before your claim is decided. 

 

 You must tell your Housing Officer what is happening about finding a new home. 

 
Negative decision: 

 If your asylum claim is refused the Home Office will give you a maximum of 21 days’ notice. Your 
support and accommodation will end at the end of the notice period. 

 

 You will not be able to get help with rehousing from the council.  You will not be able to work 
and you will not be able to claim welfare benefits. 

 

 You may be eligible to appeal against a negative decision.  If you do this you must also apply to 
the Home Office for support (Section 4 support).  Both of these applications must be sent to the 
Home Office, and accepted by them before the end of the notice period.  You must contact your 
Solicitor and Migrant Help if you want to appeal, and you must tell your Housing Officer what is 
happening about your appeal. 

 

 If you do not appeal and apply for further support, and have both of these accepted and agreed 
by the Home Office you will have to leave your Serco home at the end of notice period.  

 

 You should contact the Home Office Voluntary Returns Service as soon as possible on 0300 004 
0202.  They will tell you what options there are for returning home with Home Office support. 

 

 You may also be able to get some help from local support groups. 

 

 You must tell your Housing Officer what is happening about any appeal you make. 
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Appendix 2: NTQ Letter 

                                                 
          
    
  
           
 

«Service_User» 
«Source_Property» 

Date:  

Dear «Service_User» 

 

URGENT: NOTICE TO LEAVE YOUR ACCOMMODATION 

The Home Office (UKVI) have now informed Serco of their decision to terminate your support.   

Under the terms of your signed Occupancy Agreement you must leave your current accommodation 

no later than 12 noon on XX/XX/XXXX.  You must leave all items that belong to Serco in the 

property.  

Unfortunately, you will not be entitled to access the UK benefits system or obtain alternative 

accommodation from the Local Authority.   

You may be eligible to submit an appeal and a further application for support under Section 4 of the 

Immigration and Asylum Act 1999 whilst an appeal is considered. These are two separate 

applications, and upon receiving a negative decision, your appeal and request for support must have 

been submitted and accepted by the Home Office before the end of the notice period for your 

housing to continue. 

If an appeal and an application for further support are not submitted before the end of the notice 

period or are refused, your accommodation with Serco will end. Migrant Help can assist in 

submitting an appeal, you must contact them on 0808 8000 630.  

If you wish to submit an appeal and a further application for support, you should aim to do so within 

the first week of receiving this letter, to allow enough time for the Home Office to receive and 

consider them. It is your responsibility to make these applications as soon as possible. 

Any of the third sector voluntary support agencies highlighted to you upon your induction may also 

support you through this process such as the following: 

 Migrant Help 

 The British Red Cross 

 Scottish Refugee Council 

Serco 

Clyde House 
209 Govan Road 
Glasgow, G51 1HJ 
www.serco.com 
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 Various religious organisations as advised by the Citizens Advice Bureau 

 The Voluntary Return Service  

You should contact the Home Office Voluntary Returns Service as soon as possible on 0300 004 
0202, so that you can have the options available to you fully explained. 
 
If you fail to leave your accommodation on the date above voluntarily, Serco will take steps to evict 

you from our accommodation through a lock change notice being issued and subsequently enforced. 

Serco do not have to attend at Court to carry out an eviction as asylum accommodation is exempt 

under section 23A of the Rent Act 1984, and appropriate notice has already been provided within 

this letter and in the below Notice to Quit.  However, Serco still reserves the right to refer the matter 

to the Courts should you fail to leave your accommodation.  

 
     I can confirm that I have had this letter given to me in person, and it has been explained to me 

and understood: 

Name: ____________________________________________________________________________ 

Signature: _________________________________________________________________________ 

Date: _____________________________________________________________________________ 
 
 
     I can confirm that I have provided this letter in person, and I have explained it to the Service User: 

Name: ____________________________________________________________________________ 

Role: _____________________________________________________________________________ 

Signature: _________________________________________________________________________ 

Date: _____________________________________________________________________________ 

 
Yours Sincerely 
 
Serco 
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NOTICE TO QUIT (Serco Copy) 

NASS_Reference» 

TO: «Service_User» 

OF:  «Source_Property» 

 

FROM: Serco 

OF: Clyde House. 209 Govan Road, Glasgow, G51 1HJ 

RE: «Source_Property» 

 

Serco hereby gives you notice that your right to occupy the Property under the occupancy agreement 

is terminated as from «Support_End_Date».   

If you fail to leave your accommodation on the date above voluntarily, Serco will take steps to evict 

you from our accommodation through a lock change notice being issued. Serco do not have to 

attend at Court to carry out an eviction as asylum accommodation is exempt under section 23A of 

the Rent Act 1984, and appropriate notice has already been provided in this Notice to Quit. 

However, Serco still reserves the right to refer the matter to the Courts should you fail to leave your 

accommodation.  

Any correspondence or communication in connection with this Notice should be sent to: 

Serco 

Serco UK & Europe (Compass) 

Clyde House 

Govan Road 

Glasgow 

G51 1HJ 

snifeedback@serco.com 

 

Service User Signature ........................................................................... 

Dated    ........................................................................... 

Serco Business - Commercial in Confidence 

Serco 

Clyde House 
209 Govan Road 
Glasgow, G51 1HJ 
www.serco.com 
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NOTICE TO QUIT (Serco Copy) 

«NASS_Reference» 

TO: «Service_User» 

OF:  «Source_Property» 

 

FROM: Serco 

OF: Clyde House. 209 Govan Road, Glasgow, G51 1HJ 

RE: «Source_Property» 

 

Serco hereby gives you notice that your right to occupy the Property under the occupancy agreement 

is terminated as from «Support_End_Date».   

 

If you fail to leave your accommodation on the date above voluntarily, Serco will take steps to evict 

you from our accommodation through a lock change notice being issued. Serco do not have to 

attend at Court to carry out an eviction as asylum accommodation is exempt under section 23A of 

the Rent Act 1984, and appropriate notice has already been provided in this Notice to Quit. 

However, Serco still reserves the right to refer the matter to the Courts should you fail to leave your 

accommodation.  

Any correspondence or communication in connection with this Notice should be sent to: 

Serco 

Serco UK & Europe (Compass) 

Clyde House 

Govan Road 

Glasgow 

G51 1HJ 

snifeedback@serco.com 

 

Service User Signature ........................................................................... 

Dated    ........................................................................... 
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mckayg
Text Box
Attachment (19/07/18)



   

11 
 

 Serco Internal 

ADULT PROTECTION REFERRAL FORM (AP1)  

 
A word copy of this form suitable for typing and printing can usually be found on the 

Local Authority/HSCP and NHS Adult Support and Protection webpage. 

ADULT AT RISK DETAILS (please PRINT details, thank you)                                                                           

NAME  DOB  
 

HOME 
ADDRESS 

           CURRENT 
WHEREABOUTS 

 

POSTCODE  
 

POSTCODE  

TEL NO:  
 

TEL NO:  

GENDER  ETHNIC 
ORIGIN 

 RELIGION  

 
COMMUNICATION NEEDS  
(please provide details including communication 
aids by the adult and specify first language if not 
English) 
 
 

 

GP NAME / ADDRESS  
 

 

REFERRER DETAILS (please PRINT details, thank you)                                                                           

NAME  DESIGNATION  
 

AGENCY            DIRECT DIAL 
TEL NO: 

 

EMAIL 
ADDRESS 

 
 

RELATIONSHIP TO ADULT 
BEING REFERRED: 

 
 
 

SIGNATURE  
 

DATE 
 

 

 

IS IT SUSPECTED THAT A CRIME HAS BEEN COMMITTED AND HAVE POLICE 
BEEN INFORMED? (Include date, time, known action taken etc.) 

 
 
 
 
 
 
 

mckayg
Text Box
Attachment (19/07/18)



   

12 
 

 Serco Internal 

DETAILS OF CONCERN (please PRINT details, thank you)                                                                           

1) IN YOUR OPINION IS THE 
ADULT ABLE TO SAFEGUARD 
THEIR OWN WELLBEING, 
PROPERTY, RIGHTS OR 
OTHER INTERESTS? (If no, 
please state reason) 

 
 
 
 
 
 
 
 

2) IN YOUR OPINION IS THE 
ADULT AT RISK OF HARM? (if 
yes, please state reason)        

 
 
 
 
 
 

3) IN YOUR OPINION IS THE 
ADULT AFFECTED BY 
DISABILITY, MENTAL 
DISORDER, ILLNESS OR 
PHYSICAL OR MENTAL 
INFIRMITY (if yes, please 
specify) 

 

GIVE DETAILS OF HARM (SUSPECTED / WITNESSED / DISCLOSED / REPORTED).  
DATES, PROTECTIVE ACTIONS TAKEN INCLUDE DETAILS OF ANY PREVIOUS 
CONCERNS.  (please use separate sheet if required) 

 
 
 
 
 
 
 

HAVE YOU (OR ANY OTHER 
PERSON) TOLD THE ADULT 
THAT THIS INFORMATION WILL 
BE SHARED WITH SOCIAL 
WORK OR OTHER RELEVANT 
AGENCIES 

YES / NO (delete as appropriate) If NO please 
state reasons 
 
 
 
 

 

DETAILS OF PERSON SUSPECTED OF CAUSING HARM (If known) (please PRINT 

details, thank you)                                                                           

NAME  RELATIONSHIP 
TO ADULT: 

 
 

ADDRESS           TEL NO  

DETAILS OF MAIN CARER / RELATIVE / POA / GAURDIAN (please PRINT details, thank you)                                                                           

NAME  RELATIONSHIP 
TO ADULT: 

 
 

ADDRESS           TEL NO  
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Statement by Serco on Asylum Seeker accommodation in Glasgow  

 

*For Immediate release* 
 
4 August 2018 

 

 
We believe it likely that our decision to proceed with lock-changes on the accommodation of six people whose 

asylum claims have been declined by the Home Office will be challenged in the Courts in the coming days.  We 

unreservedly welcome such a legal challenge, as it will enable all parties to clarify an area of Scottish law which 

has so far been untested; this is where tenancies/rights of occupation provided under Part VI of the Immigration 

and Asylum Act 1999 are specifically excluded from the protections of section 23 of the Rent (Scotland) Act 1984.  

This should mean that all parties will get clarity as to how the law will apply to people who refuse to move on 

from the free accommodation provided to them whilst their claims for asylum are being adjudicated.  We have 

strong legal advice that our approach is fully within the law, but we think it would be helpful for all interested 

parties to have the Courts confirm the position. 

 

In order to facilitate the path of a legal adjudication, Serco will:- 

 Extend the notice period by 21 days for the six people currently subject to lock-change notices; this will 

allow them more time to prepare their representations, or to move out of their properties. 

 Pause all further lock-change notices to other asylum seekers who have received negative decisions 

whilst the law is being tested and clarified.  This will also give stakeholders who support asylum seekers 

more time to prepare for what is likely to be an increase in the number of people seeking their help. 

Serco, which has been the subject of some pretty vile abuse over recent days, would like to take the opportunity 

through this statement of having a “right of reply”. 

 

1. By way of context, Serco cares for around 17,000 asylum seekers in the UK providing accommodation 

and welfare under contract to the Home Office. 5,000 of these people are in Scotland, and almost all of 

them are in Glasgow, which is the only area within Scotland that has been willing to extend help on any 

material scale to asylum seekers.  

 

2. The asylum system is established to provide a fair way of adjudicating the claims of people who seek 

asylum and protection in this country.  Not all these claims will meet the criteria agreed by Parliament 

and international convention, and there will be people for whom, at the end of a process that can last 

years, the answer is “no”. This means that they have no legal right to remain in the country, and are 
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expected to leave.  Many of the people, singles, couples and families, who receive these negative 

decisions are not unnaturally distressed, and some are vulnerable. 

 
3. Following a Home Office negative decision, which is subject to multiple stages of appeal, the failed 

asylum seeker is given 21 days notice that their taxpayer-funded support – which includes a daily living 

allowance and free accommodation – will be stopped.  What should then happen is that they leave their 

accommodation, and the country.  In practice, many of these people do not leave, which is not surprising 

because many of them have nowhere obvious to go and if they stay they continue to get free housing. 

 
4. At this point, Serco is put in an impossible position: nobody wants to make someone who is in difficult 

circumstances homeless, and in many cases our housing officers have been caring for these people and, 

often, their children, for months or years.  But Serco is neither a welfare agency, nor a charity; providing 

accommodation, paying the rent, rates, water, electricity and heating costs a lot of money, and the Home 

Office, as taxpayers would expect it to be, is rigorous about cutting off support once someone has 

reached the end of the process, leaving Serco to pick up the bills. 

 

5. In Scotland, we have, up until now, chosen not to evict people when the Home Office funding stops.  For 

reasons of humanity, decency and welfare, we have continued to provide free accommodation, entirely 

at our expense, to failed asylum seekers for months, even years.  We ask them to leave; we signpost 

them to agencies who can support them if they do leave; but we have not taken action to evict them 

except in cases of unacceptable behaviour.  As a consequence, we are currently providing free 

accommodation to around 330 people who have over-stayed their notice period; about 240 of them have 

received negative decisions; 88 people had their Home Office support stopped more than six months 

ago; two people have been with us more than two years.  In these respects the pro bono support we 

give to failed asylum seekers far exceeds that provided by the voluntary sector in Glasgow, and it is 

therefore extremely upsetting to be accused of being “uncaring”, “callous”, “ignoring the plight of 

desperate people”, and “putting profit before people”.  

 
6. We are now, unfortunately, going to have to change our approach, and we are forced to do so for two 

reasons:- 

a. The number of people who are over-staying, and for whom we are providing free 

accommodation, has almost doubled in a year, from 167 in August 2017 to around 330 now.  At 

this level, we simply cannot afford to continue. 

b. The unwillingness of other Local Authorities to follow Glasgow’s example in providing support for 

asylum seekers means that the supply of suitable housing is desperately tight.  There are around 

180 new asylum seekers arriving in Glasgow each month, at the start of their pathway through 

the asylum system; many of these people are themselves vulnerable and distressed, and in 

desperate need of housing.  But if the people who have reached the end of their pathway do not 
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move on, the new arrivals may have to be housed in hostels or hotels or other unsuitable 

accommodation; this is grossly unfair on the new arrivals. 

 

7. It is completely untrue to say, as some have claimed, that this issue has come as a surprise, or that there 

has been a lack of engagement.  Charities, officials, MPs and councillors who interest themselves in these 

matters, knew that there was a growing problem with over-stayers, and that we were going to have to 

act.  We have engaged with all the major stakeholders regularly on this issue, with numerous minuted 

meetings and email exchanges.  Shortly before the storm of recent publicity we agreed with Glasgow City 

Council a formal “Move On” protocol which sets out the procedure to be followed for lock changes.  

 

8. It is completely untrue that “mass evictions” were ever going to happen or even contemplated.  We 

wrote to stakeholders making it plain that we were planning to give lock-change notices to no more than 

six people in the first week, and twelve in the second.  Those who found it expedient to sensationalise 

for their own purposes a hugely sensitive issue and whip up sentiment by suggesting that hundreds of 

people were to be made homeless overnight have caused unnecessary concern and distress to the 5,000 

or so men, women and children being cared for by us in Glasgow.  Shame on them. 

Any asylum system has to have a way of supporting people who are unsuccessful in their applications.  So far, 

the main burden of this in Scotland has been born by Serco, and as a consequence hidden from public view.  But 

as the number of people refusing to move on relentlessly increases, as new asylum seekers enter the system, 

and as the supply of accommodation in Glasgow remains static, we just cannot continue to provide the amount 

of free accommodation we currently do.  

 

We commit that we will work energetically with Glasgow City Council, the Scottish Government, charities and the 

Home Office to ease the path of people as they move on at the end of their adjudication process.  We will 

continue to try to persuade other parts of Scotland to take their fair share of asylum seekers, rather than relying 

on Glasgow.   

 

We provide accommodation and care for some 17,000 men, women and children; nobody understands better 

than us just how much trauma many of those who seek asylum and protection in our country have suffered. Our 

Housing Officers see it in their eyes every day.  But we need to find practical solutions to a very serious, sensitive 

and difficult issue of how to manage those people who, at the end of the adjudication process, have not been 

granted the right to remain in this country and need to move on.  

 

Rupert Soames  

Chief Executive 
Serco Group plc 

 

Ends 
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For further information, please contact: 

 

Tel: ++44 (   

or  

Email: @serco.com 

 

Notes to editors: 

 

About Serco 

 

Serco is a leading provider of public services. Our customers are governments or others operating in the public 

sector. We gain scale, expertise and diversification by operating internationally across five sectors and four 

geographies: Defence, Justice & Immigration, Transport, Health and Citizen Services, delivered in UK & Europe, 

North America, Asia Pacific and the Middle East. More information can be found at www.serco.com 

http://www.serco.com/
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