
 

   

 

 

Wales Refugee and Asylum Seeker Advocacy 

Forum Minutes 

14th July 2020 - 1:00-3:00pm  

Venue: Online Zoom Meeting  

Minutes taken by: Sarah Allen 

 

Forum Topic:   Clearsprings (Home Office Asylum Accommodation Contractors) 

Guest Speaker: Clearsprings Representative - Operations Team Leader 

Members:  18 attendees (refugee/asylum seekers) 

Names and specifics have been removed in some areas to preserve the anonymity of 

members and guests. Where these remain, permission has been granted. 

Feel free to contact me at sarah@dpia.org.uk or on 07496 840 479 if you would like to make 

any comments or amendments to the minutes.  

If you are a Refugee or Asylum Seeker and you’d like to become a member of the forum, 

please fill in this form: https://forms.gle/tvhdKmSJjJY93msj9 

Minutes: 

1.  Sarah introduces the forum. She explains that we will be speaking to Clearsprings about 

issues that individuals may be facing, particularly since the coronavirus situation. The whole 

group in turn introduces themselves. 

Guest speaker:  Clearsprings Ready Homes Representative: Operations Team Leader Wales  

 

Guest professionals: Welsh Government, Asylum Matters, Public Health Wales, Newport City 

Council, Swansea Asylum Seeker Support 

2. Sarah shares follow up information from the last forum. Public Health Wales confirmed that 

information from Contact Tracing will never be shared with police or Immigration services. You can 

find multi-lingual versions of the Test-Trace-Protect summary at: https://gov.wales/test-trace-

protect-process-summary [Link put in chat] 

mailto:sarah@dpia.org.uk
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You should now no longer have to enter your National Insurance number to receive a coronavirus 

test. Get in contact with Sarah or PHW if you have an issue with this.  Call 199 to book a test for free 

if you have no phone credit. 

3. One member reports that she is living in a three-bedroom upstairs flat with her child and two 

teenagers. Her oldest is having mental health difficulties, and this has been especially hard over 

lockdown.  Her CAHMS Councillor wrote to the Home Office because it is hard to manage her 

daughter’s mental health in their current accommodation. She asks whether Clearsprings will move 

people at this time.   

- Clearsprings responds that because of Covid-19 they are unable to move anybody at 

present. After lockdown, then the case can be looked at and a new property considered. 

Please speak to your housing manager and migrant help to ask for the relocation after 

lockdown. 

4. A member says that she has been given one bedroom for her and her 2yr old child. Her 

manager previously said she would get a new room when the child reached 1 ½ yrs but did not 

get this. Asks what the regulations are because there is not enough space or privacy and she 

that sees other mothers have a separate room for their child.  

- Another member mentions that she has heard of this issue frequently. One mum she 

knows has a 6 ½ son living in the same room. It is a privacy issue as well as space.  

- Clearsprings says a mother and child can share up to 7 years old. After the child is 7yrs 

old, they would look over the accommodation.  

5. One individual asks what is the measures and precautions Clearsprings are taking regarding 

Covid-19. He reports that last week his housing manager came to the house without taking any 

health measures. He was wearing no mask, gloves or any other PPE. When confronted on this, 

the manager said that the rules were open to interpretation. The manager had let himself into 

the house and was touching things in the property. He said that this was fine as they were 2m 

apart. 

The individual said he reported this afterwards to Clearsprings. He questions what the 

communication is with housing managers on security measures and training.  

- Clearsprings responds that Housing Officers should not be entering properties 

unless it is an emergency. Welfare checks should be done from the doorstep. If they 

do come into the property they should be wearing masks and gloves (they have 

been issues with these).  

6. One member says that he is a gay man and he moved to this country for security reasons. He 

says it is an issue that the LGBT+ community often find themselves housed with the 

homophobes they escaped. Reports like Nation of Sanctuary had no mention of LGBT+ 

community issues. He is a part of Glitter Cymru (BME LGBT+ group in Cardiff). They have 

documented a lot of attacks and harassment from housemates. He asks whether Clearsprings 

and the home Office will create a safe space for LGBT+ individuals with their housing.  

- Clearsprings responds that they don’t provide accommodation for just LGBT+ people. 

They say if you have any harassment, that is against the law and you must report to 

police. 



 

- The individual clarifies that this is a recommendation for the future. He adds that it is 

anxiety inducing and they want to prevent homophobic attacks, not wait until they 

happen. This is a big issue for many of the LGBT+ community. Many have fled traumatic 

experiences. Instead of arriving in the UK and feeling safe and able to be open about 

their identity, many do not feel safe and have to close up and remain in their room. 

- Clearsprings responds that at present, unless the Home Office says anything different 

they do not provide accommodation for specific groups. 

- The individual brings up the example of a pre-op transgender man he knows who was 

sorted into a house full of cis-gender men. He states that this is not safe and against his 

human rights. He says that as a cis man he cannot imagine the anxiety and fear he faced. 

Are Clearsprings providing special accommodation for the trans community?  

- Clearsprings says they are not providing this. They say if you were to put in a request 

to the Home Office through Migrant Help and explain the situation, if the Home Office 

gave the go ahead then they could provide the accommodation for specific individuals.  

- Sarah mentions that as Clearsprings have been made aware of this issue regarding the 

safety and wellbeing of their service users, surely they have a responsibility to take that 

issue to the Home Office. 

- Clearsprings said that they don’t always get all of the information from the Home 

Office. He said to pass on the information of the individual after the meeting to pass to 

safeguarding. 

- The individual responds that this isn’t a singular case, but a whole community. 

- Clearsprings responds that they do not provide accommodation purely for LGBT+ 

individuals. 

- Welsh Government says that they are aware that this is an issue and that they raised 

this with the managing director of Clearsprings to ask if they would consider having 

accommodation for LGBT+ individuals and running a pilot to see if this would work. 

Clearsprings were open to try something, but with Covid-19 things slowed down. “As a 

result of this forum I will definitely go back and see where these conversations were 

and whether this should be restarted”. She tells the individual that although it’s not in 

the Nation of Sanctuary, it is an issue that they are aware of. She will follow up on this 

after the forum. 

7. A member said he is a teenager speaking on behalf of his mum and their family have shared a 

house with another family for 4 ½ years now. They would like to have a separate house and 

they have requested this 2 times.  

- Clearsprings said he should go to Migrant Help. They suggest there would be a case for 

him to no longer share with another family because of his age.  

- He clarifies that he has done this and it has been refused twice. 



 

- Clearsprings says there is nothing they can do, Clearsprings must get the go ahead from 

the Home Office before moving anyone. In addition, nobody is currently moving due to 

Covid-19. 

8. Clearsprings is asked whether there is an expected timeline on how soon relocations are 

going to start after lockdown ends.  

- Clearsprings responds that there will not be properties for people to go into until those 

who’ve had their asylum decision can be moved on. Issues are less likely to be with 

relocation, but with moving people on. Some families will be able to be moved into 

empty properties, but for others there will be little they can do until after these people 

are moved on.  

9. An individual asks if they are not satisfied with Clearsprings, who should they complain to? 

- Clearsprings responds that they should put in complaints through Migrant Help. It is 

recorded on their system, the Home Office will be informed and Clearsprings told. Don’t 

just speak to the Housing Manger as it won’t be logged.  

- The individual asks what Clearsprings does with the complaints. Are things dealt with? 

- Clearsprings responds that reporting to Migrant Help ensures that it cannot just be 

brushed under the carpet. It is tracked and you have to be answered within a certain 

period of time. 

10. One individual is living in house with her children and another woman who has 3 children. 

The house is not appropriate for families. The house is large like a hotel and the rooms are too 

far from each other to put children in. The family upstairs have 4 rooms but can only use 2 

because of this. If Clearsprings checked the house they would see that it’s suitable for single 

people, and not at all for families. They should check more than if there are enough rooms, but 

if the rooms can be used effectively.  

- Newport Council notes that The Home Office does not approve a house as a House in 

Multiple Occupation, that is done by the Local Authority. As the lady lives in Swansea, 

the Local Authority’s Housing/Environmental Health department needs to be 

informed. 

One the Local Authority is informed they would do an assessment, and she should 

explain to them what the issues are. 

- Clearsprings said to Sarah to pass on the details after the forum for them to follow up. 

11. One member says that when they first arrived in their shared accommodation there were 

no locks on the doors. She had to do this because my housing manager wouldn’t help. Now she 

trusts the family, but sharing sometimes has problems and this wasn’t good. 

12. A member mentions that during lockdown a lot of normal social life stopped, so people have 

been relying on internet access for social interaction. The Home Office only provide £35-39 a 

week. To have limited internet access with Three you’d have to pay £35 a month. This is a lot of 

our budget. He asks whether the Home Office and Clearsprings are looking into giving internet 

access to asylum accommodation, especially since the internet became a human right in 2011  



 

[Nuanced information: Check your facts]. He says that providing TVs in accommodation would also 

help with anxiety and be stabilising. 

 - Clearsprings says that they do not provide WiFi. 

- The individual clarifies that he knows the do not provide, but that it is a suggestion for the 

future. 

- Clearsprings says that “even in the future we’re not going to provide Wifi”. 

- Sarah mentions that a main discussion in last month’s forum was around public health 

information. In the forum it was noted that the best way of being able to access up to date 

translated advice would be online. However, many cannot access this because of low 

levels of asylum support. It was noted that having Wifi provided would give access to 

essential information such as this. Sarah asks if this something that Clearsprings and the 

Home Office are currently discussing or considering.  

- Clearsprings responds that no, they wouldn’t do that. He suggests putting the request into 

the Home Office. That is not something Clearsprings would discuss, but wait for the 

authorisation. He says if the Home Office told them to provide it, then that would be 

something they’d do. 

He mentions how local councils have helped children with accessing WiFi and devices.  

- Public Health Wales says that the issue of people not having access to internet has been a 

major concern for people throughout the lockdown period. She says that she has written 

evidence of the frustrations it’s causing them as a public health agency. People not having 

internet access prevents them from getting messages out effectively. The Wales Strategic 

Migration Partnership has put in various pleas to the Home Office to try to facilitate internet 

access. This hasn’t got anywhere yet, but it is an issue we are concerned about and trying to 

change, but have often been hitting a brick wall. We have been trying to find ways to get 

messages out without the internet, because it is such a barrier for people. 

- Newport Council said that as 'Local Authority migration leads' they have advocated for 

internet access for people seeking asylum, and that they have asked the Home Office and 

Welsh Government. 

- Welsh Government say they are exploring options of access to the internet as well. It is 

high on their list of things they are looking into. 

- Sarah asks members whether they would like to invite the Home Office to next month’s 

forum. The group says yes, one member saying that her asylum seeker friends are tired of 

these issues being raised with no solution.  

13. A member asks Clearsprings whether if someone can afford to have a connection, is there any 

barriers into having these? 

- Clearsprings says no, if you are able to get yourself this and pay for it yourself, then that 

would not be something Clearsprings would stop you doing. It is just something they don’t 

provide. This is the same for things like TVs and licences.  

- A member says that she has known many asylum seeking friends to be refused a TV in the 

house by the landlord. Clearsprings said this should not be an issue as long as you have a 

license. 



 

- An entry in the chat mentions that it is almost impossible for asylum seekers to get a TV 

licence or broadband as they would need a bank account. 

14. Another member agrees with the prior point about LGBT+ individuals. She mentions that in 

Swansea suicide is an issue for LGBT+ individuals as they receive no help. They run away from their 

country for safety and freedom, then are stuck with people who threaten this. She hopes that 

something can be done about this.  

15. A member brings up the lack of hygiene when people receive their accommodation. She says 

many asylum seekers complain about how much cleaning they must do before they have a 

reasonably clean house. “Is there something Clearsprings can do where if one person leaves the 

house they can clean before the other?” 

-Clearsprings replies that before the next people move into the property it is cleaned and 

painted before the family move in. 

- The member disagrees. She says she has been to maybe 100 houses and perhaps 10% 

were clean. She said most houses you couldn’t live in it. She notes that many are old, and 

cannot deep clean the houses sufficiently to be hygienic. With one couple they complained 

and they moved them. She says she knows he says they paint and clean, but she doesn’t 

think this is true.  

- Clearsprings says after they have cleaned the property it is up to that family to keep that 

property clean. They say they will help as much as they can with this. 

- The member asks if it’s also their responsibility to clean the mess of the person before 

them if they left the house so dirty.  

- Clearsprings said that they clean the property before the individual is moved in. After 

moving in it is the responsibility of that individual to clean this. He says they do not provide 

cleaners.  

- The member clarifies that she doesn’t want a cleaner, she just wants clean conditions 

when moving in. The housing isn’t always even fit for animals. She says bathrooms are dirty 

and the sealant is broken. Sometime accommodation isn’t safe, with electric wires etc. and 

it takes the manager a long time to come and change the house.  

- Sarah mentions how a member has just emailed them photos of her house when she 

moved in with her 8 month year old child [see Appendix I]. These were sent to highlight that 

the house was not painted or cleaned sufficiently before the family moving in.  

- A member says that through her personal living situation and from volunteering with 

many asylum seeker support organisations over the last 3 1/2 years, she has seen hundreds 

of cases where there has been no cleaning between the tenants. Even when people try to 

clean by themselves it is not enough. She mentions that vacuum cleaners are not provided. 

Rubbish from the last tenants has to be piled in gardens which causes pest issues. 

Clearsprings has said many times before in these forums that they clean between, however 

this is an ongoing issue. 

- Sarah notes that it was around the same time last year in a forum with Clearsprings this 

same issue was raised. It is asked that Clearsprings take these comments back, as although a 

full clean and paint between tenants may be what is supposed to be happening, the 

comments heard today suggest that for many it isn’t.  



 

- The Clearsprings representative says he will take back their comments that properties 

aren’t being cleaned properly. He suggests that if you aren’t satisfied with the cleaning, a 

complaint should be made to Migrant Help when you first move in.   

- A member says that she feels that many complaints aren’t heard. Most make complaints, 

but they are not heard. 

16. One individual says how they have been speaking about dispersal accommodation, but initial 

accommodation is even worse. He says he feels he has been developing back issues because of how 

bad the quality of the mattresses is. He said he has forgotten the meaning of comfort and sleeping 

well because of the bed provided by Clearsprings. Unfortunately, wasn’t possible to get his own 

mattress to replace as the manager asked him to throw it away.  

He feels that human rights are only a word on paper when it comes to asylum seekers. He becomes 

emotional and angry when talking about it, as he feels that every time they speak up about their 

issues, it is brushed under the carpet. He feels that this conversation has been happening for years, 

but nothing has been changed. 

Even when he complaints are made, they are fixed at the lowest possible standard. He has 

complained about the quality of the mattress and has had it replaced twice in last 2 years and the 

issue is still ongoing. The springs in the mattresses are horrible. He says that we have a health 

expert here and he’s sure she could highlight the need of a good sleep when it comes to mental 

health. He says we know asylum seekers face mental health issues and this is adding to the problem. 

-  Another individual says this is true, her husband and herself have been sleeping on the 

floor for many months now. The children sleep in the bed, but they cannot because they 

have bad backs from the bed they were given. This is after having changed the beds two 

times in the last four years. They feel like they can’t ask for more, but says “as human beings 

do we deserve to suffer like this?” She says we would appreciate the Home Office spending 

some money to give asylum seekers some sort of comfort whilst sleeping.  

- Two more members in the chat say they have also experienced bad back from the 

mattress. One says this was so bad that at one point she was frequenting the hospital.  

- Clearsprings responds that the type of mattresses they provide probably aren’t the best for 

a long time. If an individual has a specific problem which means they need specific items, get 

that information from the GP and that letter can go into the Home Office. We only provide a 

specific bed or mattress without this.  

- Sarah mentions that at least 4 of the forum members here today have said that the 

mattresses have caused them health issues. Surely, it would be wasting GP time to get 

individual letters for something that is a common problem, as the issue is from the bad 

mattress causing health issues not from pre-occurring health issues. 

- Clearsprings responds that as soon as the mattress starts dipping, the springs are going etc, 

report this to the housing manager who will request new ones. “It doesn’t matter how 

many times we change the mattresses; we will help as many times as we have to” 

- Sarah says surely it would therefore be more cost effective to provide a better standard of 

mattress, that lasts for longer. 

- A member says when they informed the manager the mattress was replaced promptly, but 

after just a couple of months it was breaking and they had the same back pain again. The 



 

issue is with the quality of the product. She adds that the issue is not only with the 

mattresses, but the single metal beds provided with this. “This would be fine if the Home 

Office would move people on through each stage quickly, however I myself have had four 

years in this house. I know other who have been in the same accommodation for seven 

years. Imagine you have to sleep on two single beds as husband and wife, would you do 

that? It is about treating people as human beings. I know companies have business plans, 

but it’s about treating people with dignity.”  

- Asylum Matters write in the chat that they have some resources on their website about 

what Clearsprings and other accommodation providers are required to provide under their 

contract: https://asylummatters.org/2019/11/19/launch-of-new-aasc-and-aire-resources/ 

17. One member says that they are wanting to share their issues, not to say that the Home Office 

isn’t helping them. She says this country saved her life and she appreciates the help given, her 

country would have not done the same, but there have also been issues. Some are living in a good 

house with good conditions, for some others this is not the case. She wants to clarify that these 

aren’t complaints but making Clearsprings aware of these issues and wants to thank everybody that 

has been helping them.  

- Another member says he feels this is a complaint and he is complaining. He says the UK is a 

developed country so shouldn’t be compared to some of the countries we arrived from. He 

says “We are not asking for sympathy, but asking for our rights. We should be able to hold 

a service provider accountable for human rights infringements. The issue with the Home 

Office is dealing with numbers not human beings. We are being helped, but if we are not 

asking  for our rights, nothing is going to change. We need to complain for change. The 

Home Office have been torturing me mentally, and with the beds they are providing, 

physically. So for me, yes this is a complaint.” 

- Sarah says that these forums are here to talk about the good things, but is also a safe place 

to talk about the bad. The forum is here to tackle the issues and cause change so please do 

not feel guilty for speaking out on this. 

18. It is asked whether there are any plans in place for moving on those who have been given 

refugee status, but are still in asylum accommodation due to the coronavirus lockdown. 

- Clearsprings that until the Home Office allows people to move on people will be remaining 

in the asylum accommodation. Until the council are able to move people on, they will not 

be able to move people from the properties. If they have something sorted, they will be 

allowed to go. Do not stop trying to find your accommodation at present, keep looking. 

- Newport Council says that it partially depends on councils to be able to move people on to 

accommodation. As a council representative she says that they are still waiting for 

information from the Home Office, so it isn’t only the council, but the Home Office that 

must give us this information before we can find properties that would be suitable for 

them. If people are able to find accommodation themselves, please contact the Welsh 

Refugee Council as they ensure that if you find accommodation, that you have a proper 

tenancy agreement etc.  

19. Another member says that she lives in a house with two other women, one whom is bullying 

them and has taken over the communal spaces and filled it with her things. She asks if Clearsprings 

can help. She has already reported to Migrant Help and the housing officer. 

https://asylummatters.org/2019/11/19/launch-of-new-aasc-and-aire-resources/


 

- Clearsprings says speak to Migrant Help and Housing Officer. [Individual’s WiFi stops so 

cannot respond]. 

- Another member says that she has not found it useful communicating with Migrant Help. 

She says she has a good manager so she puts her issues to him and they are fixed quickly. 

With Migrant Help she has to call at one or two am, because if she calls during the day she 

will be waiting to speak for hours.  

- Clearsprings says you can continue speaking to your housing officer, but if you’re having no 

joy, under the new contract you can contact Migrant help. That way it will get recorded and 

they have to give an answer.  

20. A member says that his Housing Officer has visited him once during lockdown for a welfare 

check. They wanted to move him to a different city due to [medical reason], and phrased it as if he 

has no choice. They didn’t consult him but he said no to moving. The next week a taxi arrived to 

pick him up but he refused to go. [This wasn’t responded to at the time, but was followed up after 

the forum]  

21. An individual has been living in his house for two years along with his partner and two young 

children but there are lots of housing issues. He said that he has repeatedly called his manager and 

Migrant Help for about three months now. His manager does come, but only takes pictures and 

nothing is done. He switches the camera and shows the issues throughout the house. The issues he 

shows include: 

 Boiler has broken and no hot water 

 Missing bannister post on stairs on house with toddler (stair guard at top only) 

 Mould and damp on walls  

 No curtains or curtain rail on bedroom window 

 No glass, just thin plastic on one window 

 Couple given two single beds, not a double 

 Laminate floors as slip risk for a toddler. 

 Tears in laminate flooring 

 In places the laminate flooring is pulling up, the floor beneath is very dirty 

 Loose wiring running across floor 

 Broken curtain rail 

 Garden full of rubbish, and not suitable to take children into  

 

[After the forum Sarah communicates with Clearsprings and action is taken to ensure the family is in 

safe housing.] 

 

22. Many have said they have had issues with the cleaning and general standard of the houses. 

Clearsprings is asked what steps they will take in making sure a houses are suitable before a family 

move in.  

- Clearsprings say that there is not a lot they can do at the moment as they are not able to 

access properties unless it is an emergency. People should not be living in accommodation 

like that, so issues should be reported to Migrant Help or the housing manager. 

23. One member recommends that Clearsprings train their housing managers on communication 

and how to speak with vulnerable people such as the LGBT+ and trans community. He says that 

when he first moved into accommodation three years ago, the manager threatened him with saying 



 

that he was a former police officer. This was conveyed as a threat through his tone of voice, body 

language. He said the manager was being provocative even though he wasn’t looking for trouble. 

There should be training for how to deal with vulnerable communities such as the LGBT+ 

community. Many in our LGBT+ group have said they have experienced similar issues with their 

manager and/or housemates. “I am worried that Clearsprings or the Home Office will not act on 

this situation until someone gets killed. We need to look at prevention.” 

24. Two members said that they have personally had a good experience with their housing officer.  

24. The group thank the Clearsprings representative for attending. They say that they don’t mean 

these as personal criticism, but as of the company instead. They say they appreciate him coming 

and engaging in the discussion and giving them the opportunity to speak about their issues.  

 

 

End of Meeting 

  



 

Appendix I 

These are photos sent by one member, of her house when she moved in with her 8 month 

year old child. She gave permission to share these images.  

 

  



 

 


