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Annual Evaluation of the BRS Mentoring Programme  

for Adult Refugees in 2020 

Introduction and Programme’s Objectives 
 
The mentoring programme was launched in January 2020.  As part of AMIF’s ‘Journey to 
Integration’ Project, the Mentoring Programme is aimed at individuals with refugee status in 
the UK.  The target of AMIF mentoring has been to reach 20 refugee mentees and match them 
to 20 locally resident volunteer mentors.  Each mentor has been expected to complete 6 
sessions in total with their mentee.  The programme is part of an integration scheme, and it 
has therefore aimed to improve refugees’ integration by helping each mentee reach their own 
target that will allow them to: 
 
• Learn about their rights and how to access services including benefits 
• learn about life in the UK and/or improve their language 
• Improve their employment potentials or pursue education.  
• Improve their social life 
• Improve their emotional well-being by enhancing their confidence and self-esteem 
 
 
It is worth mentioning that the programme faced a major challenge in 2020 with the onset of 
the COVID19 crisis 6 weeks into its launching.  Hence, most sessions have been conducted 
through video conferencing except for the few times when face-to-face meetings were 
permitted. Moreover, most mentees have had to deal with the extra burden of lockdown, which 
has not only affected their planning and targets in general, but also their mental health in 
particular, causing them much loneliness and isolation.  This has been reason why mentors 
were continuously instructed to be flexible in their mentoring and concentrate on their 
mentees’ emotional wellbeing. 
Regardless of all challenges, the programme has been able to receive a total of 29 mentees and 
match them with 29 volunteer mentors of various backgrounds and experiences.  This report 
is a basic annual evaluation to assess the efficiency of the BRS mentoring programme by 
measuring the attainment of the mentees’ integration. 
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Evaluation Objectives & Methodology  
 

The evaluation was divided into two parts; the first was related to the programme’s objectives and the 
second was to assess the efficiency of its operation.   

The first section was conducted in line with the programme’s definition and objectives, where it aimed 
to measure the overall integration improvement for each mentee.  The objectives were to assess the 
improvement of five integration indicators that were:   

 Self confidence 
 Work/Study  
 Social bridges 
 Knowledge of benefits and rights 
 Language/culture 

The above five indicators were based on the Home Office Indicators of Integration framework 20191 
and its interactive toolkit2, which provide indicators to promote and measure integration (p13).  The 
2019 framework presents 14 domains of integration that are distributed under four main headings: 
Markers and means; social connections; facilitators; foundation.  The tool indicates that not all 14 
domains need to be used and that relevant domains to each programme can be chosen (P 24).  Based 
on that, I have created a questionnaire to measure the above four domains; work/study (under 
‘Markers and Means’), social bridges (under social connections), knowledge of rights (under 
foundation); language/culture (under facilitators).   In addition, I have added a fifth pillar for ‘self-
confidence’ to be measured based on the findings report by UNHCR entitled ‘A New Beginning - 
Refugee Integration in Europe – September 20133’ which was the outcome of the Refugee Integration 
Capacity and Evaluation project. The findings of the report indicate that most participants described 
the harmful effect of the arduous asylum process that renders them with low self-confidence by the 
time they become recognized refugees (p76, p87). The report mentions the relation between lack of 
confidence and other integration aspects such us learning new skills, mastering their host society’s 
language, and building friendships (P90).   The report also states that women refugees had more self-
confidence after completing the host country’s language courses as they felt more organized and 
competent in taking on education or doing simple tasks (UNHCR, p90).  The Refugee Agency indicates 
in their report that as refugees form more social networks with their host society, they boost their self-
confidence, and their integration and sense of citizenship improves accordingly (UNHCR, p97). This 

                                                        
1https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/835573/home-office-indicators-
of-integration-framework-2019-horr109.pdf 
2https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/856304/home-office-integration-
interactive-toolkit-2019.pdf 
3 https://www.unhcr.org/52403d389.pdf 
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is in addition to how access to work has improved refugee confidence (UNHCR, p90 & p128).  Finally, 
the report findings explain the impact of the way refugees receive and find out about their welfare 
support and other related information (UNHCR, p91) on their self-confidence and integration 
accordingly. 

I have therefore created five measurable integration pillars in a simple questionnaire, and I have 
conducted semi-structured interviews with 24 mentees, where they were asked to rate each one of the 
five indicators before and after their mentoring. Moreover, I have preceded these with a weighting of 
these five pillars, where the mentee indicated each of them by rate of importance to them.  This is 
because the mentoring process was tailored to each mentee’s target/goal and priority. It is worth 
mentioning the importance of keeping the questions simple and short, which made it easier and more 
time efficient for mentees to participate.  Out of 29 mentees, 24 were able to participate as three 
became unreachable after their mentoring, and 2 had either emotional or mental health needs that 
prevented me from conducting a well-structured interview with them.   

In order to simplify the readings of the results, I have constructed an integration index to reflect the 
overall improvement for each mentee. This index was based on the average of the five selected 
indicators weighted by their level of importance for the mentees as mentioned above.   

The second part of the evaluation was based on the operational objectives of the programme. In order 
to do that, both mentors and mentees were asked questions related to the programme’s operational 
efficiency.  For mentors, a volunteer exit questionnaire was created and its link was sent to each 
mentor upon completion of their mentoring to assess sessions’ efficiency (number of sessions and 
duration), and volunteer satisfaction (by asking if they would mentor again). A total of 20 mentors 
participated.  In addition, a mentor volunteers’ performance index was created to assess each mentor’s 
performance as a volunteer according to five performance aspects based on mentors selection criteria 
and programme’s objectives.  As for mentees, additional operational related questions were added to 
their questionnaire, inquiring about communication efficiency by BRS, sessions’ efficiency, and 
mentors efficiency (by asking about their mentor’s a) commitment and dedication and their b) 
knowledge and experience).    
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Findings 

Mentees integration 
 

Figure A shows the Mentees Integration Index, which was weighted according to each mentee’s set 
priority among the five pillars at the beginning of their mentoring.   Each mentee’s integration level 
was formulated according to their ratings when replying to the evaluation questionnaire.  In order to 
do that, a formula was created to calculate the weighted average of all five pillars against their level of 
importance for the mentee. The Mentees integration index shows that the integration of the 24 
mentees improved after their mentoring sessions except for one mentee who remained almost the 
same.  This mentee (RM10) explained that the COVID crisis caused them more isolation and 
loneliness, and then they gradually lost interest in their mentors’ sessions.   Another mentee, despite 
improving in her overall integration, failed to reach her planned target with her mentor; RM05 
explained that their mentoring did not go as planned, ‘I don’t consider I really benefitted from my 
mentor4 because of my circumstances which is my sudden pregnancy…’   

                                                        
4 Omitted mentor’s name 
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Figure A 

 

 

 

Figure B shows the total integration index, which includes the average for each of the five integration 
indicators/pillars, covering all mentees.  In addition, the figure shows the total average integration of 
all mentees.  
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Figure B 

 

 

All integration indicators have improved and the highest improvement has occurred in the mentees’ 
self-confidence. One of the mentee participants described the impact of their low self-confidence on 
their lives, ‘being in a totally new environment as a refugee had some impact on my self-confidence 
but I would accept it as normal phenomena in circumstances such as mine… my engagement with my 
mentor has really improved how I could engage with people which has a direct impact in improving 
my confidence’ (RM25).  When asked about the best aspect about their mentoring, another mentee 
said it was ‘improving my self-confidence. She showed me I can be an expert and have an identity in 
this country she helped me find my vision of my life in the UK’ (RM17).  

The second highest improvement among integration indicators has been the ‘work/study’ that 
represents employment or enrolling in education, depending on each mentee’s target.  Some of the 
mentee participants were able to secure employment after their mentoring.  Other mentees explained 
how their mentors were able to help them understand their potential in the labor market as one 
mentee described it, ‘I was fine with cleaning jobs before my mentor 5 but after our sessions I found 
out I can accomplish more’ (RM17). Another mentee explained how their mentoring sessions made 
them change their mind about their career path in the UK as they realized they would not be able to 
accomplish the necessary requirements; in their own words ‘I decided not to practice medicine after 
sessions because I found out its too difficult’ (RM03).  Another mentee found their sessions to be 
educating and informative, because their mentor helped them ‘…create a CV from scratch’ (RM08).  
A different mentee said when asked about the best aspect of their mentoring, ‘the way she improved 

                                                        
5 Omitted mentor’s name 
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my CV’ (RM28).  An additional mentee stressed that the best aspect about their mentoring was 
‘updating my CV and how to conduct job applications’ (RM21).  Other mentees managed to enroll into 
university to pursue their higher education, while others were able to register for postgraduate courses 
as a mean of resuming their career in the UK.  A mentee, who used to be a lawyer back home, was 
looking to pursue an immigration related course and explained how their mentor helped them get into 
university, ‘she’s helpful and kind.  When I started I didn’t know what I wanted to do.  Which Uni or 
how to apply and which course is better. She’s an immigration lawyer and so helped me know what I 
need to study (RM15)’.  

Next has been how mentees improved their knowledge about their rights and benefits in the UK.  One 
of the mentees who managed to secure a student loan through the Student Loan Company with the 
help of their mentee explained how much they learned from the sessions and how their mentor gave 
them an ‘opportunity to learn about the system, how to approach professional organizations and how 
to write letters and emails officially’(RM25).  Another refugee mentee, who recently got their status 
after more than 3 years in waiting, was grateful their mentor let them know about various benefits for 
them as mother and daughter. ‘I didn’t know most of my benefits’ (RM11). 

In terms of Social Bridges, which is how well refugee mentees were able to bond with individuals in 
their host society, so many participants clarified that their mentors helped them achieve that in 
different ways.  A young mentee expressed how their mentor helped them get into a boxing club, ‘she 
took me to the club herself’ (RM26).  Another mentee explained their previous isolation, ‘I only used 
to see friends of my daughter when they visited’ (RM01), and that their mentor helped improve their 
social life. In addition, many mentees became friends with their own mentors, which helped them 
conquer their loneliness and isolation. 

Finally, many mentees have improved their English just by engaging with their mentor.  A young 
mentee (RM24) was remarkably speaking and understanding English better during their evaluation 
interview as opposed to their assessment a few months earlier.  Another mentee who wanted to 
improve their language explained their experience,’ I passed my exam.  And my conversation with a 
British person gave me a lot of confidence.  She built up my confidence so I felt more relaxed’. After 
successfully passing the B1 exam, the mentee goes on to explain. ‘I was thankful because my emotional 
wellbeing improved a lot.  I was offered help for no return (RM01)’. 

On the other hand, two mentees – not among the participants in this evaluation - were not very 
cooperative during their mentoring sessions as they failed to show up in a timely manner to most of 
their sessions.  These same mentees became unreachable after their mentoring.  Moreover, one 
mentee (RM22) expressed their dissatisfaction with the knowledge of their mentor and felt they might 
stand a better chance with a more knowledgeable mentor later on. In fact, this mentee showed 
improvement in their integration indicators yet felt they still needed better help to resume their career 
as electrician. 
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Operational efficiency 

 

Mentor volunteers’ Performance 
In order to assess each mentors performance and determine if they would be suitable to mentor again 
if they wish so, a mentors performance index has been created where each mentor was rated based on 
five performance indicators devised from the mentors training requirements, mentors selection 
criteria, and the programme’s objectives.  The mentors performance indicators are timeliness 
(mentors were required to report to the mentoring coordinator and organize their sessions in a timely 
manner), communication (mentors were briefed about the importance of being responsive and 
communicate efficiently with their mentee and the mentoring coordinator), commitment and 
dedication (mentors were selected based on a sincere commitment to help others), knowledge and 
experience (mentors were selected based on their knowledge of various services in general in the UK 
and on specific related expertise), and the impact/outcome of their mentoring on their mentee’s 
integration. 

Figure C 

 

Mentor Timeliness Communication
Experience and 

Knowledge
Commitment and 

Dedication
Impact/Outcome Result

MV07 5 5 5 5 5 5
MV17 5 5 5 5 5 5
MV15 5 5 5 5 5 5
MV23 5 5 5 5 5 5
MV10 5 5 5 4 5 4.8
MV25 5 5 5 5 4 4.8
MV28 5 5 5 5 4 4.8
MV16 5 5 4 5 4 4.6
MV21 4 5 4 5 5 4.6
MV29 5 5 4 5 4 4.6
MV26 5 5 5 4 4 4.6
MV18 5 5 4 4 4 4.4
MV11 3 4 4 5 4 4
MV24 4 5 3 4 4 4
MV19 5 5 3 3 3 3.8
MV13 3 4 3 5 4 3.8
MV04 3 3 4 5 3 3.6
MV14 4 4 4 3 3 3.6
MV03 4 4 3 3 2 3.2
MV02 3 2 3 4 4 3.2
MV08 3 2 4 4 3 3.2
MV09 3 4 3 3 3 3.2
MV27 2 3 3 4 4 3.2
MV12 2 3 2 4 4 3
MV22 4 4 1 3 2 2.8
MV20 1 2 4 3 3 2.6
MV01 2 1 5 2 1 2.2
MV06 1 2 4 2 2 2.2
MV05 1 1 2 2 1 1.4

Mentors Performance Index
1 to 5 where 1 is very poor and 5 very good
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During their evaluation, 23 mentees answered yes to a question if they thought their mentor was 
sincere in offering their support.  One mentee declined to reply to all operational questions as they 
said they had lost interest in their mentor’s sessions because of COVID.  Moreover, 22 out of 24 
mentees were happy with their mentors’ knowledge except for one mentee who answered ‘somewhat’ 
to the same question.  RM05 said that their mentor ‘helped as much as she could I suppose’.   

As for the mentors themselves, 19 out of 20 participants said they would recommend the programme 
to their colleagues and 18 out of 20 mentors said they would mentor again, while one answered ‘no’ 
because of time commitment and another answered ‘maybe’ for the same reason.  One mentor 
explained that a new experience with a new mentee would be agreeable because ‘I would be interested 
to compare the dynamic’. In addition 12 out of 20 mentors rated the programme as very good and 8 
as good.  A mentor described their experience, ’It has provided me with a unique insight into the 
everyday challenges of my mentee. It also provides me with an opportunity to apply my skills and 
expertise to help benefit my mentee’.  Another mentor said, ‘I believe it is really important to learn the 
experiences and challenges from refugees. This is an opportunity not only to help someone by just 
sharing the ideas and opinions but also to learn and improve yourself’. Some mentors described their 
mentoring as ‘a pleasant journey’ and others described it as ‘a fulfilling experience’. One mentor also 
expressed their fulfillment, ‘I feel this is valuable work’. Another mentor explained why they thought 
the programme was efficient, ‘…it really helps refugees with loneliness. It also helps refugees to look 
for jobs and college courses’.  One mentor explained how the mentoring sessions helped them improve 
their skills, ‘My mentee and I had a very open and trusting relationship. This enabled an easy 
interaction between us without any judgments, and I cherished it very much because it helped me 
improve my listening skills and become more patient’.  

Mentoring sessions 
Both mentors and mentees were asked questions about the mentoring sessions’ efficiency.  Most 
mentees (16) answered ‘yes’ to if they thought the number of sessions was sufficient, while six thought 
they needed more sessions and one thought they were ‘somewhat’ enough.  As for mentors, 11 out of 
20 said the time they spent with their mentee was enough.  Another 6 thought it was somewhat enough 
and 3 thought it was ‘not really’ enough.  Mentors explained the challenges of conducting these 
sessions over zoom and mentoring during the COVID crisis.  However, others were more flexible in 
their mentoring to try and find ways to assist their mentee as one mentor put it, ‘It is impossible to 
solve everything within a few weeks or months especially because of the current pandemic. However, 
at the beginning of our interaction, I asked my mentee what he wanted in life for the time being: his 
aspirations; what hobbies he likes etc. With this information, my mentee and I were able to organize 
ourselves promptly in order to achieve some of these goals’. Another mentor, who kept in touch with 
their mentee after officially completing the required number of sessions, expressed their willingness 
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to keep supporting their mentee, ‘I feel that my mentee 6and I have only just got started and that there 
is a lot more that could be done’. 

BRS monitoring 
The programme was monitored regularly and communication was kept with both mentors and 
mentees. Out of 24 mentees, 22 said they were happy with the level of communication they had with 
BRS, and all mentor participants said the coordinator was ‘always’ accessible and communicated with 
them in a timely manner. As one mentor explained, ‘The coordinator was always available to answer 
any questions that I needed to guide me on my mentorship journey. Moreover, the coordinator was 
outstandingly very encouraging which motivated me to enjoy my role as a mentor‘. In addition when 
mentors were asked about their induction and training prior the start of their mentoring, 18 thought 
they had adequate information while 2 mentors said they ‘somewhat’ has adequate information.  In 
addition, one mentor stated they could have benefitted from more ‘resources that focused on specific 
mentoring techniques that could be useful to different clients’.   

  

                                                        
6 Omitted mentee’s name 
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Challenges and Constraints 
 

Based on observation and monitoring, four mentoring matches faced difficulties during 2020.  One 
match was where a mentor was not able to communicate with their mentee and keep them interested 
in attending the mentoring sessions, ‘It was initially good, but then all of a sudden I lost her 
engagement and interest in communicating with me and sharing her thoughts.’ Another was when a 
mentee was struggling with their own mental health condition in addition to their challenging 
domestic situation, thus becoming overly dependent and demanding of their mentor.  Hence, it is 
important to stress the importance of preparing a mentor when their mentee has had special 
circumstances such as trafficking or extreme mental illness.  The third was when a mentee faced 
unexpected challenges such us her own pregnancy. Finally, the fourth match had minor issues where 
a mentee felt they needed a more experienced mentor, but they appreciated their help nonetheless.  
All the same, these last two matches managed to improve their integration through their mentoring, 
but they may have needed additional support due to their circumstances and/or their particular 
integration target. 

In addition, mentors expressed during their bi-monthly meetings with the mentoring coordinator that 
they found it challenging to conduct their sessions virtually without meeting their mentee face-to-face 
at least once, ‘Overall we had a good relationship but I felt that not being able to meet face-to-face due 
to the pandemic did limit the amount we were able to build up a rapport’.  However, this was resolved 
as most mentors were able to meet up with their mentees eventually.  Nevertheless, this can be added 
to the mentors’ training as an aspect about the importance of meeting their mentee safely at a certain 
point during the mentoring.  Some mentors also struggled sometimes with mentees who had no aim 
in their integration and simply wished to improve their lives in the country.  In such cases, the mentor 
was advised to navigate their mentoring towards helping their mentee find a target rather than reach 
one, as this in itself can be a step closer towards integration.  

Another challenge was accepting mentees who couldn’t speak English.  It was very difficult to assess 
mentees that couldn’t speak English on a basic level.  Hence, a mechanism was created where such 
cases got referred to ESOL first and returned back to mentoring.   

Finally, the mentoring coordinator had to deal with the sudden ghosting of some mentors and mentees 
during the course of their mentoring.  With mentees only two cases became unreachable but only after 
they’ve completed their mentoring.  As for mentors, the cutting of all communication was more 
common, which resulted in the re-matching of two mentees with new mentors.  This might have been 
due to the nature of their recruitment, being unpaid volunteers. Having said that, the ghosting of three 
out of a total of four volunteer mentors, who ceased all communication, was later on revealed to be 
due to illness.  
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Conclusion 
 

Despite the programme’s moving into a virtual mode in March, which was around a month into its 
launch, it was able to serve more than its targeted number of mentees and recruit more mentors 
accordingly (29 mentees and 29 mentors).  Although working virtually has presented many 
challenges, it has also provided more flexibility in the recruitment of mentors, the provision of 
mentoring, and the setting of the mentoring sessions.  Of course, face-to-face mentoring has taken 
place when possible, and it has provided better rapport and bonding.  Yet, those who haven’t been 
able to accomplish that have expressed their happiness for easing the crisis’ impact upon their 
mentees by other means of communication.  

Based on mentors’ and mentees’ feedback, the programme might consider increasing the number of 
sessions in an optional manner, especially with matches made early in the year.  Moreover, more 
consideration will be given to mentees who suffered a traumatic event, as well as warning their 
mentors that despair might cause them to decline and become introverted in their response.  Indeed, 
it has been a difficult year for refugees in particular, who have struggled to integrate into a new host 
society, enduring its crisis simultaneously. Still, mentees have found guidance and support through 
their mentoring and have been able to achieve a step closer towards their journey of integration.  


