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MANAGEMENT SUMMARY

The aim of this report is to analyse the possible advantages and
disadvantages of using independent case managers in the alien chain.
Furthermore, it answers the question concerning what crucial limiting
conditions and working methods exist to make case management in the alien
chain successful. In this report, case management is interpreted as offering
independent and personal support to asylum seekers, from entry to integration
or perhaps to their return to their land of origin, taking into account both the
interests of the government and the alien.

The research questions were answered by studying a number of examples of
case management abroad in more depth.1 Initially a desk search was
conducted to look for foreign examples of case management in asylum
proceedings. This resulted in a list of fifteen possible models. The suitability of
these fifteen models was then studied based on five criteria: target group,
phase, content, availability data based on desk research and willingness to
cooperate.2 This produced the following selection of the most relevant and
usable foreign examples:
(1) Asylum Seeker Assistance Scheme (ASAS) and Community Assistance

Support (CAS) in Australia.
(2) Asylum Seeker Project in Australia.
(3) Case management by Migrationsverket in Sweden.
(4) Key Worker Pilot in the United Kingdom.
(5) Terugkeerwoningen in Belgium.

In studying the foreign examples of case management, we used elements
from the model of the Realistic Evaluation. This is an evaluation method which
not only addresses the simple question of whether something works (results)
but also specifically seeks to understand why and for whom something works.
For this purpose, mechanisms (i.e. the cause-effect relationships) were
studied which ensure that that model works well. The central idea here is that
underlying mechanisms produce specific results. At the same time, the context
in which these mechanisms occur determines whether results are actually
achieved or not.
Prior to this study and based on sources relating to case management in the
alien chain and other sectors, possible mechanisms were studied which

1 This concerns examples of case management in Australia (four projects), Belgium,
Canada, Denmark, Scotland (two projects), the United Kingdom (two projects), the United
States, Sweden (two projects) and Switzerland.

2 These criteria were specified as follows: Target group: is case management directed at
asylum seekers?; Phase: is the case management concerned with proceedings from arrival
to (possible) return?; Content: is this a model with personal support/coaching of asylum
seekers? Availability data from desk research: can we get enough information about the
case through desk research?; Willingness to cooperate: are at least two people willing to
take part in a telephone interview?
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promote the success of independent case management. These are
mechanisms which in practice – both inside and outside the alien chain – have
made an important contribution and which have been incorporated in a frame
of reference to assess foreign cases. In the description of the foreign
examples, elements of this frame of reference were expressly studied. This
concerned the following criteria:
· multiple bias (the case manager takes into account the interests of all

parties involved);
· liaison role (the case manager forms an essential link between alien,

government and society);
· pivotal role (the case manager knows all the relevant parties and ensures

that everyone involved can come into contact with these parties);
· full and transparent information (the alien is given access to all the relevant

information);
· timeliness (support starts as soon as an alien arrives in the country);
· relationship based on mutual trust (the case manager builds up a

relationship with the alien based on mutual trust);
· call on sense of responsibility (the case manager appeals to the alien’s own

sense of responsibility);
· clarity about roles and expectations (the case manager explains the roles

of all parties involved, as well as the case manager’s expectations of the
alien).

Examples of case management

This section starts with a brief description of the foreign cases of case
management in the alien chain.

ASAS and CAS in Australia
In order to accommodate the position of specific groups of asylum seekers,
different forms of case management have existed in Australia since the 1990s.
The Asylum Seeker Assistance Scheme (ASAS) and the Community
Assistance Support (CAS) target asylum seekers who are considered to be in
a very poor financial situation or who are very vulnerable. These programmes
are intended to support asylum seekers in matters relating to health care,
welfare, income, housing and legal aid. The second programme (CAS) is
much smaller in scale and more intensive than the first mentioned (ASAS).
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Asylum Seeker Project in Australia
If asylum seekers do not satisfy all the conditions laid down in the CAS and
ASAS, they may still be eligible for support programmes from NGOs which are
not funded by the government. The Asylum Seeker Project (ASP) run by
Lentara UnitingCare is one example. In 1997, ASP was set up by volunteers to
help asylum seekers who are not allowed to work in Australia and who are not
entitled to income support. Through ASP, participants can be housed for free
in Australian society. Besides free accommodation, participants also receive
financial support so that they can support themselves. There is also funding for
essential travel (for example to a care provider).

Migrationsverket in Sweden
In Sweden, all asylum seekers stay in a reception unit from the moment of
their arrival until their possible deportation. Here they are supported by a team
of relief workers. Asylum seekers therefore meet different case managers.
These managers are mainly involved in informing the client, offering practical
support, collecting personal information about the client and encouraging their
voluntary return. For this purpose, motivational conversation techniques are
applied.

Key Worker Pilot in the United Kingdom
The Key Worker Pilot was a pilot model between 2008 and 2009 for an
independent form of case management for both single asylum seekers and
families in the United Kingdom. In 2008, the NGO Refugee Action ascertained
that there was no independent support or information for asylum seekers at
that time. This changed with the Key Worker Pilot. During the asylum
proceedings, each participant was appointed one case manager with whom
there were between three and six contact moments. The aim was to inform
and advise asylum seekers about the asylum proceedings, their asylum
application and the options to stay. This support was designed to give a sense
of empowerment to the participants.

The Terugkeerwoningen initiative in Belgium
In 2006, the European Court of Human Rights issued a judgment against
Belgium in response to the detention of a minor in a closed asylum seekers’
centre. In 2008, the Belgian government subsequently introduced the so-called
Terugkeerwoningen (Return accommodation) for asylum seeker families with
minors who had exhausted the legal possibilities and (later on) also for families
who had been detained at the border without entry documents. In this
accommodation, families are supported by case managers – employed by the
government – from the moment of arrival in the Terugkeerwoning to the
moment they are deported. The aim of this accommodation is to offer families
a humane alternative to detention and to achieve their sustainable return to the
country of origin.

Some key features of the programmes are shown in the following table:
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Programme Central goals Implementa
tion

Target group

ASAS/CAS · Improve living conditions of
asylum seekers

NGOs · Asylum seekers with financial problems
· Vulnerable asylum seekers
Reach: annually 4,000 asylum seekers
(from 25,000 to 30,000 asylum seekers)

Asylum Seeker
Project

· Improve living conditions of
asylum seekers

NGOs · Vulnerable asylum seekers (without
work and income support)

Reach: annually 100 asylum seekers (from
25,000 to 30,000 asylum seekers)

Key Worker Pilot · Inform and advise regarding
proceedings and options to stay

· Expand empowerment target
group

NGOs · Single asylum seekers
· Asylum seekers’ families
Reach: one-off established number of a
total 300 participants

Migrationsverket · Inform about proceedings
· Arrange access to provisions
· Fast and correct procedure
· Encourage voluntary return

Government · All aliens who have applied for asylum
Reach: in 2013 there were over 54,000
asylum applications in Sweden

Terugkeer-
woningen

· Humane alternative to detention
· Promote sustainable return

Government · Asylum seekers’ families and children
who have exhausted the options

Reach: there are 25 Terugkeerwoningen

In practice, we did not find any examples of case management abroad which
meet all the criteria of the frame of reference. Two elements which we did find
in each case are the pivotal role of case managers and offering ‘full and
transparent information’ (see page II). We did find some of the other criteria in
several examples discussed, but not in others. For example, the models in
Sweden and the United Kingdom totally fulfilled the multiple bias criteria. In the
Terugkeerwoningen in Belgium and the ASAS programme in Australia, case
management was not always provided at an early stage and building up a
relationship of trust with the alien was less central in the Swedish example.

Results achieved with case management

The case management models studied appeared to work well in practice.
Those involved in the cases concerned see far more advantages than
disadvantages in the use of case managers. Although the results vary in each
country – depending on both the policy goals and the available information –
the following results appear in at least some or (nearly) all case studies. These
results are favourable to the asylum seeker, the government or both. However,
we would like to draw the reader’s attention to the fact that these results only
apply within the context of the cases studied and that it was not always
possible to substantiate the given perspectives of the interviewees.

Results which are favourable to the asylum seeker:
I. In the cases discussed, case management contains elements of practical

support and/or is offered as an alternative to detention. One result is
therefore that case management improves the quality of life of those
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involved. This way, asylum seekers can lead a more ‘normal’ life and have
access to more provisions (Australia, the United Kingdom, Sweden and
Belgium).

II. Case management helps reduce uncertainty and stress among asylum
seekers (Australia, the United Kingdom and Belgium).

Results which are favourable to the government:
III. Using case management as an alternative to detention reduces the

government’s costs because such a model has proved cheaper than
detention (Australia and Belgium).

IV. In two of the examples discussed, case management may lead to more
willingness to return (Belgium and Sweden). However, the other foreign
examples do not show such results.

Result which is favourable to both the asylum seeker and government:
V. Case management leads to more careful proceedings where asylum

seekers are specifically alerted to the collection of information, required
proof and possibilities to appeal (the United Kingdom and Sweden).

Besides the advantages mentioned, there are also two disadvantages which
can be highlighted on the basis of this study. Firstly, case management can
lead to certain expectations regarding future residence and consequently less
willingness to cooperate where there is a negative decision. Secondly, case
management can increase the dependency of the asylum seekers, whereby
they develop fewer initiatives.

Although the context (policy goals, phase and target group) varies
considerably among the cases discussed, underlying elements in these cases
can be mentioned which help achieve the results described above. These are:
· creating a bond of trust, whereby asylum seekers become more willing to

share experienced problems with the case manager;
· offering insight into all the possible residence options;
· feeling that they are taken seriously, partly due to the attention for the

actual needs and (care) needs of asylum seekers;
· generating understanding for the government’s decision by explaining it

and discussing it with the asylum seeker;
· promoting ‘empowerment’ and increasing resilience among asylum seekers

by highlighting the implications of decisions and by appealing to their own
sense of responsibility.

Crucial limiting conditions for successful case management

The foreign case studies have demonstrated that there are a number of crucial
limiting conditions which have a strong impact on the success of case
management in the alien chain. These limiting conditions relate to both the
way in which the programmes are implemented and some external factors.
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· Limited case load
Where there is a high caseload, personal attention for clients comes under
pressure. Case managers can no longer offer the essential support at the right
moment, which can harm the carefulness of the asylum proceedings.

· Expertise case manager
Case managers are expected to have very many cognitive and social skills.
Case management should therefore be performed by well trained and
experienced professionals.

· Balance between personal involvement and professional distance among
case managers

An overly close relationship and/or involvement with the alien can result in the
wrong expectations being generated or that the alien becomes too dependent
on the case manager.

· No involvement in the asylum decision
The case manager must not be involved at all in the decision regarding the
residency status of the asylum seekers. This would affect their independent
position and therefore their position of trust with the alien.

· Implementation at a distance
Trust between the case manager and the alien is the basis of successful case
management. This implies that the case manager does not share confidential
information with others and produces relevant data. Implementation at a
distance from the government offers the best guarantee.

· Case management during the entire proceeding
Late deployment of case management has shown that satisfactory support
(e.g. with regard to psychological help) cannot always be offered. Early
deployment, however, does ensure rapid and satisfactory help.
· Coordinating tasks and responsibilities
Clarity about the authorisations and tasks helps extend the support for
deploying the case manager. This is also important for flexible cooperation
with external parties.
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