
Linking pre-departure and post-arrival support to facilitate  
the socio-economic integration for resettled refugees in the EU

Post Arrival 
Orientation for Refugees 

Curriculum 
United Kingdom 

This report was funded by 
the European Union’s Asylum, 
Migration and Integration Fund. 

                is an innovative project aimed at delivering better  
integration outcomes for Syrian refugees resettled from Jordan, 
Lebanon and Turkey to Germany, Portugal, Romania and the United 
Kingdom. The project focuses on strengthening the link between 
pre-departure and post-arrival integration support of refugees. 

The aim of this curriculum is to support resettled Syrian refugees 
with their socio-cultural and economic integration.



The opinions expressed in this document are those of the authors and do not necessarily reflect 
the views of the International Organization for Migration (IOM). The designations employed and 
the presentation of material throughout the report do not imply the expression of any opinion 
whatsoever on the part of IOM concerning the legal status of any country, territory, city or area, 
or of its authorities, or concerning its frontiers or boundaries.

IOM is committed to the principle that humane and orderly migration benefits migrants and 
society. As an intergovernmental organization, IOM acts with its partners in the international 
community to: assist in meeting the operational challenges of migration; advance understanding  
of migration issues; encourage social and economic development through migration; and uphold  
the human dignity and well-being of migrants.

© 2018 International Organization for Migration (IOM)

All rights reserved. No part of this publication may be reproduced, stored in a retrieval system,  
or transmitted in any form or by any means, electronic, mechanical, photocopying, recording,  
or otherwise without the prior written permission of the publisher.

This publication has not been formally edited by IOM.

This document was produced with the financial assistance of the European Union. 
The views expressed herein can in no way be taken to reflect the official opinion 
of the European Union.

In partnership with: 

This document was funded by the European Union’s 
Asylum, Migration and Integration Fund. 



 

 
                                                                  

 This document was funded by the European 
Union's Asylum, Migration and Integration Fund  

 
Table of Contents 
 
 

Introduction ............................................................................................................................................ 4 

Objectives ............................................................................................................................................... 4 

Methodology and Structure ................................................................................................................... 5 

Preparation and Evaluation ................................................................................................................... 6 

Unit 1: Introduction ................................................................................................................................ 7 

     1.1 Welcome and introduction........................................................................................................... 7 

     1.2 Icebreaker activity ........................................................................................................................ 8 

Unit 2: Arriving and the first few weeks  ............................................................................................... 9 

     2.1 Introduction to the UK  ................................................................................................................. 9 

     2.2 Introduction to Support Services and how to access them ....................................................... 10 

     2.3 Activity: True or False ................................................................................................................. 11 

     2.2 (Continued) Introduction to Support Services and how to access them ................................... 12 

     2.4 Activity: Calling 999 .................................................................................................................... 12 

     2.5 Legal rights and responsibilities ................................................................................................. 14 

     2.6 Questions and Answer Session ................................................................................................... 15 

Unit 3: Employment ............................................................................................................................. 16 

     3.1 Introduction to the national labour market  .............................................................................. 17 

     3.2 Employment ............................................................................................................................... 17 

     3.3 Group Discussion ........................................................................................................................ 20 

     3.4 Employment and the Workplace ................................................................................................ 20 

     3.5 Activity: Job Search Scenarios .................................................................................................... 23 

     3.6 Group Discussion  ....................................................................................................................... 23 

     3.7 Questions and Answer Session ................................................................................................... 24 



 

 
                                                                  

 This document was funded by the European 
Union's Asylum, Migration and Integration Fund  

Unit 4: Education .................................................................................................................................. 25 

     4.1 Introduction to the education system ........................................................................................ 25 

     4.2 Expectations and Your role in your child’s education  ............................................................... 27 

     4.3 Group Discussion ........................................................................................................................ 27 

     4.4 Adult and further learning .......................................................................................................... 27 

     4.5 Language Training....................................................................................................................... 28 

     4.6 Questions and Answer Session ................................................................................................... 28 

Unit 5: Healthcare ................................................................................................................................ 29 

     5.1 Introduction to the healthcare system  ...................................................................................... 29 

     5.2 Accessing and registering with services ..................................................................................... 30 

     5.3 What to do in an emergency ...................................................................................................... 30 

     5.4 Hospitals, Pharmacists and accessing medication ..................................................................... 30 

     5.5 Activity: Where should I go?....................................................................................................... 31 

     5.6 Specialty Health Services ............................................................................................................ 32 

     5.7 Questions and Answer Session ................................................................................................... 33 

Unit 6: Cultural Adjustment ................................................................................................................. 34 

     6.1 Cultural adjustment .................................................................................................................... 34 

     6.2 Activity: Letters to Rania or NYT Family Case Study ................................................................... 36 

     Appendix I ......................................................................................................................................... 38 

     Appendix II ........................................................................................................................................ 40 

  



 

 
                                                              4    

 This document was funded by the European 
Union's Asylum, Migration and Integration Fund  

Introduction 

 
The aim of this curriculum is to support resettled Syrian refugees with their socio-cultural and 

economic integration through the delivery of post-arrival orientation. The sessions will be building on 

the socio-cultural orientation provided to the refugees’ pre-departure and will encourage social 

inclusion, language learning and labour market integration. The orientation will put an emphasis on 

what it means to live in multi-cultural and multi-religious societies and countering myths. In addition, 

it will incorporate messages on gender equality, gender-based violence, domestic violence, and 

children’s rights. 

Objectives 
 
To educate refugees about the UK and help them manage expectations about resettlement and their 

transition to life in the United Kingdom. 

• Notify refugees of the resettlement services available to them 

• Support refugees through key decision making and appropriate changes in attitude 

• Encourage refugees towards self-sufficiency  

• Encourage respect for diversity to help with integration and adaptation to UK culture 

• Teach refugees how to properly access and navigate services in the UK that are designed to 

assist with their like in the UK 

At the end of the post-arrival orientation the expectation is that the Syrian refugees: 

• Will have more information and understanding about their life in the UK 

• Will have accurate expectations about the support that is available to them in the UK 

• Will have the tools and information necessary to successfully integrate in the UK  
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Methodology and Structure 
 
Trainers should always strive to draw parallels and make connections between participants’ existing 

knowledge and the new information presented. The primary goal of Post-Arrival Orientation is to 

encourage the refugees to participate as much as possible in the classroom, sharing their thoughts 

and concerns regarding resettlement, and to empower them to express their opinions by creating 

meaningful and experiential learning opportunities. Gender equality should be prioritised during all 

Post-Arrival Orientation activities. Creating a welcoming, friendly and non-threatening training 

atmosphere is conducive to learning and trainers are encouraged to promote self-discovery and 

learning by using interactive and participatory techniques such as role play, small and large group 

discussions, and scenario discussions. 

 

There will be a diverse group of refugees participating in any one PAO class, some who are more 

comfortable or further along in their integration process than others, or who are more or less 

acquainted with life in the UK. It is important to keep this in mind when structuring the class in order 

to meet the specific needs of each individual participant in a way that will ensure they understand and 

absorb the information.  

 

All class activities should involve the four following stages to ensure they are applicable.  

 

Experience: simulations, questionnaires and case studies, requiring active participation are always the 

best way to learn. Other activities such as watching a video, reading an article and looking at 

photographs, require further interaction and follow-up. 

 

Reflection: the trainer asks questions to stimulate reflection on the experience; it is important to keep 

the learners focused on describing what is happening, avoiding judgement and giving everyone a 

chance to make observations. Reflection is important to improve the ability to appreciate different 

points of view, broaden understanding and allow new approaches and solutions to be developed. 

 

Generalisation: participants are asked to make associations and see the activities from a more general 

perspective; questions can include: Why are we doing this exercise? What did we learn? What does 

this experience mean to you? Generalisation is a way of making concepts simpler, easier to recall and 

applying to different situations. 

 

Application: participants are encouraged to relate the experience from the course and to reflect on 

how it can be used in real life; questions can include: How can you apply what you learnt in real life? 

How will this be helpful and contribute to a positive resettlement experience? An important message 

that needs to be conveyed to participants is that they are responsible for their own learning outcomes, 

and that they are their own best resource when it comes to ensuring a positive resettlement 

experience. Placing the responsibility to learn on the participants themselves will help them increase 

their ability to be self-reliant and improve their resettlement outcomes over the long term. 
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Given the diversity of local realities in the United Kingdom and backgrounds of session participants, 

as well as the constantly evolving nature of the Syrian conflict and conditions facing refugees, the 

session curriculum is designed with an adaptive approach to ensure the material is as up-to-date as 

possible and tailored to individual learning needs.  

 

The curriculum units are presented in a suggested sequential order, with some subsequent activities 

making reference to earlier units. However, the curriculum is divided into discrete units with the 

understanding that the order of units may be rearranged, or some units dropped, to meet the learning 

needs and time constraints of a given session. It is therefore also intended for facilitators to use their 

discretion to determine the optimal sequence of units for a given group of participants. 

 

The session curriculum is structured for delivery over half a day. The general session structure is 

presented below: 

 

• Unit 1: Introduction 

• Unit 2: Arriving and the first few weeks 

• Unit 3: Employment 

• Unit 4: Education 

• Unit 5: Healthcare 

• Unit 6: Cultural Adjustment and Resilience 

 

This curriculum includes teaching materials that may be helpful in facilitation of activities and learning 

the material. Please use all available materials, including case studies and handouts, during the 

sessions. 

 

Preparation and Evaluation 
 

Prior to a session, the facilitator will need to coordinate the equipment, seating, and venue needs, and 

confirm the number of participants to finalize content and handout arrangements. 

 

At the end of the session, participants should be given anonymous evaluation forms to complete with 

their feedback on the facilitator, content, and programme. Completed evaluations should be collected 

by facilitators at the end of the session to ensure the maximum amount of feedback is received as 

possible. The facilitator will then review the evaluations for inclusion in programme reporting.  
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Unit 1: Introduction 

Objective 

• Understand the purpose and structure of the session 

• Create a safe/friendly environment to enhance learning and self-reflection 

• Encourage discussion and interaction amongst participants and with facilitators, and 

whenever possible draw on the participants own experiences of trying to adjust to a new 

environment 

• Encourage proactive attitude towards the challenges the participants face on their 

integration journey  

Structure and Methods 

• 5-minutes - Welcome and Introduction 

• 15-minutes - Icebreaker Activity 

Materials 

• Slides, computer and projector 

• Paper and pens (if participants brought none) 

• Flipchart stand with paper and markers 

Procedure 

1.1 Welcome and introduction 

Welcome participants and thank them for dedicating the time to attend the session. You may want to 

liaise with the organiser to see if there are any specific requests for topics or questions that they would 

like to have covered. 

Briefly introduce IOM as an organisation and its role in resettlement in the UK. Have each facilitator 

introduce themselves, their current role, and their experience relevant to the topic(s) being covered 

in the session. This can include education and work. 

Once introductions are established, show a slide outlining the topics and timeline for the day to help 

set expectations. Encourage them to ask questions throughout the day should they have questions or 

learning needs that have not been directly addressed. 
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1.2 Icebreaker activity 

Instruct participants to take a blank sheet of paper (they can use the back of their agendas) and fold 

it in half. They can then unfold it again. 

Ask participants to write their names at the top of one side of the paper and draw a picture of 

themselves below their names. 

Once this is done, ask participants to put their pens in their opposite hands, and on the left-hand 

side of the paper write or draw the answer to three ice-breaker questions you will give them. Ask 

each question one at a time, pausing a few moments in between to allow time to write the answer. 

Example icebreaker questions might be: 

• If you could have an unlimited supply of one food item, what would you choose? 

• What is your favourite thing to do this time of year (i.e., in the autumn, winter, spring, or 

summer)? 

• What is something you would like to learn how to do? 

Once this is done, instruct each table group (sized approximately four to six people) to briefly 

introduce themselves using only the information written down. Clarify they will have only three 

to five minutes (whatever is appropriate). After introductions, ask groups to discuss how it felt to 

write or draw with the opposite hand. What were the feelings, strategies, or reactions they had? 

Allow no more than five minutes for this. 

Write down each response as they are offered on the flip chart. Once everyone who wants to have 

offered a feeling or reaction, link these responses to the cultural adjustment experience. Highlight 

how universally human an experience this is and ask participants to keep these feelings in their 

minds as they go through the subsequent modules and as they are starting a new life in the UK. 

Post the flipchart paper on the wall so these responses remain visible during the session. 
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Unit 2: Arriving and the first few weeks 

Objective 

• Provide a brief introduction and raise basic awareness of the host country 

• Understand the role and remit of support organisations and support workers 

• Explore expectations and the importance of being self-sufficient  

• Understand the legal status- rights, duration and pathway to permanent residence 

Structure and Methods 

• 5-minutes - Introduction to your new country- where it is and what it is like  

• 15-minutes - Introduction to support services and how to access them: 

▪ Social services 

▪ Expectations of support 

▪ Law enforcement and emergency services 

▪ Potential attitudes toward police 

▪ Non-statutory and community services  

▪ Sources of information and how to access them  

• 10-minutes - Legal rights and responsibilities: 

▪ Protecting and caring for children- children’s rights 

▪ Gender equality  

▪ Domestic violence and gender-based violence  

▪ Immigration status 

▪ Pathway to citizenship and family reunion 

▪ Travelling outside the country 

• 10-minutes - Discussion exercise  

Materials 

• Slides, computer and projector 

• Paper and pens (if participants brought none) 

• Flipchart stand with paper and markers 

Procedure  

2.1 Introduction to the UK  

 
Location 

Explain to the participants that the full name of the country is the United Kingdom of Great Britain 

and Northern Ireland. Great Britain is an island made up of 3 countries - England, Scotland and 



 

 
                                                              10    

 This document was funded by the European 
Union's Asylum, Migration and Integration Fund  

Wales, and does not include the 4th country, Northern Ireland, which is located on a different island. 

Together these 4 countries make up the UK, along with many smaller islands.  

 

Languages 

Discuss that the main language in the UK is English. The UK uses British English spelling rather than 

American English. There are many different regional accents across the UK. 

 

You may also explain that Welsh is widely used and taught in Wales and there are other recognised 

regional languages such as Scots Gaelic, Scots, Irish/Gaelic and Cornish. It may be necessary to know 

some of these languages for some jobs. 

 

Population, culture and religion 

Talk about the fact that the UK is ethnically diverse with a multi-cultural and multi-faith society. Some 

areas of the UK are more diverse than others, especially larger cities.  

 

Money and Budgeting 

The currency in the UK is known as Great British pound sterling (GBP). One pound (£1) is made up of 

100 pence (100p). There are notes for £5, £10, £20, and £50. There are coins for 1p, 2p, 5p, 10p, 20p, 

50p, £1, and £2. 

 

Explain that they will need to open a British bank account, if they have not already done so, in order 

to receive benefits and manage their finances. Support workers can help them with this, as well as 

budgeting and making online payments. It is important to create a budget to ensure their 

benefits/salary last until their next payment. They can arrange to have bills taken directly from their 

account using Direct Debit, immediately after they receive their benefits/salary each month, to help 

manage their finances. 

 

Caution participants to take advice (e.g. from Citizen Advice Bureau) before taking out any loan. They 

should beware of ‘loan sharks’. If they have taken out a loan, it should be in formal agreement, 

including payment options and interest amounts. They may be allowed to pay a minimum amount for 

a certain period. 

 

2.2 Introduction to Support Services and how to access them 

 
Support Services  

Talk about the fact that when they arrived in the UK, their support organisation should have appointed 

someone to welcome them, and help them settle into their new life by showing them where things 

are, how things work in the UK and offering any advice they may require. 

 

Expectations of Support 

Explain that the support worker is available for the first 12 months of their resettlement to help settle 

into new life in the UK. They should already be helping with the following things: 
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• Offering advice on how to open a bank account, buying a phone and other essential 

tasks 

• Showing them around the local area, including where shops, transport links, local 

schools or other services are 

• Helping make an appointment at the Job Centre, to arrange financial support and start 

looking for jobs  

• Helping with access healthcare and any cultural and religious facilities needed 

• Arranging English classes 

• Offering general advice about life in the UK and answering any questions  

 

Emphasise that the support organisation will not be available during weekends and evenings. 

However, local authorities have an out of hours service should they require urgent assistance. Over 

time, as they settle into life in the UK and get to know the local area, they will become less reliant on 

the support organisation in the UK. 

 

2.3 Activity: True or False 

 
Tell the participants you are going to read out some statements about their supporting organisation’s 

role in assisting them on their integration journey. Ask them to shout out if they think each statement 

is true or false. 

 

o Charged you a fee for applying for your BRP card (F) 

o Is available on weekends and evenings to assist you (F) 

o Will buy a car for you (F) 

o Will continue to support you for the first 12 months after you arrive (T) 

o Can provide advice about your new community (T) 

o Can bring your family members to the UK (F) 

o Register you at GP surgery (T) 

o Can help you access specialist NHS services quicker (F) 

o Can show you how to access cultural and religious centres (T) 

o Will buy you a laptop (F) 

o Enrol you in ESOL classes (T) 

o Can help you live with your relatives (F) 

 

Allow time for a question and answer period after the activity. Ask participants to reflect on some of 

the answers that surprised them. Discuss what some of their expectations are/were of their support 

services and why they may be different in reality than they anticipated before they arrived or even 

since arrival. 
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2.2 (Continued) Introduction to Support Services and how to access them 

Law enforcement and Emergency services 

Explain when to call 999 or 101 and the difference between an ‘emergency’ and an ‘incident’. Give 

examples of life threatening and non-life-threatening situations for Ambulance, Police and Fire 

brigade, e.g. 

• Ambulance - emergency: heart attack, incident: broken leg. 

• Police - emergency: burglary in progress, incident: graffiti on house. 

• Fire brigade - emergency: uncontrolled fire in house, incident: person burning rubbish in 

garden. 

• Explain that 999 is for life threatening emergencies, and 101 non-life-threatening incidents. 

• 999 is free to use, operator can use language line. 

• 101 is 15 pence per call, regardless of duration; operator can use language line. 

 

The 999 operators will have standard questions and ask: 

• Which service is required (ambulance, police, fire brigade) 

• The name of the caller 

• The address and telephone number of the caller 

• The location of the emergency 

When there is a health emergency, the operator may ask further questions about the condition of the 

patient. 

 

Waiting times for an ambulance are based on the level of priority given, based on information 

provided. 

 

2.4 Activity: Calling 999 

 
You may set up a role play dialogue where the facilitator asks the questions the operator may ask, and 

a volunteer participant answers them. The important message to stress is to stay calm, answer their 

questions, and stay on the phone. 

  

999 Operator Script 

Hello, emergency service operator. Which service do you require? Fire, police, or ambulance? 

 I need an interpreter 

Ok, which language do you speak? 

 Arabic. 

Ok. Hello, emergency service operator. Which service do you require? Fire, police, or 

ambulance? 

 Ambulance 

I’ll connect you now. 

 Ok thank you 

Hello, what is your name? 

 My name is… 
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What number are you calling from? 

 My phone number is… 

Where are you? 

 At home/school/work/the shop 

Do you know the address? 

 Yes, my address is… 

What has happened? 

 Someone has fainted 

Can you see any bleeding? 

 Yes, on their arm 

Can you make sure that he/she keeps his/her arm still and that it is supported? 

 Ok 

Can you see any hazards or dangers around? 

 No 

Please make sure you don’t put yourself in any danger while you’re helping. 

 Ok 

The ambulance is on its way. Please don’t put the phone down until I say. 

 Ok I will stay on the phone. 

 

Other emergencies: 

You may discuss carbon-monoxide symptoms: headache, dizziness, nausea, shortness of breath, 

weakness and confusion 

• Advice of what to do in response: get out in the fresh air and call 999. 

Or what to do if they smell gas: 

• call 0800 111 999 

• Turn off the gas at the meter, unless the meter is located in a cellar or basement - in which 

case, do not enter. 

• If there is a smell of gas in the cellar or basement, they should evacuate the building. 

• Extinguish all naked flames - do not smoke or strike matches. 

• Turn off all gas appliances and do not use until they are checked by the engineer. 

• Do not operate any electrical appliances or turn any switches on or off. 

• Open doors and windows to ventilate the property. 

• Keep people away from the area. 

• Immediate access will be required. 

 

 

Potential attitudes towards police 

Explain that the police in the UK will: 

• Protect life and property 

• Prevent disturbances 

• Prevent and detect crime 
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Emphasise that the police exist to protect the public, their rights, and the law. The police are there to 

help and assist them and they should not be afraid to approach them if they are the victim of a crime, 

see a crime happening, or for general assistance, for example if they are lost. 

 

Non-statutory and community services  

Discuss the other types of support services available in the community beyond what is offered by the 

support organisation and the local authority. Many neighbourhoods will have public access to a 

community centre, which may have a range of free activities to participate in. There may be social 

groups or other types of classes available, such as mother and baby groups, play groups, dance classes, 

support groups, language classes, English conversation groups, crafting classes, and singing groups, as 

well as many more. There may also be a public library that they will have access to, which can be 

another source of services and information. Many communities have leisure centres with exercise 

activities and facilities. The support organisation should be able to connect them to these additional 

community services. 

 

Sources of information and how to access them 

Explain ways to obtain further information and services. There are many charities throughout the UK 

that work with refugees in all aspects of their lives. Additional refugee charities include UNHCR UK, 

Refugee Action, Refugee Council, Scottish Refugee Council, Welsh Refugee Council, Bryson 

Intercultural (Northern Ireland), and the British Red Cross. They may also contact the Local Authority 

or access their website to find out more about services in their area. There are also charities 

specifically set up to help with healthcare, emotional support, education and employment, equality, 

domestic violence, sexual violence, forced marriage, children, and LGBT rights. Some general 

information and advice can be found at GOV.UK, education UK, Citizen Advice, and Migrant Help. 

 

2.5 Legal rights and responsibilities 

 
Immigration status 

Explain that shortly after they arrived, they should all have received a Biometric Residence Permit 

(BRP). This card endorses their refugee status and their leave to remain (this allows them to stay in 

the UK for 5 years from their date of arrival). This is also their proof that they can legally work in the 

UK. 

 

Protecting and caring for children - Children’s rights 

Discuss the fact that the UK takes children’s rights very seriously. Explain that as a parent they are 

legally responsible for the protection, care, and well-being of their children. 

 

Emphasise that it is an offence to leave children alone as it may put them at risk. Beating, harming, or 

neglecting their children may result in intervention from social services. 
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Gender equality  

Discuss that gender equality is taken very seriously in the UK and no one can be discriminated against 

based on gender. Organisations (companies, individuals, etc.) have a legal duty to treat men and 

women equally in all aspects of life. 

 

Domestic violence (DV) and gender-based violence  

Explain that DV is violence that usually occurs in the home, but can take many forms from physical 

abuse, emotional abuse, controlling movements or communication, coercive behaviour, and rape. 

Anybody can find themselves at risk of DV, regardless of gender. DV is a serious crime in the UK and 

can be prosecuted, which will negatively affect their immigration status and ability to stay in the UK. 

 

Emphasise that honour-based violence and female genital mutilation (FGM) are both considered 

serious forms of abuse and are seriously prosecuted. 

 

Pathway to citizenship and family reunion 

Explain that people with Leave to Remain and people with Humanitarian Protection can stay in the UK 

for 5 years. Towards the end of the 5 years, they can choose to apply for ‘Indefinite Leave to Remain’. 

The Home Office will then review their case and make a decision. An application can be refused on 

the grounds of criminal conviction or if someone has spent time in prison or travelled to the 

country/countries they sought protection from – or been outside the UK for more than six months. 

Stress that it is strongly recommended that people always seek legal advice from an accredited 

immigration advisor or solicitor if they have questions regarding the above or legal status.  

 

Emphasise that it is a criminal offence for a person to provide immigration advice or services in the UK 

unless their organisation is regulated by the Office of the Immigration Services Commissioner (OISC) 

or is otherwise covered by the Immigration and Asylum Act 1999. Members of certain professional 

bodies may give immigration advice without registering with OISC. 

 

Once people have Indefinite Leave to Remain (ILR), they can stay in the UK permanently - unless they 

leave the UK for more than two years. If people have had ILR for one year, they can apply for British 

Citizenship or Permanent Residence. 

 

Travelling outside the country 

Explain that as a refugee in the UK, they are not permitted to travel on their national passport. If they 

wish to travel outside the UK, they will need to obtain a Refugee Travel Document and a visa from 

their destination country. They will also need to make sure to travel with their BRP card so that they 

may re-enter the UK when they return. 

 

2.6 Questions and Answer Session 

 
Allow participants a few minutes to ask questions on the topic covered in the section. Answer any 

questions when possible and engage in discussion with any questions that may elicit input from the 

group. 
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Unit 3: Employment 

Objective 

• Provide an overview of the national labour market  

• Understand what employment services are available and how to access them 

• Provide an overview of how to search and apply for jobs  

• Increase awareness of other opportunities such as volunteering/ work placements 

• Reflect on the benefits of diversity in the workplace 

• Reflect on implications for cultural misunderstandings/integration challenges in the 

workplace and explore how to anticipate/mitigate these challenges 

Structure and Methods 

• 5-minutes - Introduction to the national labour market and prevalent industries  

• 15-minutes - Employment: 

▪ Job centres and supporting organisations 

▪ Job search process 

▪ CV writing and application process 

▪ Interview process 

▪ Expectations 

▪ Taxation 

▪ Transferring qualifications 

▪ Retirement  

▪ Entrepreneurship 

• 5-minutes - Activity: Scenario Cards 

• 10-minutes - Group discussion 

• 15-minutes - Employment and the Workplace 

▪ Volunteering 

▪ Work placements and apprenticeships 

▪ Diversity in the workplace 

▪ Work culture and etiquette  

▪ Rights and responsibilities  

▪ Equality in the workplace 

▪ Challenges to finding and securing employment 

• 10-minute – Group discussion 

Materials 

• Slides, computer and projector 

• Scenario cards  
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Procedure 

3.1 Introduction to the national labour market 

Explain that finding a job in the UK will not only increase their income but will help them to settle into 

new life in the UK. There are many different kinds of jobs. Major industries in the UK include 

agriculture, production and services. 

Some will require qualifications or skills including speaking English. It may take time to build those 

skills and gain experience until they find a suitable job. 

Many jobs require to work ‘normal working hours’, often 9am to 5pm Monday to Friday. The normal 

working hours will be fixed by the employment contract. Some jobs may be expected to work in the 

evenings, weekends or at night.  

Part-time jobs are also available. Explain that some people may choose to work part-time in order to 

look after children, support themselves whilst studying or alongside another full-time or part-time job 

to increase their earnings.  

Most people between 18 and 65 years old are expected to find work unless they are studying, caring 

for children or other family members or unable to work due to health issues. From the age of 16, it is 

possible to start to work a few hours alongside studies or take on an apprenticeship. 

 

3.2 Employment 

Job centre and support organizations  

Explain that ‘benefits’ are monetary payments from the UK government to help them live in the UK. 

The Jobcentre will explain the different benefits they are eligible to apply for under the UK’s social 

security system.  

The amount of benefits that anyone receives depends on their circumstances, such as family size, 

particular needs, and how much income they have. Benefits are payments from the UK government 

meant to help cover their basic costs while looking for a job, but they are not a salary. They should not 

be able to afford non-essentials on their benefit payment, but it should be used to pay rent, utility 

bills, and food and transportation costs. Discuss the fact that once they receive a job, their benefit 

payment will decrease based on their salary. 

Emphasize that to receive some benefits they need to show that they are actively looking for work. If 

they are between the ages of 18 and 65 and healthy they will not receive certain benefit payments 

unless they are looking for work or caring for young children. It is essential that they continue to 

pursue their job search and check in with the Job Centre in order for their benefits to remain active. 

Job searching can include a number of activities, including taking ESOL courses, searching for job 

postings, working on a resume or CV, etc. 
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Job search process 

Explain that in order to work in the UK, they will need to have a National Insurance number (NINO or 

NI number), which will be printed on their BRP. This is a unique number for each person. It records 

the tax and National Insurance contributions you make, which pay for healthcare and other public 

services. One cannot work or receive benefits without a NI number. 

To get help to find a job, they should: 

 

• Visit your local Jobcentre Plus – the Jobcentre can help you find jobs or direct you to 

training to help you get a job 

• Access Universal Jobmatch, which is a free online service that enables you to search 

and apply for jobs 

• Look in local and national newspapers or recruitment websites where jobs are 

advertised 

• Register with a recruitment agency who can find jobs for you 

• Ask friends and relatives if they know of any available jobs where they work 

 

Emphasize how important it is to actively be searching for a job. The continuation of their benefits 

depends on their continual search for a job. Discuss the benefits of having a job - how getting a job 

will also increase their income and self-sufficiency. Once they have a job, their salary should be more 

than the benefits they are receiving from the government, which means they will have more income 

and independence. It may also be easier to get a better job once they already have one because it can 

show others that you are employable and will build their job history in the UK. 

 

CV writing and application process 

Discuss what to do when they have identified a job they want to do - submitting an application. They 

must carefully read what the employer requires you to submit as part of an application. Usually this is 

either an application form, or a CV (curriculum vitae) and a covering letter. 

Explain that a CV is a formal list of qualifications and experience. A cover letter is a short description 

that states why they are applying for the job and why they think they meet the requirements in the 

job description advertised. The Jobcentre Plus work coach can arrange help for them to prepare these 

if required. 

 

Employers may also ask to see documentation. It will help if they can bring original documents such 

as their BRP which is evidence of their right to work in the UK, college diplomas and any other proof 

of qualifications and experience to show to employers. Employers may also ask for references from 

people who can verify their suitability for employment (such as a former manager, teacher or 

colleague). 

 

Interview Process  

Explain that once the application is submitted, they may be invited to an interview. The format of 

interviews can vary. For example, they may be asked a series of questions in a face-to-face meeting or 

they may be given a test or a trial shift where they do the job for a day or part of a day. They should 

pay close attention to the instructions for any interview they are offered. 
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Expectations  

Acknowledge that work is very important for some people. Let them know that work can give a sense 

of purpose, doing something useful for yourself and your family, they can earn money, have contacts 

with other people and it gives a routine – all very positive and healthy. 

 

Explain that there are certain expectations of work culture in the UK. Punctuality is very important 

when arriving for work and attending meetings or other scheduled work events. Likewise, taking and 

returning from breaks on time is important. Explain that certain jobs may have a uniform or a dress 

code that should be obeyed. 

 

There is gender equality in the UK and both men and women can work and should receive equal pay 

for doing the same types of jobs. 

 

In families, at least one of the parents is expected to work or look for work – the Jobcentre/ work 

coach will be able to explain more about this and help with this process. 

 

Highlight the benefits of securing and keeping their first job in the UK, beyond income. They may not 

make much more income than their amount of benefits, but the long-term benefits of working and 

obtaining that first job helps them to progress towards better, more well-paid work in the future. 

 

Taxation  

Explain that everyone working in the UK has a responsibility to pay the right amount of income tax. 

Income tax is a set percentage of yearly income. If they are employed by someone else, it is often 

deducted directly from their monthly salary through a system called ‘Pay As You Earn’ (PAYE).  

If they are not employed by a company or another person but earn an income, they have a 

responsibility to declare that income and pay the right amount of tax. The amount of tax they pay 

depends on how much they earn. 

 

Transferring qualifications  

Explain that the UK has a system where qualifications and skills gained in other countries are compared 

to those of the UK. People usually need to have their foreign qualifications and skills verified and 

certified in order to find employment. An organisation that does this is called UK NARIC. 

https://www.naric.org.uk/   

 

Qualifications may be certified at a lower level than expected, compared to the acknowledged level in 

their home country. Some qualifications may not be acknowledged because there is no UK equivalent. 

 

Retirement 

As this may be a new concept to the participants, be sure to explain that retirement is when people 

stop working regularly when they become too old to continue working. In the UK the general age of 

retirement is 67 (please note this can vary) and they cannot retire before their minimum age. At 

https://www.naric.org.uk/
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retirement age, they may become eligible for a state pension or a company pension, depending on 

their employment history, in order to maintain an income. 

 

Entrepreneurship 

Discuss the option of being self-employed or starting a business with participants. If people have 

specific skills, experience, or aspirations, this may be a suitable and attractive employment option for 

them. Support workers may be able to provide information or signpost this process or option. 

Highlight that people may need particular skills, including a strong command of English, ability to draw 

up a business plan, and to demonstrate that they have the necessary skills and experience to run a 

business. They will also need to learn about UK small business regulations and taxation. 

 

IT Skills 

Explain that many aspects of life in the UK and various jobs rely heavily on technology, and therefore 

knowledge of IT skills is important. Proficiency in IT may be a requirement for some jobs or for the 

application process. Participants may reach out to their support workers for more information and 

resources on how to improve their computer literacy and other IT skills. 

 

3.3 Group Discussion 

Discuss with participants what challenges they are facing when trying to find work and list responses 

on a flipchart. 

3.4 Employment and the Workplace 

Volunteering  

Emphasise that volunteering can be a great gateway to employment. Voluntary work is working for 

an organisation without being paid a wage. This could be a charity, voluntary organisation or 

associated fund-raising body or statutory body. There is no stigma attached to working unpaid in the 

UK as a volunteer. It is often seen as a positive activity to be contributing to society and improving 

your own skill set at the same time. 

 

Voluntary work can be very useful for a person who is looking to develop skills and experience in order 

to increase their chance of getting a job. It is particularly useful for someone who has not worked in 

the UK and is looking to build up their work experience, confidence and skills at the same time. 

Volunteers gain work experience, training and the enjoyment of working in their community. They can 

also often apply for internal vacancies which they will be better situated for because they already have 

an understanding of the organisation or company. 

 

Work placements and apprenticeships  

Discuss that work placements are a very useful way of gaining relevant, professional experience and 

knowledge of a particular industry, as well as potential references. Recruiters often use such schemes 

as a means of assessing potential candidates for employment. Careers advisers will be on hand to help 

with applications. They should take advantage of work experience fairs to make contact with 

employers and search for suitable placements online. 
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Explain that an apprenticeship is a system of training new practitioners of a trade or profession with 

on-the-job training and often some accompanying study (classroom work and reading). 

Apprenticeships will enable them to gain a license to practice in a regulated profession. Most of their 

training is done while working for an employer who helps the apprentices learn their trade or 

profession, in exchange for their continued labour for an agreed period after they have achieved 

measurable competencies. Apprenticeships typically last 3 to 7 years. People who successfully 

complete an apprenticeship reach the "journeyman" or professional certification level of competence. 

 

Rights and responsibilities in the workplace  

Explain that when they go to work, they have the right to be treated fairly and work in a safe 

environment. They also have the right to be able to work without fear or harassment from their 

employer, colleagues or customers. 

Workers over the age of 18 are usually entitled to three types of break – rest breaks at work, daily rest 

and weekly rest. 

They have the right to one uninterrupted 20-minute rest break during your working day if they work 

more than six hours a day. The break doesn’t have to be paid – it depends on the employment 

contract. 

They also have the right to 11 hours rest between working days, e.g. if they finish work at 8pm, they 

shouldn’t start work again until 7am the next day, and the right to either: 

• An uninterrupted 24 hours without any work each week 

• An uninterrupted 48 hours without any work each fortnight 

Almost all workers are legally entitled to 5.6 weeks paid holiday per year (known as statutory leave 

entitlement or annual leave). An employer can include bank holidays (also known as public holidays) 

as part of statutory annual leave.  

Every employer in the country must pay their employees a minimum amount per hour. The minimum 

amount depends on how old they are.  

The terms and conditions of their work will be outlined in a contract. Make sure they know to read 

this carefully, with an interpreter if necessary, before they sign. 

 

Equality in the workplace  

Organisations and businesses in the UK have a legal duty to treat everyone fairly in the workplace and 

in the way they recruit people for jobs. Men and women have the right to work and men and women 

have equal rights and duties in employment. 

 

Explain that everyone has the right to be safe at work and be free from threat or violence. They should 

also keep their passport or ID – their employer does not have the right to keep them. 
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It is illegal to discriminate against anyone in the workplace or in applying for a job based on gender, 

race, religion, being married or in a civil partnership, disability, age, sexual orientation or if they are 

pregnant. 

 

Employers must therefore respect the needs of an employee as long as it does not interfere with the 

work they are employed to do. For example, Muslim women will be allowed to wear a hijab and 

employers must make reasonable adjustments to accommodate disabled people. 

 

Challenges to finding and securing employment 

Many people who come to the UK may find it difficult to find employment. There are many other 

people in the UK also looking for jobs, and they will face competition for jobs they apply for. 

 

Any skills and experience they have will help them to apply for jobs. Restrictions will apply to certain 

professions such as medicine, law and engineering. They may have to take exams to obtain the 

required licence to practise. If they are already trained or have qualifications in a profession, they may 

be able to practise in the UK as long as their qualifications are recognised in the UK. 

 

Diplomas from their country are not automatically recognised in the UK so they should contact a 

potential employer or seek advice from their Jobcentre Plus work coach to ask if the qualifications will 

be accepted. 

 

English is the usual working language in the UK. Most jobs will need employees to speak a minimum 

level of English. Learning and improving their English will increase job opportunities and will also help 

them to settle into their new life in the UK. 

 

Explain that transferring qualifications to the UK has been a challenge for many refugees. Highly skilled 

refugees may struggle to re-enter their professions. It is therefore highly important to build a plan 

toward transferring your qualifications (if desired) as early as possible. It is particularly important to 

have realistic expectations in terms of how long this process may take and alternative employment 

that might be needed in the interim, and to not feel trapped in entry-level positions during what can 

be a long process.   

Employers like to know from previous employers and colleagues how good people are at their job, 

whether they arrived in time at work, how well they work in a team and/or independently and how 

often they have been off because they were ill. 

Let participants know that it may be a good idea to discuss temporary work/zero-hour contract offers 

with their support worker/Job Centre to find out how it may affect their benefits. 

ESOL 

Explain that ESOL training classes is available to them as part of the Job Centre. Participating in ESOL 

classes does count towards their active job search, which qualifies their benefits. Emphasize the 

importance for all family members to participate in ESOL classes and learn English. Learning the 
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language will help with independence and self-sufficiency and will ensure that parents do not rely on 

children for interpretation. 

 

Discuss different ways to learn English beyond official ESOL classes. There may be supplemental 

classes available in the community through charities, church groups, or community centres. There may 

also be English classes for parents at their child’s school. Beyond classes, they can listen to the radio 

and music, watch television and movies, and read newspapers and magazines. They can also take a 

few minutes each day to commit to speaking English with people they come into contact with or 

attending conversation classes. There may be opportunities in the community to have an English tutor 

or buddy who they meet with on a regular basis to practice conversing. 

3.5 Activity: Job Search Scenarios 

 
Procedure 

Divide the participants into small groups and hand each group a scenario card. Ask 

them to think about how they would respond to each scenario. Give them time to 

discuss each one. 

 

Scenario 1 

You were a university professor in Syria; currently you are unemployed but have been offered 

a job at a petrol station. Would you accept this offer? 

 

Scenario 2 

You were working as a head of finance for a large company in Syria. You have been offered 

two positions in the UK – as a dishwasher and as a part time assistant at a finance firm. Which 

of the two would you accept and why? 

 

Scenario 3 

You are currently employed as a maid at a hotel. You came across a vacancy notice online with 

a lucrative salary offer – you could be making £5000 a month and the only requirement to get 

this job is to pay a subscription fee of £100. What will you do? 

 

Scenario 4 

You were a business owner of a chain of stores in Syria. The Jobcentre has secured a job for 

you at a fast food restaurant. The salary is lower than the benefits you and your family receive 

from the local council. What should you do? 

 

Scenario 5 

You are currently employed as a builder in Glasgow and your wife is working in a restaurant. 

She has enrolled to take a culinary degree recognised in the UK, but has been waiting for 

several years owing to financial difficulties. You have been offered a building contract in 

London with a higher salary. What will you do? 
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Discussion 

Once the groups have discussed their scenarios ask them to choose a representative 

to present to the class the scenario they discussed and the solutions or responses 

they identified. After each presentation ask the class if they agree or disagree. 

Allow enough time for discussion. 

 

3.6 Group Discussion  

 
Discuss what misunderstandings/challenges might arise in the new working place, and how might they 

anticipate/address them? 

 

3.7 Questions and Answer Session 

 
Allow participants a few minutes to ask questions on the topics covered in the section. Answer any 

questions when possible and engage in discussion with any questions that may elicit input from the 

group. 
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Unit 4: Education 

Objective 

• Understand and provide an overview of the education system and your role and 

responsibilities 

• Identify and explore opportunities for further learning 

• Understand the importance of language training  

Structure and Methods 

• 7-minutes - Introduction to the education system: 

▪ Nursery 

▪ Primary education 

▪ Secondary education 

▪ Leaving school and further education  

▪ Higher education 

• 7-minutes – Your role in your child’s education 

• 8-minutes – Group discussion 

• 5-minutes – Adult and further learning  

▪ Different options 

▪ Lifelong learning and personal development 

• 3-minutes – Language training  

Materials 

• Slides, computer and projector 

Procedure 

4.1 Introduction to the education system 

Explain that education plays a central role in life in the UK and there is a long history and strong culture 

around education. Education continues throughout a person’s working life through professional or 

personal development, and there are many opportunities to continue with education in adult life, 

beyond school age.  

Emphasise that all children over 4 in the UK must go to school every day for the entire day unless it’s 

during official holidays. There is school Monday to Friday and weekends are on Saturday and Sunday. 

Explain that the school system in the UK welcomes children to question what they know and learn and 

think for themselves. The system is focused on children developing critical and analytical thinking skills 

instead of simply learning facts and figures. Emphasize that parents are expected to take a prominent 

and supportive role in their children’s education, meeting with teachers regularly for a progress 
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report, helping children with their homework and ensuring they arrive at school clothed, fed and ready 

to learn. Sharing in their child’s learning will help with adjustment to life in the UK. 

Education for children is free and compulsory. The statutory school age in Northern Ireland is from 4 

years to 16 years. In England, Wales and Scotland, the statutory school age is from 5 years to 16 years. 

In England, individuals aged 16 to 18 must be in either full-time education or work (with an educational 

component).  

The UK has some of the world’s finest and oldest universities and is a world leader in research and 

innovation. The arrangements for funding university education vary across the UK. If they are 

considering applying for a place at university, they should seek advice from the organisation 

supporting them or from the university itself. 

You can go through each type of education below, in varying amounts of detail depending on time and 

how relevant it may be for participants. It may be sufficient to do an overview of the ages associated 

with each level of education and familiarise the participants with the common examinations that may 

be listed as requirements for certain jobs. 

 

Nursery  

Free for ages of 3 and 4, and some 2-year-olds. Nursery introduces children socialisation, 

structured classrooms, and prepares them for primary school. 

 

Primary Education 

For children between the ages of 4 or 5 (depending on whether you are living in England, 

Scotland, Wales or Northern Ireland) and 11 years old. Primary schools teach fundamentals of 

reading, writing, maths, and science. 

 

Secondary Education 

For children between the ages of 11-16. Secondary education teaches academic as well as 

practical subjects.  

 

At the age of 16 students sit for their GCSE exams. These are public examinations in all their 

subject areas. The exam results are used to apply for jobs, further education and higher 

education. Participants may come across this listed under qualifications for some job 

descriptions. 

Leaving School and Further Education 

Further education (FE) includes either A-levels or practical qualifications. 

 

Academic qualifications (A-Levels) are pre-requirements to go on to university. Practical 

qualifications can be Business and Technician Education Council qualifications (BTECs) and 

National Vocational Qualifications (NVQs) or Scottish Vocational Qualifications (SVQs) and can 

be done alongside apprenticeships. 
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Explain that FE may be taught in secondary schools, in sixth form, or in FE colleges, and is also 

available to adults. The local authority or jobcentre may have more information about funding 

and grant opportunities for them to pursue this type of education. 

Higher Education  

Higher education is taught at universities beginning around 17 years old. Different universities 

teach different subjects, have different entry requirements, and different fee amounts.  

 

4.2 Expectations and Your role in your child’s education  

Discuss the idea that parents are expected to be involved in their children’s’ education. They should 

supplement their child’s education and participate with educational activities, homework, and reading 

work. 

Explain that schools usually have Parents’ evenings where parents can discuss the progress of their 

child and any areas where children need more support. The teacher will also let parents know how 

their child is interacting with other children in the class. 

Explain that all children of compulsory school age must attend classes from start to finish each and 

every school day. It helps children to reach their potential and parents can be fined if their child is kept 

from school without a very good reason. This means that both boys and girls are required to attend 

school, and often their classes will be co-ed. 

Sex and Relationship Education (SRE) 

Explain that SRE is compulsory in secondary schools but may also be taught in some primary schools. 

It is taught at an age appropriate level for each class and is meant to build positive and healthy lifelong 

views of both physical and emotional sexual health.  

 

Religious Education (RE) 

Explain that RE is compulsory in both primary and secondary schools, as well as across state, private, 

and faith-based schools. This religious education covers many different religions, faiths, and belief 

systems, but mainly focuses on Christianity, which is the main religion in the UK. 

 

4.3 Group Discussion  

Take some time to discuss the similarities and differences between their home education system and 

the UK system. In what ways were they involved in their child’s education before? What will they do 

differently in the UK? 

4.4 Adult and further learning  

Adult learning is strongly encouraged, and many different courses are available. Colleges, adult 

education services and other educational institutions in their local area may offer full and part-time 

adult learning opportunities. These could include taught courses, workshops and online learning on a 

wide range of subjects including job training and courses for personal development such as IT, 

gardening, literacy and numeracy. These courses are likely to be available in the daytime, evening and 
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weekends. Offers vary between local authorities, so they should ask the organisation supporting them 

for more information. They can also try: 

• Looking at the website or prospectus of your local authority adult education service, 

further education college and/or Workers’ Educational Association (WEA) branch 

• Using the National Careers Service website, 

www.nationalcareersservice.direct.gov.uk, which offers advice on choosing courses 

and a post code search to help you find a suitable class 

• Reading notices in local newspapers or on notice boards in schools, children’s centres, 

doctors’ surgeries, community centres, libraries or voluntary groups 

• Speaking to friends, neighbours and colleagues to find out what’s happening locally 

and what courses are on offer. 

4.5 Language Training  

Emphasise that knowledge of and ability to speak English is THE most important skill for integration 

and being able to work in the UK. People can consider finding ‘starter jobs’ which appear not to require 

many skills such as cleaning, security work, delivery driver, washing cars but UK law requires that they 

have sufficient knowledge of English even for these types of ‘unskilled’ jobs. 

Being able to speak, read and understand English is also important to have access to information about 

all sorts of information which can be useful for them, and it may help them to help children with their 

school work. 

4.6 Questions and Answer Session 
 

Allow participants a few minutes to ask questions on the topics covered in the section. Answer any 

questions when possible and engage in discussion with any questions that may elicit input from the 

group. 
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Unit 5: Healthcare  

Objective 

• Provide an overview of the healthcare system and entitlements  

• Understand what to do in an emergency 

• Understand how to access healthcare services  

Structure and Methods 

• 5-minutes - Introduction to the healthcare system 

• 5-minutes - Accessing and registering with services  

• 5-minutes - What to do in an emergency 

• 5-minutes - Hospitals, Pharmacists and accessing medication 

• 5-minutes – Activity: Where should I go? 

• 5-minutes - Specialty health services 

▪ Pre and postnatal services 

▪ Specialist services 

▪ Sexual health services  

▪ Mental health- access and attitudes 

▪ Drugs, alcohol and smoking 

Materials 

• Slides, computer and projector 

• Scenario cards  

Procedure 

5.1 Introduction to the healthcare system  

Explain that the National Health Service (NHS) is the public healthcare system in the UK. Healthcare is 

free most of the time, but they may need to pay small amounts to see dentists, opticians, etc. 

However, pregnant women and children are entitled to free general and emergency dentistry but not 

cosmetic dentistry. 

Explain that some specialists may have long wait times before getting an appointment. Emphasise that 

if this happens it is important to just be patient. There may also be a waiting time of days or weeks for 

non-urgent GP (general practitioner, a family doctor) appointments. It is important to attend all 

medical appointments and call to cancel or reschedule if they can’t make it. Many medications will 

need a prescription before they are able to buy it at the pharmacy. Sometimes the pharmacist may be 

able to allow them to buy certain items at the pharmacy without a prescription. Their supporting 

organisation will explain this in detail and help them to access appropriate health services. 
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Emphasize that accessing healthcare in the UK is very different to what they may be used to in Syria. 

A General Practitioner (GP) is the first doctor they will usually visit when accessing healthcare in the 

UK. They act as the gate keeper to all other health services by taking time to diagnose conditions, 

prescribe drugs, and/or referring to further specialists and tests.  

5.2 Accessing and registering with services 

Explain that as a person granted humanitarian protection or refugee status, they are entitled to access 

the health services provided by the National Health Service (NHS) if they are living in Great Britain or 

Health and Social Care (HSC) in Northern Ireland.  

They can access the following services for free:  

• General Practitioners (GPs), also known as family doctors 

• Hospitals 

• Maternity services 

 

The NHS/HSC provides services to those who need medical treatment and can also help with areas 

such as contraception, family planning, healthy eating and mental health.  

Health will not affect immigration status or affect what NHS/HSC services are available to you. None 

of the people who work for the NHS/HSC, including doctors, nurses and interpreters will pass on any 

information about anyone’s health to any other person or organisation outside of the NHS/HSC 

without permission (except in very exceptional circumstances, such as if the doctor believes someone 

may be of harm to themselves or others).  

Explain that after they have registered GPs may ask all new patients to have a health check. This will 

usually be carried out by a nurse. It is important to go to this appointment even if they are well. 

5.3 What to do in an emergency 

Discuss what to do in an emergency. If they or a family member has an accident or a sudden serious 

illness they should go to the nearest hospital with an Accident and Emergency (A&E) department 

which is free for everyone. 

If it is an extreme emergency call 999 and ask for an ambulance to transport them to a hospital. This 

service is free of charge and should only be used in an emergency. 

The Accident and Emergency department is not for minor medical problems. 

If they are admitted to hospital it is very important that they tell the doctor that they have either 

Humanitarian Protection or refugee status so that they do not get charged for any part of the hospital 

stay and treatment. 

5.4 Hospitals, Pharmacists and accessing medication 

Explain how to access medications at the pharmacy. The GP may write a prescription for a medication. 

Take the prescription to the pharmacy or chemist. 
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The pharmacist can also give free advice on treating minor health problems, such as colds and coughs. 

Some medicines can be bought from the pharmacy without a prescription, including some painkillers 

and cough medicines however they will have to pay for these medicines. 

They may be charged a small fee for prescription medicines.  

Some people are automatically entitled to free prescriptions and dental care including children, 

pregnant women and people receiving certain benefits. NHS/HSC eye tests are also free for some 

people (for example children or those aged 60 or over). 

If they start work and are no longer receiving benefits but have a low income, they can get financial 

help for medical costs by filling in an HC1 form. They will be asked to explain their current sources of 

income and to provide payslips. They will then get an HC2 certificate which is normally valid for one 

year. The HC2 certificate covers: 

• Prescription costs 

• Dental costs 

• Eye care costs 

• Healthcare travel costs 

• Wig and fabric supports 

HC1 forms are available from a GP surgery, Jobcentre Plus, most NHS hospitals and may be available 

from a dentist or optician.  

5.5 Activity: Where should I go?  

 

Materials (in appendix) 

● Photo set (GP surgery, A&E, dentist's surgery, pharmacy)  

● Cards showing different ailments, cut up  

 

Objective  

● To be able to state when they should visit the different healthcare professionals  

 

Procedure  

1. When do you need to go to see a doctor? Give simple examples: stomach ache, temperature, 

earache, flu.  

2. Explain that if they are sick or have an accident they can go to any of these places for free medical 

treatment.  

3. Give out the cards to pairs. They put the ailments on the pile according to where they would go 

first. Monitor & check answers. (Answers are based on NHS guidelines and individual cases might be 

different).  

4. When they have finished, explain: A & E is for emergencies not routine illnesses like a temperature. 

This is where you go if you have an emergency. e.g. bad fall, spilt hot water on yourself 
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5. Finally show picture of (inside) hospital. Give some simple examples of why they might go there: If 

they need an operation or specialist care etc.  

 

 

Key messages  

● You and your family should make sure you visit the right place for different illnesses and accidents. 

The hospital’s Accident and Emergency department is only for very serious conditions.  

 

5.6 Specialty Health Services 

Pre and postnatal services 

Explain that they can access maternity services for free care including during pregnancy, childbirth and 

postnatal care. After the birth of a child extra support will be given in the form of child health visitors, 

who may come to visit their home. 

 

Specialist services 

Explain that the GP will decide if they need to see specialist services (for example, a specialist doctor 

in a hospital). Specialist doctors can also be called a consultant. Everyone has to wait to see a specialist; 

the waiting time can vary from 2 weeks to a number of months. 

 

Sexual health services  

Discuss that sexual health services are free and available to everyone regardless of sex, age, ethnic 

origin and sexual orientation. 

 

Mental health - access and attitudes 

Explain what mental health services are available, that they deal with a wide range of issues including 

depression, anxiety and post-traumatic stress disorder, and that there are services for children, young 

people and adults including older adults. 

 

If someone is dealing with a mental health crisis or emergency either: 

• Look on NHS Choices for crisis services in their area 

• Contact NHS 111 

• Go to your nearest hospital with an Accident and Emergency department 

Drugs, alcohol and smoking 

Explain that it is illegal in the UK to: 

• Buy alcohol when under 18, or sell alcohol to anyone under 18 

• Sell tobacco products to under 16 

• Smoke in an indoors public place or workplace 

• Drive or sit in the driving seat of a vehicle when you have been drinking alcohol or taking illegal 

drugs and some prescribed medicines 

• Possess or sell some drugs 
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5.7 Questions and Answer Session 

 
Allow participants a few minutes to ask questions on the topics covered in the section. Answer any 

questions when possible and engage in discussion with any questions that may elicit input from the 

group. 
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Unit 6: Cultural Adjustment  

Objective 

• Understand the stress and symptoms of culture shock and its effects on a person’s attitude 

and wellbeing 

• Understand the stages of cultural adjustment  

• Understand supports and challenges in adjusting to a new environment 

• Understand how individuals adjust at different paces and how family dynamics can play a 

role 

Structure and Methods 

• 15-minutes – Cultural adjustment: 

▪ Culture shock 

▪ Cultural adjustment “W” model 

▪ Common issues 

• 5-minutes - Letters to Rania or NYT Case Study 

• 10-minutes - Group discussion 

Materials 

• Slides, computer and projector 

• Activity sheet 

• Scenario cards  

Procedure 

6.1 Cultural adjustment 

Culture shock: 

“A state of bewilderment and distress experienced by an individual who is suddenly exposed to a new, 

strange, or foreign social and cultural environment.”1 

Discuss that while such a definition is technically correct, there are a couple of different issues to 

address. The first is that this definition gives a limited set of symptoms and can give the impression 

that the person experiencing culture shock understands what is happening to them. However, the 

experience is often gradual and nuanced, and can be difficult for someone to recognize the source of 

                                                           
1 From Dictionary.com  
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their difficulties, even for themselves. It can therefore be more helpful to think of culture shock as the 

stress of transition, but a transition that is affecting every part of someone’s life at the same time2. 

As each individual grows up within a society, they develop a set of tools and a framework for 

understanding the various situations they encounter, and for determining how best to respond to that 

situation. Once in a new cultural environment, however, those cultural dimensions don’t always work 

as well as they used to.  

Transition is something everyone has experienced in their lives, whether it’s going to university, 

starting a new job, or moving to a new town3. A person can have several symptoms at the same time, 

symptoms can come in cycles, and a pattern can develop over time. Yet without knowing or 

understanding culture shock, the person experiencing it may have a difficult time understanding 

where their emotions and reactions are coming from.  

Culture shock, however, is the description for the difficulties of a larger cultural adjustment process. 

There can be positive emotions in adjusting to a new culture as well, as seen in the below model.  

When discussing cultural adjustment, many use the “U model”, as the graph draws the letter “U” with 

one major dip in the middle. However, the “W model” presented below may offer a more nuanced 

framework for understanding cultural adjustment, as it acknowledges the second major dip that many 

may experience. The below graph a potential method for understanding cultural adjustment, but 

should not be used prescriptively, as individual means of adjusting always varies. 

 

There are five basic stages in the W Model.  

• The “honeymoon” stage 

• Frustration/annoyance with daily differences 

• Surface adjustment 

• Confronting deeper differences 

                                                           
2 Richey, Michael, “JET [Japan Exchange and Teaching] Programme Culture Shock: Culture shock can be tough, 
but understanding it doesn’t have to be”, 23 June 2015, https://www.tofugu.com/japan/culture-shock-in-
japan-on-the-jet-program/ 
3 Ibid 

https://www.tofugu.com/japan/culture-shock-in-japan-on-the-jet-program/
https://www.tofugu.com/japan/culture-shock-in-japan-on-the-jet-program/
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• Adaptation 

It is also important to note that there is no set timeline. The amount of time it can take someone 

differs from individual to individual. The experiences, skills, and attitudes someone brings with them 

can also affect how they weather the challenges and the time in which the process can take.  

Not everyone will necessarily reach a point of adaptation. Some may linger at surface adjustment, or 

in a dip of frustration. While there are things that resettlement workers and volunteers can do to 

support someone as they go through trying to adjust to a new culture, ultimately it is that individual’s 

journey to make.  

Some have likened the “W Model” to a model of grief. It is important to keep this in mind, because 

they may have had lives and achievements and goals long before they were forced to flee, and as they 

work to adjust to the UK, they may also be coming to terms with that much larger loss.  

6.2 Activity: Letters to Rania or NYT Family Case Study (choose one) 

Letters to Rania 

This exercise is designed to help participants connect the cultural adjustment model with an 

individual’s struggles, achievements, and symptoms. Analysing the stages using an example will create 

a foundational understanding to better inform the subsequent discussion activities analysing how 

dynamics within family units can change as a result of individual transformation, and the individual 

needs for support and the role resilience plays in working with each individual. 

Distribute the Letters to Rania handout, ensuring each participant has their own copy. Explain that the 

handout contains fictional letters from a woman named Alia to her friend Rania describing how she 

finds life in the UK. Specify that the letters are out of sequential order. Instruct participants to read 

through the letters and decide with their table groups what order the letters should go in based on 

the sequence of stages used in the “W Model”. Ask participants to reach a consensus within their table 

group to encourage more conversation as to why the letters should go in any particular order. Instruct 

them to also identify the symptoms they see. 

Tables typically need no more than 5-10 minutes to discuss. Once the majority seem to have reached 

a conclusion, bring them back to a plenary discussion and ask a volunteer to identify which letter they 

think best represents the honeymoon stage. The order of the letters should be BEACD. 

 

Family Case Study: Bayan’s Family  

Distribute the Case Study handout. Explain that the handout contains a case study of a Syrian family 
that resettled in the UK. Read the case study aloud so that everyone understands the story, 
alternatively ask a volunteer to read it out. Ask participants to discuss the following questions within 
their table group. 

- How would you compare the way the daughter, mother, and father are each handling their 

transition? What individual needs for support can you infer? 
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- How would you describe the challenges facing the mother and father in renegotiating their 

relationship in a new environment? What are the effects of the daughter’s adjustments on 

their approach to parenting? 

- What is your opinion about Bayan’s desire to participate in activities that are different than 

her parents’ expectations of her from Syria, but their apprehension to let her do so? How 

would you handle the situation? 
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Appendix I 

Letters to Rania 

 

A. Dear Rania,  

I started working at a local bank, the pay is not great, but I feel that I can work my way up to 

something better. I go to school in the evenings, studying accounting. It’s tough because my 

English is still not good enough! I thought I could speak this language already, but the language 

needed for work is on a much higher level. I have met some nice people though they don’t 

enjoy the types of things I do but we have gone to the cinema together and shared a meal 

together. It was a lot of fun. Next weekend we will be going to watch a football match. 

Love you,  

Alia 

B. Dear Rania,  

I am so happy to be in the United Kingdom. Everything is so clean and bright and beautiful. 

This city is so fascinating, full of parks and smart shopping centres. Anything you can imagine 

you can get here and people are so friendly and polite. I feel for the first time in ages that I am 

alive!  

Yours,  

Alia 

 

C. Dearest Rania, 

I miss you. You and I always have so much fun together, so much laughter. Here I try to have 

fun with my new friends, but it is so tiring to always try to translate my thoughts into English, 

and I still get it wrong, even after all this time. It’s discouraging, and I get really angry with 
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myself. I just want to be able to relax with my friends, but they talk a lot about shows and 

movies I haven’t seen and don’t understand. I just want to hold hands with you, watch reruns 

of Bab al Hara, and eat makdous. These days I’ve been getting anxious when I head to work. I 

know I am lucky to have this job, that a better job can come from this, but I feel stuck, like a 

machine, like after all this effort I still haven’t started the life I know I am capable of.  

Yours, 

Alia 

D. Dear Rania,  

I really must apologise, it’s been a while since I last wrote to you. Busy, busy, busy, you know 

how it is! I have bought myself a car – a Volkswagen Golf. It’s a great little car. Some days I 

worry though about how I am going to pay for it! One more exam and I will officially be a 

qualified charted accountant. I can’t wait! I’m not stressed about tackling the job search 

process again, since this time I will know it will be for something I am proud of! Later today I 

am going out with some of my classmates for dinner; I think you would like them, they are so 

funny. Okay, I’ll stop for now as I have to buy some groceries for the weekend and make sure 

I get to my Yoga class on time. Write to me.  

Your friend,  

Alia 

E. Dear Rania,  

I do nothing but cry all day. I’ve been here for a couple of months already, but all I can think 

about is my friends and family that I left behind in Aleppo. I can’t understand anything that is 

going on around me. I feel like such an idiot, like I was born yesterday. I can’t even go to the 

store and ask a simple question. Last week I took the wrong bus and got lost. I couldn’t ask 

anybody how to go to where I wanted to go. I just stood there and cried on the street. Things 

which were so easy back home are so difficult here. People are so strange and unfriendly. 

They are always in a hurry; they walk fast, they talk fast. Nobody has time to talk or get to 

know you. Nobody cares about me; I am always alone. My English is so poor; there are so 

many things I want to say, but I can’t say them. And it’s so cold and the city is so dirty. It takes 

all my energy just to get dressed. I’m always so tired.  

Your friend,  

Alia 
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Appendix II 

Case Study: Bayan’s Family 

(Adapted from “Wonder and Worry, as a Syrian Child Transforms Wonder and Worry, as a Syrian 

Child Transforms” By Catrin Einhorn and Jodi Kantor Dec. 17, 2016 

10-year-old Bayan moved to the UK last year from Syria with her family. She has made new 

friends who have introduced her to many new parts of British life and culture. They have gone 

ice skating, to ballet class, and on outings together. She loves watching British television 

programs and this has rapidly improved her English learning. 

Back in Syria, her parents, Abdullah and Eman, owned a grocery store and her mom also 

worked as a nurse. Now her father is unemployed and looks after Bayan and her siblings, 

while her mom works as a leader for a therapy group for Syrian women coping with 

displacement. They are unable to support their family the way they were back in Syria. Over 

the past year of integrating into British life, they have had to reshape their relationship, their 

roles, and their family rules that have always governed their life back home. 

Bayan, their oldest child, is going from girl to adolescent, Middle Easterner to British all at the 

same time. As Bayan has become more comfortable with British life, she wants to do many 

things that they would not feel comfortable with in Syria, but which are normal and almost 

necessary parts of a young girl’s life in the UK. Her parents believe that she can meld her old 

and new identities, but they also fear her Syrianness would be lost. 

Abdullah says he definitely wants to go back to Syria if it becomes safe, but Eman says “my 

future and my kids’ future is in this country.” Meanwhile Bayan says she “just wants to be 

British”. 
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