
ICIBI’s ‘expectations’ of asylum, immigration, nationality and customs functions  

Background and explanatory documents are easy to understand and use (e.g. statements of intent (both ministerial and managerial), 
impact assessments, legislation, policies, guidance, instructions, strategies, business plans, intranet and GOV.UK pages, posters, leaflets etc.)    
• They are written in plain, unambiguous English (with foreign language versions available, where appropriate) 
• They are kept up to date   
• They are readily accessible to anyone who needs to rely on them (with online signposting and links, wherever possible)  
  

Processes are simple to follow and transparent  
• They are IT-enabled and include input formatting to prevent users from making data entry errors  
• Mandatory requirements, including the nature and extent of evidence required to support applications and claims, are clearly defined  
• The potential for blockages and delays is designed out, wherever possible 
• They are resourced to meet time and quality standards (including legal requirements, Service Level Agreements, published targets) 
   

Anyone exercising an immigration, asylum, nationality or customs function on behalf of the Home Secretary is fully competent   
• Individuals understand their role, responsibilities, accountabilities and powers  
• Everyone receives the training they need for their current role and for their professional development, plus regular feedback on their performance   
• Individuals and teams have the tools, support and leadership they need to perform efficiently, effectively and lawfully  
• Everyone is making full use of their powers and capabilities, including to prevent, detect, investigate and, where appropriate, prosecute offences   
• The workplace culture ensures that individuals feel able to raise concerns and issues without fear of the consequences    
  

Decisions and actions are ‘right first time’  
• They are demonstrably evidence-based or, where appropriate, intelligence-led  
• They are made in accordance with relevant legislation and guidance  
• They are reasonable (in light of the available evidence) and consistent  
• They are recorded and communicated accurately, in the required format and detail, and can be readily retrieved (with due regard to data protection requirements)  
  

Errors are identified, acknowledged and promptly ‘put right’  
• Safeguards, management oversight, and quality assurance measures are in place, are tested and are seen to be effective  
• Complaints are handled efficiently, effectively and consistently  
• Lessons are learned and shared, including from administrative reviews and litigation  
• There is a commitment to continuous improvement, including by the prompt implementation of recommendations from reviews, inspections and audits  
  

Each immigration, asylum, nationality or customs function has a Home Office ‘owner’  
• The Home Office ‘owner’ is accountable for   

o implementation of relevant policies and processes   
o performance (informed by routine collection and analysis of Management Information (MI) and data, and monitoring of agreed targets/deliverables/budgets)  
o resourcing (including workforce planning and capability development, including knowledge and information management)  
o managing risks (including maintaining a Risk Register) 

o   communications, collaborations and deconfliction within the Home Office, with other government departments and agencies, and other affected bodies  
o   effective monitoring and management of relevant contracted out services  
o   stakeholder engagement (including customers, applicants, claimants and their representatives)  


