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Summary
The Home Office (the Department) promised to learn lessons from the Windrush 
scandal, but having failed the Windrush generation once, it appears to be failing them 
again. There have been fundamental problems with both the Department’s design 
and implementation of the Windrush Compensation Scheme (the scheme) and those 
problems are coming home to roost. The Department designed a scheme that was too 
complex and difficult for the claimants to engage with and failed to launch the scheme 
with adequate capacity to run it, and it has played catch-up ever since. Some people 
have died before their claims have been dealt with, and only 412 claims out of the 2,367 
submitted have received their final payment.

The Department still risks seeming indifferent to the impact it has had on people’s lives. 
The key assumptions it has made have been wrong and claims have involved much more 
work than the Department imagined. We have previously reported on the Department’s 
lack of curiosity about the impact of its policies, and the administration of this scheme 
is another example of this. There is a continued challenge to ensure the Department 
has enough caseworkers with the right experience to deal with the complex reality of 
applicants’ circumstances. The Department has ambitious plans to change its culture, 
but there are still giant steps to take.

It is encouraging to hear the Department admit to some of its mistakes with the scheme, 
but it should not have taken two years to reach this point. Justice delayed is justice 
denied. When will victims of the Windrush scandal finally have redress? There is an 
urgent need to improve the scheme and make good on promises to right the wrongs for 
those who suffered.
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Introduction
In the spring of 2018, the Department acknowledged serious shortcomings in its treatment 
of the Windrush generation, who had suffered harm due to the Department’s ‘hostile 
environment’ policies. These policies required members of the Windrush generation 
to demonstrate their lawful immigration status to access key public services, housing 
and jobs. Some struggled to do this even though they were living in the UK legally. 
The Department acknowledged it had treated the Windrush generation unfairly and 
announced a set of measures to “right the wrongs” experienced by those affected. One of 
those measures was the Windrush Compensation Scheme. The Department launched the 
scheme in April 2019 with the aim of compensating members of the Windrush generation 
and their families for the losses and impacts they have suffered as a result of not being able 
to demonstrate their lawful immigration status.
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Conclusions and recommendations
1.	 People are still waiting far too long to receive compensation from the scheme. 

The Department has been slow to process compensation claims, with some 
claimants dying whilst waiting for compensation. At the time we took evidence 
in June, the Department had made final payments to only 412 claims of the 2,367 
it had received. It is unwilling to set a timeframe for making decisions on claims, 
leaving claimants frustrated and reflecting no sense of urgency in improving the 
speed of compensation. The Department has, however, set itself an internal target to 
conclude 90% of claims submitted before the end of 2020 by the end of August 2021, 
and claims to be confident it will hit it, but will need a significant improvement in 
performance if it is to do so. The Department claims holding approximately six 
months’-worth of cases is ‘about the right number’ of cases for it to have in the 
scheme. It took until December 2020 before the Department made substantial 
changes to the scheme, in order to fix problems with it. The Department hints that 
further changes to the scheme are required and that it plans to make significant 
ones, but has not yet confirmed what these changes might be or when they might 
be introduced.

Recommendation: The Department must, as a matter of urgency, speed up its 
processing of payments. It should update us immediately after August on its 
performance to date and its progress against its internal targets.

2.	 The scheme design was too complex and made it difficult for victims to engage 
with. Many of the difficulties suffered by the Windrush generation were due to 
insufficient documentation, and yet the Department designed a scheme which 
demands evidence it acknowledges many claimants do not have. It claims its 
approach was designed to minimise the evidence required of claimants while 
also doing enough to be sure that people were eligible for compensation. One area 
exemplifies the difficulties involved: the Department has made little progress in 
processing claims where people have died, causing their families further distress. At 
the time we took evidence, only four out of 132 claims made on behalf of the estate of 
someone who has died had received payment. More broadly, the Department argues 
that it tries to strike a balance between simplicity of process while also making the 
scheme comprehensive but accepts that, in retrospect, it could have done things 
differently at the beginning. Not administering the scheme effectively undermines 
the Department’s perceived commitment to righting the wrongs suffered by the 
Windrush generation and the ambition of its transformation programme.

Recommendation: The Department should identify aspects of the claims process 
which are not working as effectively as they should, for example helping to remove 
logistical barriers from estate claims, and set out in the Treasury Minute response:

•	 what training and other practical steps it will take to equip caseworkers to 
act effectively and compassionately;

•	 the changes it plans to make to simplify, improve and made the scheme 
demonstrably more efficient

•	 how it will measure if it is achieving its intended outcomes.
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3.	 The Department’s planning estimates for the scheme have been completely 
wrong. When it set up the compensation scheme in April 2019 the Department 
made a series of key assumptions about how the scheme would work, which have 
not matched what has happened in practice. For example, it thought that around 
15,000 people might be eligible, an estimate it revised down to 11,500 in October 
2019. In fact it has only received about a fifth of even the revised estimate and is now 
looking to revise it again. It also thought that each case would take its caseworkers, 
on average, about 30 hours to process; whereas in practice it has taken them five 
times as long. The Department’s estimate that it might pay out compensation of 
between £120 million and £310 million was exceedingly broad, but by the end 
of April 2021 it had only paid out £20.5 million. In mid-2019 the Department 
disagreed with this Committee’s recommendation that it should do more to engage 
with Commonwealth citizens from countries outside the Caribbean who could be 
affected; in doing so it unnecessarily delayed efforts to reach more people, and now 
recognises it could have done more earlier.

Recommendation: The Department should use its experience to date and 
knowledge gained from its community engagement work to formulate, as soon 
as possible, a new assessment of how many people it now thinks are eligible, 
which will in turn improve its estimate of the overall amount of compensation 
required and help structure realistic caseworking requirements to meet. It should 
write to us once this work is completed to explain its new estimate, the basis of the 
assumptions it has used in formulating this estimate and how it will monitor how 
well this estimate matches reality.

4.	 The Department launched the scheme without the caseworkers it required 
to deliver the complex scheme it designed and has never had the operational 
capacity it needs, leaving people waiting for decisions. When it launched the 
scheme, the Department had only six caseworkers to deal with processing claims, 
compared to the 125 it considered it would need. It has never caught up and appears 
to still be significantly understaffed. While it has also been taking caseworkers far 
longer than expected to deal with each individual claim, there have been errors 
and inconsistencies in the way claims have been processed, with quality assurance 
checks often finding that cases need revisiting and work repeated. The Department 
says it now has plans to review its training for caseworkers with a view to improving 
the process. It is also looking at how it can restructure the way it organises its 
caseworkers across all areas of the Department to bring together expertise.

Recommendation: The Department should write to the Committee within one 
month setting out its plan to improve its caseworking operations, including:

•	 whether it has successfully increased the number of caseworkers for the 
scheme as planned and whether it will need to recruit any more caseworkers;

•	 what further support it will provide to individual caseworkers, including 
training mentoring and guidance; and

•	 the plans in place to improve consistency and productivity in caseworking.
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1	 Performance of the scheme
1.	 On the basis of a report by the Comptroller and Auditor General, we took evidence 
from the Home Office (the Department) about the Windrush Compensation Scheme.1

2.	 In 2018, the Department acknowledged serious shortcomings in its treatment 
of the Windrush generation, who had suffered harm due to the Department’s ‘hostile 
environment’ policies. These policies required members of the Windrush generation to 
demonstrate their lawful immigration status to access public services, housing and jobs. 
Some struggled to do this even though they were living in the UK legally.2

3.	 The Department announced a set of measures to “right the wrongs” experienced 
by those affected. One of those measures was the Windrush Compensation Scheme (the 
scheme). The scheme aimed to compensate members of the Windrush generation and 
their families for the losses and impacts they have suffered as a result of being unable 
to demonstrate their lawful immigration status.3 The Department launched the scheme 
in April 2019. In December 2020, it announced changes to the scheme, including the 
introduction of preliminary payments to claimants who have demonstrated they have 
suffered harm as a result of difficulties in demonstrating their status.4 By the end of March 
2021, the Department had spent £8.1 million on running the scheme compared to its 
original budget of £15.8 million.5

Performance of the scheme

4.	 We asked the Department for its latest position on scheme performance and noted 
that it has been slow to process compensation claims made to the scheme.6 By the end of 
April 2021 (the latest data at the time we took evidence), the Department had received 
2,367 claims for compensation. It had paid £20.5 million to 687 individuals, although 
some of these people may receive further payments.7 The Department told us it had made 
what it considered to be a final decision on 900 claims, concluded 626 claims, paid full 
and final payments to 412 claims and awaited an appeal decision on an additional 106. 
The Department is still considering the remaining claims.8 The Department claimed its 
slow progress was in part as a result of its efforts to seek to offer appropriate compensation 
while also ensuring it is paying only those who are eligible and entitled to it.9

5.	 The National Audit Office report noted that for claims received after March 2020 
(the only data for which the Department had detailed process data) only 10% (102 claims) 
had reached payment approval stage. These 102 claims took on average 177 days to reach 
payment approval, with half of the cases requiring between 109 and 250 days. These 
figures excluded older cases which may have taken longer.10 The Department explained 
that cases often took significant amounts of time because of the need to obtain supporting 

1	 C&AG’s Report, Investigation into the Windrush Compensation Scheme, Session 2021–21, HC 65, 21 May 2021
2	 C&AG’s Report, para 1
3	 C&AG’s Report, para 1
4	 C&AG’s Report, para 2
5	 C&AG’s Report, para 4.2
6	 Q27, 29
7	 Windrush Compensation Scheme data: May 2021 – GOV.UK (www.gov.uk), accessed 29 June 2021
8	 Qq 27–28, 36–37
9	 Q 29
10	 C&AG’s Report, para 4.9

https://www.gov.uk/government/publications/windrush-compensation-scheme-data-may-2021
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information from other government departments but recognised it took a long time to 
‘get going’ on claims.11 In April 2021, the Department announced that 21 people had died 
after submitting a claim but before receiving compensation.12 We questioned, therefore, 
whether there had been sufficient urgency to make changes given that people were dying 
while waiting for the completion of their claims.13

6.	 The Department recognised that its processing of claims was not always quick and 
that it had not yet done enough to reduce the time it takes to process them. It claimed 
that it now has ‘the right plans in place’ to speed them up.14 It repeatedly underlined its 
desire to make any further changes necessary to improve performance of the scheme, 
whatever the cost.15 It stated these changes could include increasing the workforce and 
simplifying its existing processes.16 It did not confirm exactly what further changes it 
would implement or when, but suggested some were imminent.17

7.	 The Department expressed confidence that the scheme would be quicker and less 
demanding thanks to the changes it implemented in December 2020.18 We asked what the 
Department believed was an acceptable period to process claims and heard that it avoided 
setting such targets as it believes this would create unhelpful incentives for its caseworkers 
and would overlook the complexity of cases it dealt with.19 However, the Department 
confirmed its belief that six months of cases awaiting a decision was ‘about the right 
number’ for it to hold.20 The Department also reiterated its commitment to paying out 
90% of claims submitted before the end of 2020 by August 2021.21 The Department told 
us it was ‘on track’ to meet this target but admitted that this would require a ‘significant 
uplift in output and productivity’.22

11	 Q 29
12	 Written answer from the Home Secretary, 29 April 2021
13	 Q 35
14	 Qq 25, 74
15	 Qq 25, 29, 34, 74
16	 Qq 29–30
17	 Qq 26, 74
18	 Q 74
19	 Q 60
20	 Q 60, C&AG’s Report, para 4.13
21	 Q 58, C&AG’s Report, para 4.13
22	 Q 58

https://questions-statements.parliament.uk/written-questions/detail/2021-04-19/183168
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2	 Flaws in design and implementation

Complexity

8.	 The Department claimed that the scheme was unprecedented, but that it had 
spoken to ombudsmen across government in its efforts to design an effective scheme.23 
Following the session, the Department wrote to us and described how it drew on the 
Parliamentary and Health Service Ombudsman’s Principles for Remedy guidance, the 
National Audit Office’s briefing Administration of time-limited compensation schemes and 
unspecified ‘good practice from the Home Office and other government departments’.24 
The Department acknowledged the design was complex but claimed it attempted to find 
a balance between a scheme that was comprehensive and one that was easy to understand 
and apply to.25 The Department told us it did not always achieve this balance, especially 
at the beginning of the scheme. It also stated that it could have explained some aspects of 
the scheme better to applicants and that it would consider changes to the guidance it sent 
them.26 It told us that it was still working to improve that balance through its planned 
changes to the scheme.27

9.	 The Department asserted that no-one eligible to receive compensation should fail to 
receive it because they could not provide evidence to support their claim.28 The Department 
claimed it designed the scheme to minimise the amount of evidence required, although 
the National Audit Office reported that initially some areas, for example claims for loss of 
access to employment, had stringent evidence requirements.29 The Department lowered 
the burden of proof for some areas of claims within the scheme in October 2020.30 The 
Department recognised that it would still be very difficult for some to obtain documentary 
evidence and that in such cases the Department often needed to work with the applicant, 
former employers or other government departments, such as HMRC and DWP, to obtain 
that evidence.31 Even then, the Department stated that many applicants felt the scheme 
required too much documentation. It assured us that it would continue to review whether 
the demands placed upon applicants were realistic.32

10.	 We noted that it has been especially difficult for some types of claimants to see progress 
with their claims.33 The National Audit Office reported that more than one-third of claims 
on behalf of the estate of someone who has died had not moved past the initial registration 
stage of the compensation process and at the time we took evidence only four of 132 such 
claims had received a payment.34 The Department told us this was because some of the 
people submitting these claim do not have probate or a letter of administration, and it 
understood that claimants had been advised that they did not require a grant of probate, 

23	 Qq 31–32
24	 Letter from Home Office Permanent Secretary to the Committee, 22 June 2021
25	 Qq 24, 26
26	 Qq 26, 33
27	 Q 26
28	 Q 40
29	 C&AG’s report, para 1.8
30	 Qq 40, 74; C&AG’s Report, para 4.11
31	 Qq 29, 40–42
32	 Qq 40, 42–43
33	 Qq 26, 72
34	 C&AG’s Report, para 4.8, Windrush Compensation Scheme data: May 2021 – GOV.UK (www.gov.uk), accessed 29 

June 2021

https://www.gov.uk/government/publications/windrush-compensation-scheme-data-may-2021
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causing them to be ‘stuck in a situation where the claim cannot be progressed because we 
[the Department] cannot confirm that the person had that authority’.35 The Department 
said it has tested this requirement with its legal advisers, and that grants of probate are 
legally required, but it said it would shortly bring forward a range of measures that it 
hopes may resolve some of these issues.36

11.	 The Department underlined its determination to right the wrongs it has inflicted on 
the Windrush generation. It stated that this is why getting the compensation scheme right is 
absolutely essential.37 The Department repeatedly committed to maximising applications 
to the scheme and ensuring that people get the maximum amount of compensation they 
are entitled to.38 It told us that the scheme complements its wider plans to change the 
culture of the Department and make it more open to people who are directly affected by 
its policies and operations.39 It stated that this transformation was a long-term project on 
which it had much further to go.40 We asked what practical impacts this cultural change 
may have on staff but in our view did not receive any clear answer.41

Planning assumptions

12.	 We asked whether the Department had been too optimistic in setting out its initial 
assumptions.42 The National Audit Office reported that the Department originally 
estimated it would pay between £120 and £310 million to an estimated 15,000 claimants.43 
In October 2019, the Department reduced this estimate to between £60 million and £260 
million to 11,500 individuals.44 The Department acknowledged that its original forecasts 
of 15,000 applicants were ‘definitely wrong’ despite being based on its own analysis and 
census data. It went on to state that, having received only 2,369 applications (see footnote), 
it was likely to reduce its revised estimate of 11,500 further.45 At the time we took evidence 
in early June, it reported having paid only £20.5 million in compensation.46

13.	 The Department told us it wanted to ensure all those potentially eligible to apply to the 
scheme could do so.47 This committee recommended in March 2019 that the Department 
extend its historical reviews “beyond Caribbean Commonwealth nationals to include 
other Commonwealth nationals who may have been wrongfully detained, removed or 
sanctioned under the compliant environment”. But, in June 2019, the Department rejected 
this recommendation and referred to it having already ‘conducted extensive outreach’ to 
raise awareness.48 Despite the Department’s apparent efforts, The National Audit Office 
reported in May 2021 that, in a survey by the Department, more than half of respondents 

35	 Q 72
36	 Qq 72–73
37	 Qq 23, 33
38	 Qq 25, 29, 43, 49, 53, 57, 60
39	 Qq 19–20, 68
40	 Qq 18–19
41	 Qq 18–19
42	 Q 25
43	 C&AG’s Report, para 9
44	 C&AG’s Report, para 1.11
45	 Q 25 (although the department stated 2,369, we understand it would have meant 2,367, which was the latest 

figure at the time according to Windrush Compensation Scheme data: May 2021 – GOV.UK (www.gov.uk), 
accessed 29 June 2021)

46	 Windrush Compensation Scheme data: May 2021 – GOV.UK (www.gov.uk), accessed 29 June 2021
47	 Qq 46, 49
48	 HM Treasury, Government response to the Committee of Public Accounts on the Eighty-Second and the Eighty-

Sixth to the Ninety-Second reports from Session 2017–19, CP 113, June 2019

https://www.gov.uk/government/publications/windrush-compensation-scheme-data-may-2021
https://www.gov.uk/government/publications/windrush-compensation-scheme-data-may-2021
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thought the scheme was relevant only to those from the Caribbean.49 We heard that the 
Department had started its community fund to support outreach work only in December 
2020, and therefore asked why there had been such a delay.50 The Department recognised 
that, in hindsight, it ‘could have been quicker off the mark’ with its efforts to engage with 
other affected communities.51 It assured us it was actively looking to ensure it promoted the 
scheme across a broader range of communities, such as those from South Asia and West 
Africa, through its outreach events and community fund.52 The Department claimed that 
the number of applications from these areas was still relatively small but did not specify 
how many applications that amounted to or how many it expected.53

14.	 The Department acknowledged it took longer to process claims than it had expected.54 
The National Audit Office calculated that claims took an average of 154 staff hours to 
process to payment, five times more than the Department originally estimated.55 The 
Department could not explain how it made its original caseworking estimates but assured 
us it made them ‘with the best of intentions’.56 It recognised it had misunderstood how 
complex cases would be and how long it may take to gather information on behalf of 
claimants from employers and other government departments.57

Operational capacity and capability

15.	 The National Audit Office reported that the Department originally planned to have 
125 caseworkers, but at the launch of the scheme it only had six.58 The Department told us 
it had entirely rebuilt its capacity plan since ‘October or November’ 2020.59 However, the 
National Audit Office reported that, at March 2021, the Department struggled to provide 
a clear picture of the caseworkers it needed and this capacity plan differed from the figures 
presented to the scheme’s senior management team.60 The Department explained that, at 
the end of March 2021, it had 53 caseworkers working on the scheme with plans to recruit 
another ten. It went on to tell us that it now had plans to recruit another 15 caseworkers, of 
whom five had arrived, with an additional five in training and 20 ‘in the pipeline to arrive’.61 
Despite having fewer caseworkers than it requires for the scheme, the Department told us 
it did ‘not have too much of a problem’ recruiting caseworkers. However, it pointed out 
that it had identified the retention of people with caseworking skills as a major risk.62

16.	 The Department told us it has a lengthy and comprehensive training course for 
caseworkers followed by mentoring to ensure that caseworkers formulate awards 
accurately.63 The National Audit Office noted that, as of March 2021, the Department 
was aware of six overpayments, totalling £38,292 in value.64 Based on a review of a small 
49	 C&AG’s Report para 2.7
50	 Qq 46–48
51	 Qq 47–48
52	 Q 46
53	 Q 46
54	 Q 29
55	 C&AG’s Report, para 4.4
56	 Q 31
57	 Qq 29, 31, 55
58	 Q 52, C&AG’s Report, para 4.3
59	 Q 52
60	 C&AG’s Report, para 4.3
61	 Q 30
62	 Qq 66–68
63	 Q 54
64	 C&AG’s Report, para 4.17
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sample of casework, the National Audit Office found that the Department’s quality 
assurance processes are not picking up all errors.65 It also reported that the scheme’s 
quality assurance managers return more than half of claims they review to a caseworker 
for further work.66 The Department said that this was sometimes because not everything 
had been done to maximise compensation for the claimant, but acknowledged it wants 
to reduce the number of cases returned to caseworkers.67 The Department told us it is 
reviewing its guidance and processes for its relatively junior caseworkers to make them 
simpler and reduce the risk of making errors.68

17.	 The Department noted that it was exploring options to obtain additional caseworking 
support for the scheme from elsewhere within the Department.69 In the longer term, it is 
examining how it can restructure the way it organises its caseworkers across all areas of 
the Department as part of its transformation programme.70 It stated this would bring 
together caseworking functions and expertise into a single career structure.71 It claimed 
this would be specifically designed to make it easier to learn lessons from different 
schemes, for example the Passport Office, which the Department could then apply within 
its Windrush response.72

65	 C&AG’s report, 4.18
66	 C&AG’s report, 4.15
67	 Q 53
68	 Q 53
69	 Q 30
70	 Qq 17–18
71	 Qq 18, 44, 68
72	 Q 44
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Formal minutes
Thursday 22 July 2021

Virtual meeting

Members present:

Dame Meg Hillier, in the Chair

Sir Geoffrey Clifton-Brown
Mr Mark Francois
Peter Grant

Anthony Higginbotham
Kate Osamor
Nick Smith

Draft Report (Windrush Compensation Scheme), proposed by the Chair, brought up and 
read.

Ordered, That the draft Report be read a second time, paragraph by paragraph.

Paragraphs 1 to 17 read and agreed to.

Summary agreed to.

Introduction agreed to.

Conclusions and recommendations agreed to.

Resolved, That the Report be the Fourteenth of the Committee to the House.

Ordered, That the Chair make the Report to the House.

Ordered, That embargoed copies of the Report be made available, in accordance with the 
provisions of Standing Order No. 134.

[Adjourned till Thursday 9 September at 9:15am
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Witnesses
The following witnesses gave evidence. Transcripts can be viewed on the inquiry publications 
page of the Committee’s website.

Monday 7 June 2021

Matthew Rycroft CBE, Permanent Secretary, Home Office; Tom Greig, Deputy 
Director of Windrush compensation scheme, Home Office; Paul Lincoln, 
Director General Border Force, Home Office; Charu Gorasia, Director General, 
Capabilities and Resources, Home Office� Q1–157

Published written evidence
The following written evidence was received and can be viewed on the inquiry publications 
page of the Committee’s website.

HOR numbers are generated by the evidence processing system and so may not be complete.

1	 Refugee Council (HOR0001)

2	 London Borough of Hackney (HOR0003)

3	 Chinegwundoh, Miss Gertrude (HOR0004)

4	 Vernon OBE, Dr Patrick (HOR0005)

https://committees.parliament.uk/work/1139/default/publications/oral-evidence/
https://committees.parliament.uk/work/1139/default/publications/oral-evidence/
https://committees.parliament.uk/oralevidence/2309/default/
https://committees.parliament.uk/work/1139/default/publications/written-evidence/
https://committees.parliament.uk/work/1139/default/publications/written-evidence/
https://committees.parliament.uk/writtenevidence/36455/html/
https://committees.parliament.uk/writtenevidence/36551/html/
https://committees.parliament.uk/writtenevidence/36601/html/
https://committees.parliament.uk/writtenevidence/36606/html/
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List of Reports from the Committee 
during the current Parliament
All publications from the Committee are available on the publications page of the 
Committee’s website.

Session 2021–22
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8th COVID 19: Culture Recovery Fund HC 340

9th Fraud and Error HC 253

10th Overview of the English rail system HC 170

11th Local auditor reporting on local government in England HC 171

12th COVID 19: Cost Tracker Update HC 173

13th Initial lessons from the government’s response to the 
COVID-19 pandemic

HC 175

1st Special 
Report

Fifth Annual Report of the Chair of the Committee of Public 
Accounts

HC 222

Session 2019–21

Number Title Reference

1st Support for children with special educational needs and 
disabilities

HC 85

2nd Defence Nuclear Infrastructure HC 86

3rd High Speed 2: Spring 2020 Update HC 84

4th EU Exit: Get ready for Brexit Campaign HC 131

5th University technical colleges HC 87

6th Excess votes 2018–19 HC 243

7th Gambling regulation: problem gambling and protecting 
vulnerable people

HC 134

8th NHS capital expenditure and financial management HC 344

9th Water supply and demand management HC 378
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37th Whole of Government Accounts 2018–19 HC 655

38th Managing colleges’ financial sustainability HC 692

39th Lessons from major projects and programmes HC 694
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45th Managing flood risk HC 931

46th Achieving Net Zero HC 935
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48th Digital Services at the Border HC 936
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