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The client from Sudan (36 years old) approached ICOS because he was unable to access housing due
to an error on his e-Visa. His e-Visa displayed an incorrect immigration status, showing that his
application had been refused. As a result, he was unable to generate a share code, which was
required by housing association to progress his housing application.

An error request was submitted to report the incorrect e-Visa status. The client later received an
email confirming that the Home Office was investigating the error. However, the e-Visa continued to
show a refusal, and the share code remained inaccessible.

Due to the urgency of the client’s housing needs, a formal complaint was submitted by the project
worker to the Home Office highlighting the impact of the delay. Continued follow-up took place
while the client’s housing application remained suspended.

Once the Home Office resolved the issue, the client’s e-Visa was corrected and began working
properly. A share code was successfully generated. We contacted housing association directly by
phone to provide the share code and explain the situation. We have been instructed how to submit
share code and confirmed that the client’s application should be reactivated within the next few
days.

During the appointment, it also became clear that the client had been struggling to navigate the
housing website independently. He had been attempting to apply for housing through the wrong
website and was unsure how bidding worked.

We logged into the system together, and the client was supported step by step to apply for chosen
properties. With guidance, he successfully applied for three properties.

Although progress was made, the client reported that he does not yet feel confident bidding
independently. He requested a follow-up appointment to receive further support. Client received
support until he was confident applying independently.



