Modern Language Assistants

I have an issue who do I contact? 
Throughout the year, there is a network of support available in the UK and overseas to Modern Language Assistants (MLAs). If you encounter any issues whilst on your placement in the UK, please refer to the information below for who to contact, when, and for what issue. 

Please remember that you are responsible for your own personal safety, and that you should read and follow the advice provided by the British Council and local authorities as well as the advice issued by the government of your home country. From the moment you’re accepted to the end of your contract, you have access to a three-tiered support network:
1. Your school (mentor teacher and senior staff)
2. Your Official Home Country Partner Organisation 
3. British Council UK team
This guide helps you know who to go to first, and when to escalate if needed.
🔍 Who can I contact?
	Who to Contact
	Go to them for...
	Not for...

	Mentor Teacher
	Your first contact for: – Timetables, contracts, monthly allowance– Holidays/absences– Accommodation, commute– General wellbeing, health, school admin
	– Visa issues

	Head of Department / Headteacher
	If mentor is unavailable or can’t help: 
Discipline concerns– Escalation of unresolved issues– Professional advice
	– Everyday admin questions

	British Council UK Team📧 LanguageAssistants.UK@BritishCouncil.org
	– Issues unresolved by school– Visa guidance– Sensitive topics– Wellbeing concerns- Leaving or terminating your placement- 

	– Urgent/emergency support– Financial or tax advice– Medical support– Speaking to parents on your behalf

	Your Official Home Country Partner Organisation

	– Issues unresolved by school and British Council– Sensitive topics– Leaving or terminating your placement
Discrimination or harassment– Wellbeing concerns– Reallocation or withdrawal– Questions before you arrive in the UK
	– Finance/tax help– Emergencies– Medical advice
Speaking to parents on your behalf



Please refer to the Who to Contact Guide for more information on your contacts

👉 Include your application ID when emailing the British Council team and outline what steps you’ve already taken to resolve the issue.
When to Ask for Support or Raise an Issue
Being proactive and knowing when to ask for help is essential to having a successful placement abroad. If something feels unclear, unmanageable, or uncomfortable—don’t wait. Use this guide to understand who to contact and when. Starting with your local support network often leads to the quickest resolution.
Issues can range from simple timetable changes to more serious wellbeing concerns. If you're unsure whether something is "worth" raising, remember: if it affects your experience, it's worth a conversation.
The following sections outline a clear escalation process:
🔺 Step 1: Is it an emergency?
In an emergency as outlined below, your first point of contact should be the relevant emergency services.  
You contact the UK emergency services by calling 999. 
The UK emergency services include the police, ambulance service, Fire service and coastguard service. All can be contacted by dialling 999 on any phone.
For situations that require police assistance but do not require an immediate response you can call the police service’s non-emergency number 101.
For situations where you require non-emergency medical advice, you can call the NHS helpline on 111.
Emergencies include:
· Sexual or physical assault
· Serious illness or hospitalization
· Victim of a crime or racist abuse
· Immediate threat to personal safety
YES → Call UK emergency services (999) immediately.
 NO → Follow the steps below in order.
Line of Referral for Non-Emergencies 
[You have an issue]
 ⬇
 1. Talk to Fellow MLAs, Family or Friends
Your first recommended point of contact are your fellow MLAs and/or your family and friends
· Culture shock
· Homesickness
· Travel advice
· Emotional support
⬇
 2. Contact Your Mentor Teacher
Your second point of contact should be your host institution’s mentor teacher who can help to resolve issues directly related to your work.
· Issues with timetable, contract, salary, holidays
· Accommodation or school-related administration
· Support with health, safety, or wellbeing
⬇
 3. Other Contacts at Your Host Institution or Local Authority
Any other contacts at your employing institution(s) should be your third point of contact; this includes other members of staff like the head of department, headteacher, or a local authority (if applicable). 

Your employer is either your school or a local authority in your area; it is the institution with whom you signed your contract. 
· Head of department or Headteacher
· Local authority (if applicable)
· Employer is typically the school or local council
⬇
 4. British Council UK Language Assistants Team
The British Council UK Language Assistants team are your fourth point of contact. We act as an intermediary between the employing host institution and assistants; we can help manage the communication with your host institution if needed.
 📧 LanguageAssistants.UK@britishcouncil.org

· Issues that cannot be resolved through discussion with your host institution.
· Issues you do not feel comfortable talking to your host institution about.
· Any non-emergency issues affecting your safety, health or wellbeing.
· If you need to leave the UK and terminate your placement
Do not contact for:
· Personal finance advice
· Emergencies or urgent support in the UK 
· Medical support and advice 
⬇
 5. Official Programme Partner Organisation in Your Home Country
The official programme partner in your home country should be your fifth point of contact. You should let them know of any issues you experience in the UK. 
The British Council team will be able to work with the respective partner organisation to help you resolve any issue, offering support and advice where possible. 
· Any non-emergency issues affecting your safety, health or wellbeing.
· If you need to leave the UK and terminate your placement
· Support and advice for contacting the embassy of your home country while in the UK.
Do not contact for:
· Urgent support within the UK (due to distance and time difference) 
· Professional medical/health advice 
· Supporting in contacting your employer school directly. British Council UK manage communications with your employing host institutions.
· Personal finance advice 
⬇
 6. Embassy of Your Home Country in the UK (Emergencies Only)
You must contact the embassy or local consulate of your home country in the UK in case of emergency. You should also alert the British Council UK as well as the programme organisation in your home country of the situation. 
Do contact for:
· Any urgent and serious issues affecting your personal safety, health or wellbeing; e.g. if you have suffered rape, sexual or physical assault, are a victim of crime, ill, or in hospital 

· If you have been affected by terrorism, civil unrest, or natural disasters 

· Replacement emergency travel documents 

· Details of local lawyers, interpreters, doctors, etc. 

· Details of organisations that can provide specialist support where your home embassy is unable to help.

The embassy will not: 

· Get involved in issues your school, British Council UK, or the programme partner organisation in your home country can resolve 
· Help you enter a country if you do not have a visa or your passport is not valid 

· Ensure your everyday safety and security 

· Investigate crimes, get you out of prison, prevent deportation, or interfere in criminal or civil court proceedings 

· Get you better treatment in prison 

· Get you better treatment in hospital 

· Pay any bills or give you money from public funds

📝 Key Notes
· Always try to resolve issues locally first.
· Escalate only when your concern is unresolved or you feel unsafe.
· The British Council does not handle emergencies or personal finances but does handle payment issues.
· Know your embassy's role: they are there for crisis support, not day-to-day matters.

🟢 General or Low-Level Issues (Often resolved informally)
· Feeling homesick or culture shock
· Struggling to make friends or connect socially
· Adapting to local customs, accents, or school culture
· Confusion around school expectations or your role in the classroom
· Lack of clarity on travel entitlements or school holidays
· Needing advice about weekend travel, SIM cards, or setting up a bank account
👉 Suggested contact: Fellow MLAs, family/friends, or mentor teacher
🟡 Moderate Issues (May need school or admin support)
· Timetable conflicts (e.g. working more hours than agreed)
· Lack of access to teaching materials or classroom resources
· Confusion about contract terms or payment schedule
· Unpaid salary or unclear deductions
· Issues with school accommodation (e.g. condition, cost, safety)
· Difficulty communicating with your mentor teacher or supervisor
· Minor disagreements with teachers or unclear feedback
👉 Suggested contact: Mentor teacher or school leadership
🟠 Escalated or Ongoing Concerns (Not resolved locally, or personal wellbeing affected)
· Persistent conflicts with staff or feeling isolated at school
· Being asked to work outside agreed duties (e.g. acting as full teacher, excessive hours)
· Ongoing salary delays with no resolution
· Living conditions affecting your health or safety
· Feeling unsupported by your school despite raising concerns
· A decline in mental health due to stress or workload
· Bullying or exclusion from school staff
👉 Suggested contact: British Council Language Assistants Team
🔴 Serious Welfare or Emergency Issues
· Sexual or physical assault
· Racial discrimination or hate crime
· Serious illness or hospitalisation
· Involvement in a legal issue or crime (as victim or witness)
· Unsafe housing or threats to personal safety
· Psychological crisis (e.g. panic attacks, suicidal thoughts)
· Terrorism, natural disaster, or civil unrest in your area
👉 Suggested contact:
· Emergency services (999)
· Embassy or consulate
· British Council Language Assistants Team (after emergency is managed)
Discrimination or Harassment
The British Council has a zero-tolerance policy for harassment and discrimination. You are encouraged to report any incidents to:
· Your mentor teacher or another trusted person in your school
· Your Official Partner Organisation in your Home Country
· The British Council Language Assistants team: LanguageAssistants.UK@BritishCouncil.org
If you experience discrimination or harassment, we will work with you and our partners to ensure the situation is addressed. In serious cases, this may include:
· Removing the school from the programme
· Supporting you in moving placements (if available)
· Helping you withdraw from the programme if preferred
Where you are a victim of harassment or discrimination either within the workplace or outside of the workplace, we also encourage you to report it the local authorities if you comfortable doing so but also to contact your embassy from your Home Country. We also encourage you to report serious incidents to local authorities and contact your embassy. Non-UK nationals can find specific guidance at: Government Foreign Travel Advice 
If you experience discrimination or harassment of any kind and want to withdraw from the programme and/or return to the UK without disclosing particular details, the British Council Language Assistants team will also support you in doing so.
 Final Tips
· Start with your mentor for most issues
· Escalate step-by-step as needed
· Don’t stay silent—if something feels wrong, ask
· Know your embassy and local emergency numbers
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· Save all key contact emails before you travel
www.britishcouncil.org
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