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1. Acknowledgements
This toolkit was first published in 2018 as a good practice guide for Deaf and
Disabled People’s Organisations (DDPOs) to help them provide support and
casework to Deaf and Disabled victims/survivors of Hate Crime. The
information in this toolkit was originally based on Stay Safe East’s
comprehensive experience in providing support to victims/survivors of Hate
Crime. Since 2018, local member organisations of the Pan-London Deaf and
Disabled People Organisations Hate Crime Partnership have been supporting
more and more Deaf or Disabled survivors of hate crime. The Hate Crime
Partnership would like to thank everyone who gave us their feedback on this
toolkit and helped us to make it stronger. We would also like to thank City
Bridge Trust who funded the original toolkit, Trust for London who funded
the updated toolkit, and Barings Foundation who funded legal information.

1.1 More about the partnership
Inclusion London, Merton Centre for Independent Living and Stay Safe East
are working together to improve the skills and capacity of London-based
DDPOs to support Disabled victims/survivors of Hate Crime.
Inclusion London
Inclusion London is a London-wide user-led organisation which promotes
equality for London’s Deaf and Disabled people and provides capacitybuilding support for over 70 DDPOs in London. Through these organisations
their reach extends to over 70,000 Deaf and Disabled Londoners.
Merton Centre for Independent Living
Merton CIL is a user-led DDPO based in London Borough of Merton. Merton
CIL are run by Deaf and Disabled People, for Deaf and Disabled People. They
deliver advice and advocacy services, including Hate Crime support.
Stay Safe East
Stay Safe East (SSE) is a user-led organisation run by Deaf and Disabled
people, providing specialist and holistic advocacy and support services to
Deaf and Disabled people from diverse communities who are
victims/survivors of hate crime, harassment, domestic or sexual violence and
other forms of abuse. We particularly want to thank Stay Safe East for their
input into the toolkit.
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2. Introduction
2.1 Who is the tool kit for?
The toolkit is for Deaf and Disabled People’s Organisations (DDPOs),
supporting Deaf and Disabled adults who have experienced Hate Crime.
Sections 3 and 4 are for all DDPOs. These sections will also be useful for other
organisations who want to support Deaf and Disabled victims/survivors of
Hate Crime. These sections will help advocates and caseworkers to
understand and recognise Hate Crime against Deaf and Disabled People.
These sections will also explain how to make a report to the police.
Sections 5, 6 and 7 are extra information for DDPOs who want offer specialist
casework support to Deaf and Disabled survivors of Hate Crime. These
sections explain what you can do after making a police report and they talk
about the laws that can be used to help people, as well as other actions
organisations can take to support survivors.
Section 6 covers some key information to think about when delivering a good
casework service. These sections will also be useful for other organisations
who want to provide casework or advocacy support to Deaf and Disabled
survivors of Hate Crime. Please make sure your advocates and caseworkers
have been trained before using sections 5, 6, and 7. Inclusion London can
provide training or help you find training.1
Section 8 covers a range of templates, guidelines and other information
which Hate Crime advocates and caseworkers may find useful:
• Appendix 8.1 Sources of information about Hate Crime in accessible
formats
• Appendix 8.2 Other resources
• Appendix 8.3 Referral form template
• Appendix 8.4 Example Reporting Form
• Appendix 8.5 Template Letter for Police Explaining a Hate Crime has
Taken Place
1

https://www.inclusionlondon.org.uk/
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•
•

Appendix 8.6 Risk Assessment Example
Appendix 8.7 Safety Plan Example
Appendix 8.8 Diary example
Appendix 8.9 Codes for crimes and incidents
Appendix 8.10 General Personal Safety Guidelines
Appendix 8.11 Workers’ Risk Assessment
Appendix 8.12 Victim’s Right of Review template letters
Appendix 8.13 Police complaint template letters
Appendix 8.14 Useful Laws

2.2 Key words and meanings
Disabled People
When we talk about Disabled people we also mean Deaf people as well as
people across the full spectrum of impairment. We have a pan-impairment
definition which includes people with mental health needs, autism, and
people with chronic or long-term ill health.
Disability Hate Crime
When we talk about Disability Hate Crime, we also include Hate Crime
against Deaf and Disabled people. This is because, Deaf and Disabled People
are more likely to experience other types of Hate Crime too, like racist,
homophobic, faith based or transphobic hate crime. See section 3 for more
information about different types of hate crime.
Hate incident
The College of Policing Hate Crime Operational Guidance identifies “hate
incidents” which must also be recorded by the police and dealt with. “A noncrime hate incident is defined as: any non-crime incident which is perceived
by the victim, or any other person, to be motivated (wholly or partially) by a
hostility or prejudice.”2 For example, actions which would be criminal in
public are not crimes when they happen in private spaces, like public order
offenses, but they still have an impact on the victim and must be dealt with.
Survivor
We prefer to talk about Hate Crime survivors rather than Hate Crime victims.
https://www.college.police.uk/What-we-do/Support/Equality/Documents/Hate-CrimeOperational-Guidance.pdf page 61
2
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Sometime we have to use the word ‘victim’ because it has a specific legal
meaning, for example, there are specific rights for ‘victims’ of crime.
Hate Crime or Mate Crime
Lots of people talk about Mate Crime when a Hate Crime has been carried out
by someone you thought was your friend. In some circumstances the
perpetrator of Hate Crime takes over a victim’s home and then use the house
as a base to deal in drugs or for other purposes, this is known as ‘cuckooing’.
The perpetrator can pretend to be friends with the Disabled person,
especially at the start. We think the words ‘mate crime’ make it seem less
serious than it is so we try to talk about Hate Crime instead. You can watch a
video about cuckooing here:
http://www.lsup.org.uk/crime_advocacy_project.html#content
Bullying
Sometimes people talk about bullying but this can make it seem less serious.
We will talk about Hate Crimes or hate incidents instead.
Anti-social Behaviour
Sometimes Hate Crimes and hate incidents are described as anti-social
behaviour. This can be a problem because people who experience anti-social
behaviour (ASB) don’t have the same victims’ rights as other people. Where
the ASB is because someone is Disabled, it is important to talk about it being
a pattern of deliberate harassment, which may be hate crime or hate
incidents. See section 3.2 for more information.
Hate Crime advocate or caseworker
Some DDPOs follow an advocacy model and some DDPOs follow an advice or
casework model. These are different approaches to supporting Disabled
people. See section 4.2 for more information. This toolkit will mostly refer to
Hate Crime workers, so it covers both types of approach.

2.3 Rights based support and the social model of
disability
A human rights-based approach means supporting people to access their
rights and entitlements. Rights based support is different to thinking about
9

need. A needs-based approach can make people feel powerless and needy. A
rights-based approach says that people have a right to be safe, they have a
right not to experience Hate Crime. If they are victims of crime, they have
rights around getting the crime dealt with.
A rights-based approach is closely linked to the social model of disability. The
social model says that people with impairments are disabled by barriers in
society which exclude them and discriminate against them. Key disabling
barriers are:
• physical barriers – like inaccessible buildings and services
• people’s attitudes – stereotyping, discrimination and prejudice
• information or communication barriers like not enough British Sign
Language interpreters for Deaf people
• organisations – for example inflexible policies, practices and
procedures
Barriers in society mean that Deaf and Disabled people are more likely to
experience Hate Crime that other people.
Deaf and Disabled people can also find it more difficult to report Hate Crime
and to make Hate Crime stop. This is because they might find it difficult to
talk to the police or they might not be believed by the people they tell about
the Hate Crime.

2.4 Disclaimer
We have tried to provide correct information in this toolkit at the time of
writing it. However, the Hate Crime partnership and Inclusion London cannot
guarantee that all the information in this toolkit is accurate in every respect.
Contents are passed on for recipient‘s information only.
The Hate Crime partnership and Inclusion London does not endorse and is
not responsible or liable for any external content.
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3. What is Hate Crime?
If someone has committed a crime against a Disabled person because of who
they are, it is a Hate Crime. Hate Crime hurts us because it’s about who we
are. Sometimes it hurts our family and community too. It makes us feel
unsafe.
The police and the Crown Prosecution Service have agreed the following
definition of Hate Crime:
"Any criminal offence which is perceived by the victim or any other
person, to be motivated by hostility or prejudice, based on a person's
disability or perceived disability; race or perceived race; or religion or
perceived religion; or sexual orientation or perceived sexual
orientation or transgender identity or perceived transgender identity."3

The Home Office defines Hate Crime as follows:

‘Hate crime’ is any notifiable offence committed against a person or
property that is motivated by hostility towards someone based on
their disability, race, religion, gender-identity or sexual orientation,
whether perceived to be so by the victim or any other person.4

3.1 Recognising Hate Crime Against Disabled People
A Hate Crime can include lots of different things. Research into Hate Crime
against Disabled people shows sometimes the Hate Crime can start small,
but if it isn’t dealt with, it can escalate to serious crimes and even murder.
These are some examples of Hate Crimes which Disabled people experience.
Disabled people experience other types of crime and Hate Crime too.
Verbal abuse
Verbal abuse can be using negative words for Disabled people like calling
someone ‘dumb’ or ‘retard’. Mocking how someone walks, talks or uses sign
https://www.cps.gov.uk/hate-crime
https://www.gov.uk/government/publications/hate-crimes-england-and-wales-2011-to2012--2/hate-crimes-england-and-wales-2011-to-2012
3
4
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language can be verbal abuse too. So can offensive jokes. Sometimes people
are called scroungers or useless because of their disability.
Verbal abuse can be very frightening, especially when it is repeated over and
over. Repeated verbal abuse by the same person or group of people is
harassment.
Threats
Sometimes people have invisible impairments and someone might threaten
to tell everyone about their impairment. This is called ‘outing’ someone.
Sometimes Disabled people are accused of pretending to be disabled and the
perpetrator might threaten to report them to the authorities, like the Council
or the Department for Work and Pensions (DWP). A hostile neighbour might
threaten to report a disabled parent to Children’s Services because they say
they can’t look after their children. These are malicious allegations and they
can have a very big impact on someone’s life and are very stressful to deal
with. If someone is using threats to try and force a Disabled person to do
something then that is blackmail and very serious.
Harassment
The Protection from Harassment Act 1997 states that harassment is when a
person behaves in a way which is intended to cause you distress or alarm.
The behaviour must happen on more than one occasion. It can be the same
type of behaviour or different types of behaviour on each occasion. For
example, one text message intended to distress you is not harassment. Two
text messages may be harassment. One text message and one phone call
may also be harassment.
Damage to property or disability equipment
Examples are things like Graffiti, or damaging or destroying the Disabled
person’s property. Disability equipment might be attacked, or moved, for
example targeting an adapted car or an outside lift to someone’s house,
ramp or handrail. There have been cases of assistance dogs being attacked.
Some actions might include blocking someone’s access to their home or
parking space, or actions which make a person’s impairment worse like
deliberately playing loud music which affects someone’s epilepsy.
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Sexual allegations
Accusing a disabled person of being a child abuser or paedophile. Some
Disabled people have been murdered because of allegations made.
Abuse by carers
A family or paid carer, or a personal assistant, may abuse the Disabled
person. This could also be a Hate Crime if they show hatred or hostility for
the Disabled person. This might look like any of the examples in this section,
and also things like moving the person’s mobility aids out of reach;
withholding food; water; communication; money or medication. They may
carry out personal care carelessly or roughly, or refuse to carry out the
personal care the person has asked for. See sections 3.3 and 3.4 for more
information.
Assault
Anything from poking and prodding someone, right up to seriously hurting
someone is assault, for example by stabbing them. Assault can also be when
a carer or PA force feeds someone they should be assisting, or handles them
roughly.
Cuckooing
Taking over the person’s home and harming them if they don’t do as they are
told is a common factor in Hate Crimes which have led to the victim’s
murder. Often when people’s homes are taken over other crimes are
committed too, like selling drugs or sexual exploitation. Sometimes the
Disabled person’s benefits and other finances are taken over too.
Murder
There have been examples of Hate Crime against disabled people which led
to murder. You can find out more about some well-known cases in the EHRC
report Hidden in Plain Sight5. Please be aware that some of the case studies
are very distressing.
Intersectionality
Deaf and Disabled people are more likely than other people to experience
other types of Hate Crime too. Deaf and Disabled people may be targeted for
https://www.equalityhumanrights.com/en/publication-download/hidden-plain-sightinquiry-disability-related-harassment
5
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a Hate Crime because of other characteristics like their religion, their race,
their sexual orientation or their transgender status. Many disabled victims
will experience more than one form of hate crime. Though this is not
currently recognised in hate crime law, Disabled women are more likely to
experience misogynist (anti-women) hate crime.
Although many DDPOs will support Disabled people regardless of the type of
hate crime experienced, see section 4.12 for specialist organisations who also
can help if someone is targeted because of other characteristics like their
race or religion.

3.2 Anti-social Behaviour (ASB) and Hate Crime
DDPOs have seen that a lot of Hate Crime against Disabled people starts as
anti-social behaviour (ASB). This could be noise nuisance, vandalism,
dumping rubbish or inappropriate use of cars (like parking in a disabled
parking space without a Blue Badge). Often ASB is seen as low-level crime.
This doesn’t take into account the severe effect it can have on people,
especially when it happens over and over again. ASB can lead to people
feeling unsafe in their own homes and it can affect their mental health. ASB
can also keep getting worse.
When a Disabled person is experiencing ASB, their caseworker can help it be
taken more seriously by:
• helping the person to contact the right organisation to take action.
Sometimes this could be the police, the local council or their housing
association.
• helping the person show if there are lots of linked incidents instead of
each incident of ASB being seen as a one-off
• if a report is made to the police, making sure it is recorded on their
crime reporting system CRIS
• showing the police that it should be recorded as a Hate Crime, for
example if the ASB targets the person’s disability
• making sure that local partners are aware of the issue. This could be by
taking the case to an ASB panel or local equivalent. It might have
different names in different areas and the Local Authority should be
able to help you find the right panel
14

• using the Community Trigger system to ask partners to look at the case
again. See section 5.2 for more about the Community Trigger.

3.3 Domestic abuse and Hate Crime
Domestic abuse is abuse where the perpetrator is a partner or family
member. Sometimes domestic abuse can also be Hate Crime. The Disabled
person can be subject to physical, psychological, sexual or financial violence
in any or all of the ways that non-disabled people experience domestic
abuse, and it can be difficult to spot abuse which is also a Hate Crime. The
following examples of abusive behaviour are more likely to be motivated by
hate:
• preventing or withholding care, or undertaking it neglectfully or
roughly, or refusing to carry out the personal care the person has asked
for
• withholding food or water, or refusing to provide it in the way the
Disabled person needs it, for example, with water thickeners or the
food cut up
• hiding, moving, breaking or denying access to mobility or sensory
devices needed for independence. For example, a stair lift, a phone
with speech to type software, or a cane
• using the person’s disability to taunt or insult them
• making the Disabled person feel no one else would ever care for them
or love them because of their impairment
• telling the Disabled person they will lose access to their children if their
partner leaves
The Hate Crime advocate or caseworker can help by:
• supporting the Disabled person to work with an IDVA (Independent
Domestic Violence Advocate) and helping the IDVA understand their
access needs. For example, it can be difficult for some Disabled
women to access a refuge. Some Disabled people may also be fearful
that they will be seen as unable to care for their children, if they get
help for domestic abuse
15

• working with the Disabled person and the IDVA on a personal safety
plan
• supporting the Disabled person to report to the police and ensuring it
is recorded as a Hate Crime
• supporting the Disabled person to work with Local Authority Social
Services departments to get the support they need to live
independently. This is a specialist area of work which many DDPOs
work in, but not all advice agencies will have expertise here. If the Hate
Crime worker needs additional support, look for a caseworker who has
been trained in community care or holds a quality mark like the Advice
Quality Standard for ‘Health and Community Care’ casework.
‘Stay Safe East is a specialist DDPO supporting disabled victims/survivors of
domestic abuse. To make a referral or for guidance, please e-mail
enquiries@staysafe-east.org.uk or download a referral from www.staysafeeast.org.uk

3.4 Personal assistant or carer abuse and Hate Crime
Personal assistants and carers can often be providing intimate personal care.
They may also potentially have a lot of impact on someone’s day to day life,
for example they may help with eating, finances, understanding paperwork,
or going out.
A carer is usually paid for and organised by a Local Authority (or the NHS)
directly. A personal assistant (PA) is usually employed directly by the
Disabled person and this can be paid for by the Local Authority or by a
combination of them and the Disabled person’s own money.
Types of Hate Crime here could be emotional abuse, physical or financial,
among others. Sometimes there might also be issues of withholding care or
medicines or refusing to follow the Disabled person’s instructions. It can look
similar to domestic abuse, but unless the abuser is also a family member or
in a personal relationship with the Disabled person, it won’t been seen as
domestic abuse. See section 3.3 for more examples of what this type of hate
crime might look like.
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It can be difficult for Disabled people to report these types of Hate Crimes if
the abuser is always around, and sometimes the Disabled person might not
be believed.
It can be difficult to deal with the situation, for example, because the
Disabled person has to follow employment law with their personal assistant,
or because the Local Authority are finding it difficult to arrange a new carer.
In these situations the Hate Crime worker can help by:
• making sure everyone in their organisation can recognise Hate Crime,
because the Disabled person might not get in touch with the Hate
Crime worker directly, they might try to tell someone in a more social
setting like an activity group
• encouraging the Disabled person to report to the police, as well as
making a report to the Adult Safeguarding team at the Local Authority,
and making sure they understand this is a Hate Crime
• where a carer is not removed straight away, working with police and
Local Authority on a risk assessment and safety measures like CCTV
cameras in the home
• where the personal assistant has been employed by the Disabled
person, helping them get advice on, and follow, employment law is
important. This could be through their insurance or through the Local
Authority Direct Payments team. The Disabled person could suspend
their Personal Assistant while they work out next steps, but they might
need immediate support with making sure they have enough care
organised and that they can pay for it, because people on suspension
still have to be paid. Getting good advice is very important because an
Employment Tribunal could fine the Disabled person if they don’t
follow the right process.

3.5 Malicious allegations and Hate Crime
Some Disabled people have been falsely accused of making up their disability
and claiming benefits which they aren’t entitled to. This can lead to the
Disabled person being asked to attend a compliance interview with the DWP
17

who will want to check whether the Disabled person has been committing
fraud.
This can be very stressful and frightening for the Disabled person. As many
DDPOs and Disabled people will know, applying for and retaining benefits
can be a complicated and lengthy process, and losing a benefit can have a
big knock-on effect on someone’s income. Someone invited to a compliance
interview may be very anxious about the allegations, and the risk of losing
benefits.
Some people are called in to compliance interviews at random, but
sometimes you may suspect a malicious allegation has been made if there is
an ongoing issue or if the Disabled person has recently been accused of
‘faking it’. Hate Crime worker can help by:
• helping the Disabled person contact the DWP and find out the reason
for the interview. Sometimes these are random
• involving a trained benefits adviser and making sure this is accessible
for the Disabled person. This could be in the same organisation or at an
advice service. This is very important because the Disabled person
needs to speak to a trained benefits adviser. It is always possible that
the person has got something wrong with their benefits claim, and in
that case seeing a benefits adviser is especially important
• helping the person prepare for the interview by preparing any evidence
of malicious allegations, and preparing any evidence to prove they
haven’t done anything wrong. This might be bank statements or
medical evidence
• helping the person report to the police if this is part of an ongoing Hate
Crime case.

3.6 Prevalence of Disability Hate Crime
Shockingly, Deaf and Disabled people continue to be abused, tortured and
murdered as the reports such as the EHRC’s Hidden from Plain Sight and
newspapers articles reveal.6 According to a research report the incidence of
http://www.equalityhumanrights.com/sites/default/files/documents/disabilityfi/ehrc_hi
dden_in_plain_sight_3.pdf
http://www.stamp-it-out.co.uk/docs/_permdocs/gettingawaywithmurder.pdf
6
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abuse amongst Disabled people is as much as four times higher than it is
among the non-Disabled population.7
As with other Hate Crimes, the most common types of Hate Crimes against
Disabled people are public order offenses and violence against the person. In
addition, victims of Hate Crime are more likely to be victimised more than
once, compared to victims of other types of crime.8
London
There is no single reliable source of hate crime statistics for London. The two
main sources used to record crimes are the Crime Survey of England and
Wales (CSEW) and the Police Recorded Crimes series. The CSEW does not
cover all crimes which may have a hate crime component such as homicides
and public order offences, and only covers people over 16 years old. Police
recorded figures do not have National Statistics status like the CSEW and are
likely to underreport the true extent of hate crime as many people do not
report it to the police.
Police recorded Hate Crime figures for 2018/19 show just 414 Disability Hate
Crimes recorded in London. This is a decrease on previous years, when a
reporting drive ‘Disability Hate Crime Matters’ had significantly increased
recorded Disability Hate Crime9.
This compares to a survey of 1,014 disabled adults by the disability charity
Scope published in 2013, which found that approximately one in four
Disabled people living in London had suffered hostile or threatening
behaviour or had been physically assaulted since the 2012 Paralympic

https://www.theguardian.com/uk-news/2016/feb/09/bijan-ebrahimi-murder-bristolpolice-sentenced https://www.theguardian.com/uk-news/2016/dec/02/lee-irvingmurder-james-wheatley-jailed-life-newcastle
7
http://lx.iriss.org.uk/sites/default/files/resources/behind_closed_doors.pdf
8
Hate Crime Statistics, House of Commons briefing paper Number 08537, 28 March 2019
9
Hate Crime Statistics, House of Commons briefing paper Number 08537 , 28 March 2019,
note, the MOPAC dashboard shows 406 Disability Hate Crimes for 2018/19:
https://www.london.gov.uk/what-we-do/mayors-office-policing-and-crime-mopac/dataand-statistics/hate-crime-dashboard
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Games.10 This would be equivalent to roughly 468,000 Disabled adults in
London experiencing hate crime annually.11
By contrast, the CSEW estimates 52,000 Disability Hate Crimes in England and
Wales. The police recorded figures for London are acknowledged as an under
recording of Disability Hate Crime although the true figure is unknown.
As the Criminal Justice Joint Inspection review in 2013, stated:
“The under-reporting of disability hate crime remains a significant
concern and needs to be addressed…further steps need to be taken to
improve the confidence of disabled people to report matters to the
police.”12

3.7 How Hate Crime affects Deaf and Disabled people
Victims of Hate Crime were more likely to be impacted emotionally and
psychologically following a crime than victims of all crime. For instance, 40%
of victims of Hate Crime felt a loss of confidence or vulnerable following the
crime compared with 18% of those for all crimes; 27% of Hate Crime victims
had difficulty sleeping following the crime in comparison to 13% for all
crimes; while 36% of Hate Crime victims suffered from anxiety or panic
attacks compared with 13% for all crimes. Concerning feelings of depression,
23% of Hate Crime victims felt this way after the attack compared with 8% of
victims of all crimes13.
Hate crime has a greater impact than other crimes on all victims, disabled or
not, because it is a crime that is about harassing, abusing or harming
someone because of who they are. It is an attack on the person’s identity.

https://www.thecerebralpalsysite.co.uk/paralympics-one-year/
Estimated population of London 2018 is 8,908,081
https://www.ons.gov.uk/peoplepopulationandcommunity/populationandmigration/pop
ulationestimates/datasets/populationestimatesforukenglandandwalesscotlandandnorth
ernireland, Estimated number of Disabled adults in London is 21%
https://data.london.gov.uk/dataset/disability-and-mobility-london
12
https://www.justiceinspectorates.gov.uk/hmicfrs/media/a-joint-review-of-disabilityhate-crime-living-in-a-different-world-20130321.pdf
13
Hate Crime Statistics, House of Commons briefing paper Number 08537, 28 March 2019
10
11
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Disabled people are not inherently vulnerable. The life situations and
discrimination faced by Deaf and Disabled people creates vulnerability. It is
worth noting that not everyone’s experience is the same. Some disabled
people may never experience abuse or violence. Others will experience
institutional abuse or sexual assaults, domestic violence and Hate Crime.
People’s life situations can lead to hate crime, and they also make it harder
for Disabled people to be believed and to get hate crime addressed:
• Poverty
• Social marginalisation
• Lack of choices and independent living options
• Greater ‘opportunities’ for abusers - for instance Disabled people in
institutions are more likely to experience abuse
• Institutional processes and discrimination
• Social attitudes which mean Disabled people are less likely to be
believed or seen as reliable witnesses
For example, the University of Sussex found that there is a justice gap
generally for hate crimes and that in particular for Disability hate crime,
uplifts at sentencing are rarely being achieved.
The report also found that the most common types of hate crime across the
protected characteristics included assaults and public order offences.
However, property offences and sexual offences are also very common for
disability hate crime. “Because of the different nature of disability hate crime,
and the different context in which offending occurs, police investigators may
overlook or fail to gather evidence of identity-based hostility”.14
This is made worse by the fact that many Disabled people don’t know their
rights, and may not even recognise what has happened to them as hate
crime. For many of these reasons, Disabled people benefit from having a safe
and accessible place where they can tell someone about hate crime. They
need somewhere to get support and advice and decide what they want done
about the hate crime and to deal with barriers in the criminal justice system.

http://sro.sussex.ac.uk/id/eprint/70598/3/FINAL%20REPORT%20%20HATE%20CRIME%20AND%20THE%20LEGAL%20PROCESS.pdf
14
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4. Providing support to victims/ survivors
of Hate Crime
4.1 Summary:
• If there is any chance of immediate risk of a repeat incident or
violence, with the victim’s permission immediately dial 999 for
urgent police action.
• DDPOs provide different types of hate crime support. This includes a
third-party reporting service, which is a service that helps someone
report hate crime, section 4 of the toolkit covers the key elements of
third-party reporting. Other types of service include more complex
casework support, see section 5 for more about this.
• Services should be inclusive and accessible. Some of the Hate Crime
worker’s role will be about ensuring other services, like the police or
Local Authority, are accessible to the Disabled person.
• The Hate Crime worker will need to do a risk assessment and a safety
plan.
• They will need to help the person tell their story and take down as
much information as possible about the Hate Crime.
• If the victim agrees, the hate crime worker will file a third-party Crime
Report to the Police, and to the Council as well if appropriate.
• The hate crime worker will need to coordinate with other agencies to
make sure the Disabled person is supported.

4.2 Third party reporting and different types of Hate
Crime service
DDPOs supporting Disabled survivors of Hate Crime need to be clear about
what type of service they are providing. Being clear about this will help make
sure that the DDPO has the best systems and staff training in place to help
them provide the best possible support. Being clear will also help to manage
the expectations of survivors. Some DDPOs have reported that Disabled
survivors can need a very high level of support and input. There are lots of
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reasons for this, see the section on how Hate Crime affects Disabled people
to find out more.
Typically Hate Crime services can be divided into 2 types, a third-party
reporting service or a complex casework or advocacy service. DDPOs also
need to decide what other support they will offer alongside either the
reporting or casework service. Some examples are given below:
A third-party reporting service
This is normally a service which will help someone report a Hate Crime to the
police. It could be an anonymous report or it could be a report with the
person’s details, if they would like the police to follow up on the report.
Usually the report will be made online, or over the phone. Some services
might support the Disabled person to speak to the police face to face in a safe
location, like the DDPO’s offices.
Sometimes the Disabled person might approach the reporting service
directly, because they have experienced a Hate Crime and they want to make
a report. In other cases, the DDPO might have an ongoing relationship with
the Disabled person, for example they might attend an activity group. In this
example, the Disabled person might describe an experience which staff at the
DDPO recognise as a Hate Crime. Part of the reporting service can be about
supporting the Disabled person to recognise that what they experienced was
a Hate Crime and to help them decide if they want to report to the police.
A reporting service should also give the Disabled person safety advice.
Importantly, the reporting service must be able to make a risk assessment of
the Hate Crime which has been reported to them and decide whether other
services need to be involved. You can read more about this in section 4.5.
Hate Crime takes away control, a Hate Crime caseworker can help the person
take back control by
• Giving the person time to tell their story
• Not pressuring the person to report to the police if they don’t want tothey may just want to offload
• Understanding how hate crime has affected the victim: trauma, fear,
anger…
• Working at the Disabled person’s pace
• Finding out the person’s access, communication and other needs –
and making sure they are met
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A complex casework or advocacy service
A service offering casework or advocacy is likely to offer more ongoing
support as well as making the Hate Crime report. This could look like
providing ongoing support to the Disabled person through the police
investigation, or in-depth work helping the Disabled person to be safe. This
might include helping the person to move house or to get a care plan.
Exactly how the DDPO delivers these services will depend on whether they
take an advocacy-led approach or more of an advice-led or casework
approach. The DDPO’s approach and level of support should be made clear
to the Disabled person, so that they know what to expect.
A DDPO working in this area should consider getting a quality mark, such as
the Advice Quality Standard or the Advocacy QPM. Although these quality
marks don’t cover Hate Crime services, they do show that the DDPO can run a
good casework or advocacy service. In the future, the Mayor’s Office for
Policing and Crime (MOPAC) may fund accreditation for hate crime workers,
however, this has not yet been developed.
Emotional support or Counselling
The victim/survivor is likely to need emotional support throughout the whole
process of going to through the justice system. The Hate Crime service must
be clear about what level of emotional support will be offered to Hate Crime
survivors. Some services will signpost the Disabled person to emotional
support. This might be their GP or local mental health service. It might be to a
support group or befriending service.
Some DDPOs will offer some emotional support. They should make it clear
what this looks like and how long it will be for.
Hate crime caseworkers and advocates are not trained counsellors. If a Hate
Crime survivor needs counselling then staff should know where to refer them
for support.
Holistic and wrap around support
Some DDPOs take a holistic approach and will work with the Disabled person
on their resilience. This type of support might be carried out by the Hate
Crime worker directly, or it might be carried out by other staff in the DDPO. It
could be working on things like:
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• reducing the Disabled person’s isolation for example by helping them
join groups or start volunteering
• helping them get all the benefits they are entitled to
• helping them get any support they need with housing or care needs
• supporting them to get out and about, for example with travel training
or Dial-a-Ride membership
This kind of work can be very helpful in supporting the Disabled person to get
on with their life after their Hate Crime experiences, and it can help prevent
the person being re-victimised. Sometimes funding for Hate Crime services
doesn’t cover this kind of work because its importance isn’t recognised.
DDPOs who want to work in this area should think about including it in their
funding applications.

4.3 An inclusive and accessible service
One of the reasons that Disabled people don’t report Hate Crime is because it
can be difficult to access other services. DDPOs are good at providing
inclusive and accessible services, and this is very important and could help to
increase the number of Hate Crimes reported to the police.
The Disabled person’s individual needs should be met, and usually they can
tell you what their needs are. However, sometimes people can’t tell you or
they don’t know what will help. Some examples of an inclusive and
accessible service cover the environment and communication:
The environment
• Consider offering home visits for people who face barriers to leaving
their home, like anxiety or mobility barriers. All home visits should be
risk assessed, especially if the Hate Crime is related to neighbours or
targeting by a group of people or gangs.
• Provide accessible office space. As a minimum this should include Blue
Badge parking, accessible toilet, level access, and have a private
meeting room.
• Be prepared to meet the person somewhere of their choosing where
they feel safe, if home or office are not suitable. For example, the
person may not be comfortable having you visit the place they are
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living. Your offices may not be suitable due to size, location, lighting, or
its general busyness, for example if the person might require full
Changing Places facilities. Alternative venues need to be risk assessed
and checked for confidentiality.
Communication
• Offer British Sign Language interpretation, make sure interpreters are
NRCPD registered. For interviews with the police, NHS or partner
services, they should be offering and paying for BSL interpreters.
Sometimes the role of the DDPO can be to remind the police and
partners of this
• Some people who are Deaf or hearing impaired don’t use BSL. They
might need a hearing loop, a Palantypist (Speech to Text Reporter) or
information written down in Plain English.
• Offer foreign language interpretation for people whose first language
isn’t English. Avoid using family members or informal translators, use a
qualified and registered translator.
• Provide a consistent caseworker or advocate to all service users, but
especially anyone with severe anxiety, or with a speech impairment. It
is often possible for workers to understand the person with the speech
impairment once they have built up a relationship.
• Make sure that staff know how to help people who find it difficult to
understand and retain information. For example, by explaining
processes using more familiar words, repeating information, and
encouraging the person to describe their understanding in their own
words in order to support them to retain information, or getting a note
taker
• All written information should be in Plain English and in a font size of at
least 14.
• Easy read information should be available for people who need it
• Work with the person 1-2-1 before involving other agencies so that the
survivor of hate crime has the time to plan what they want to say and
the confidence to speak up.

26

• Communicate with people in ways which best meet their needs
including, for example, on the telephone, by Skype or e-mail or at their
own home or convenient venue face to face. Some people might not
use the phone, but they will use text messages. The DDPO needs to be
clear about how these communications will be recorded, and make
sure they only happen on official accounts, for example, not using a
member of staff’s personal Skype
• Set out rooms for any meeting to ensure freedom of movement around
tables etc.
• Consider whether the person would prefer to have a caseworker of the
same gender. This might be for cultural reasons or due to the sensitive
nature of some of the Hate Crime. In some DDPOs, there might only be
one Hate Crime worker, so the Disabled person should be supported to
decide whether they still want to use the service, or whether they
prefer to be signposted somewhere else. See section 4.12
Part of being an accessible and inclusive service is making sure that Disabled
people know you are accessible and inclusive. The types of access available
should be explained on the DDPO website and service information. The DDPO
should also make sure that on their website, social media and leaflets, they
represent a variety of Deaf and Disabled people from all genders, ages and
ethnicities. If the DDPO only supports one type of Disabled people, they need
to make that clear. For example, some DDPOs only support people with
learning disabilities.
Being accessible and inclusive can be costly, so DDPOs should always think
about access costs when designing their hate crime services. For example,
working with a Deaf person may mean several meetings to take down details
of what happened.

4.4 Initial meeting
A Disabled person might contact a Hate Crime worker directly to report a
Hate Crime. However, it is more likely that another service might refer them,
or that the Disabled person mentions something in passing to DDPO staff
which makes them realise a Hate Crime might have taken place. This is why it
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is important for DDPOs to train all their staff, and partners, in recognising
Hate Crime against Disabled people.
Once it is clear that a Hate Crime may have taken place, the Hate Crime
worker should make an appointment with the Disabled person to find out
more about what happened.
Remember: If the person is in danger then advise them to contact the
police immediately.
When the Hate Crime advocate or caseworker meets the Disabled person to
find out more about the Hate Crime, it is important to meet the Disabled
person in a place where they feel safe. It is important to have made sure their
access needs are met, for example, organising a BSL interpreter.
The Hate Crime worker should be prepared for the meeting and have a copy
of the key questions they will need to ask to complete a Hate Crime report.
For example, the local police Borough Command Unit (BCU) or Local
Authority Safer Community team may have a set template to use. Even if the
Disabled person decides not to make a report to the police, it is helpful for
them to see what the official questions will be.
If the person is clear that they don’t want to report to the police, you should
still follow these tips to get a record of what happened, as they might change
their mind later, or they might decide to make an anonymous report to the
police.
Top tips:
Only a trained Hate Crime worker should take details of the Hate Crime
Some people may prefer to have a
Always meet with the person in a
friend or family member with them
quiet room where you cannot be
because they are very distressed and easily overheard, but remember to
don't yet know you or your
risk assess every situation. See
organisation. However, at some
section 4.5 for more information on
point it may be wise to see the person this
on their own as they may minimise
the situation in order not to upset a
family member.
28

Be sensitive to cultural and gender
issues – female victims/survivors may
prefer speaking to a woman or that
another woman is present.
The Hate Crime worker must explain
confidentiality. If there is a risk to life
and limb or a risk to someone else,
then they may need to breach
confidentiality and tell someone else.
A good caseworker or advocate is
attentive and empathetic – listen
carefully to what you are being told.
Let the person tell their story.

Avoid any leading question or
actions that could prejudice the
investigation. This means don’t put
words into the person’s mouth.
Even body language or very strong
responses from the worker can create
issues, so trying to be neutral and
empathetic is difficult, but key.
If someone gives you any evidence
like a printed photo, or a written note
with insults on it, try to handle it as
little as possible. Keep it in a safe
place and hand it to the police at
the earliest opportunity. Make sure
you give the person a receipt for the
item they have handed to you. For
electronic information, such as abuse
by text message, take a screenshot
(or take a photo) to pass on to the
police. Let the person know they
should not delete the evidence.

Be conscious of possible issues with
using a translator – communities can
be small and the survivor may know
or be known to the translator
The worker should also make it clear
that confidential is different to secret.
The worker will definitely discuss the
case with their manager. There is
more information on confidentiality
in sections 4.6 and 6.7
Explain you need to know exactly
what happened so that the right
action to make them safe. Let the
person tell you want they want.
Explain how any information
provided will be used.
You can prompt a person or ask
questions to clarify, but if the person
doesn't remember, don't make
suggestions about what might have
happened. This is best left to the
police to deal with.

Use a form to collect all the
necessary information. With the
person’s permission this information
can then be shared with other
agencies. If possible, it is best to
obtain a copy of the form used by
local police or community safety
officer. However, if necessary, you
can use the form in Appendix 8.4
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Key questions to ask:
✓ Ask the person what happened. Where were you? What were you
doing? How did it start? What happened next?
✓ Each incident should be noted down, if possible, in the right order.
✓ Was anything said or shouted? Abusive and obscene language
needs to be stated, but be sensitive to how hurtful this can be to
victims/witnesses who may be reluctant to repeat such language.
Referring to the ‘F’ or ‘C’ words may help, or writing words down.
However, you must not put words into their mouths. If the victim
didn't hear well what was said, ask what they did hear. If they are
not sure, write this down. The tone of what was said is also
important.
✓ Record any violence, threats, abuse or damage to property.
✓ Ask how did the person feel?
✓ Any other person present or believed to have witnessed the incident
must be named, with preferably their contact details and how the
person knows them
✓ Is the victim aware if there are CCTV cameras in the area or in the
building?
✓ Ask has this happened before?
✓ Where there is a history of incidents, ask whether any record was
kept. An obvious record would be Police reference numbers
(CAD/CRIS). The victim may have kept a diary note or a paper or
computer record, which could be very helpful to support making
the report and getting it taken seriously.
Was it a Hate Crime?
A key part of taking the victim’s story is to find out if the incident or crime was
a Hate Crime. Many people may not know much about Hate Crime, or
understand the law, but they often do know if they are being targeted. These
are some questions you could ask:
• Why do you think this happened?
• Do you think this happened because of who you are?
• Do you think this happened because you are:
− Disabled or Deaf?
− Lesbian, Gay, Bisexual or Transgender?
− Because of your race or ethnic origin?
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− Because of your faith?
− Because you are a woman?
If someone else is present, especially if they witnessed the incident, ask them
if they think this was a Hate Crime. You may identify the incident as a Hate
Crime. If so, it is essential you explain this to the victim and explain you
would like to make sure the police record this as a Hate Crime.
Also remember that a person may have been targeted because of more than
one characteristic, e.g. they are a Muslim and a Disabled woman.
If you have any difficulty getting the police to recognise this as a Hate Crime,
you can use the template letter in Appendix 8.5.
What next?
• Once the Deaf or Disabled person has completed their account of what
happened, give them some time to recover. You may want to read the
report through to them, so they can add anything they might not have
thought of at first.
• You may need to hold a second meeting, if the hate crime is longstanding, people need time to tell their story.
• When you know the basic facts establish whether the victim wants any
police contact or involvement. Do they want to give their name when
they report the Hate Crime, or do they want to report anonymously?
• Would they like the police to come to their home to speak to them, or
to your organisation’s office, or are they able to go to the police
station?
• Check if there is information which the person does not want to be
shared with the police, for example, any past history they may have
told you about.
• If after you do a risk assessment you decide you have to contact the
police or other service even if the person doesn’t want you to, then
you should explain this to them. Every DDPO should have a policy
about how to deal with this situation. See sections 4.6, 6.17 and 6.13
for more information on this.
• Sometimes a Disabled person might come to you and make lots of
reports about Hate Crimes. The Hate Crime worker needs to make sure
that when the report is made to the police, previous reports are clearly
linked.
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• Sometimes a Disabled person might make lots of reports but they
don’t want to tell the police. The Hate Crime worker needs to risk
assess all the reports together, not just each individual report, when
deciding whether or not they need to break confidentiality.
Why is it good to report to the police?
Hate crime against Disabled people is a big problem, but the information on
Hate Crime against Disabled people is limited because many people do not
report their experiences.
Unless the police, local and national government understand the true extent
of Hate Crime against Disabled people, and the impact it has on the lives of
individuals, services will not be developed and strategies will not be
implemented to tackle this this type of Hate Crime.
Making sure that Hate Crimes are can help to identify repeat offenders when
dealing with future incidents of hate. Secondly, properly labelling of Hate
Crimes means that the survivor and their community can see that see that
justice has been done and that the crimes committed against them have
been treated as “hate crimes” Where a perpetrator has been sentenced,
criminal justice agencies that deal with the offending behaviour postsentence can make better decisions if they are made aware of the hateelement of an offence.15

4.5 Risk assessment
The Hate Crime worker is dealing with someone who may be still at risk. In
most London boroughs, agencies have established panel arrangements and
information sharing protocols. These procedures are likely to include an
agreed risk assessment matrix to provide a common basis for making
victims/survivors safe.
The local Hate Crime Forum or Community Multi Agency Risk Assessment
Conference (CMARAC) may provide a first point of contact in order to obtain
an agreed risk assessment. Where this information is not available, an
http://sro.sussex.ac.uk/id/eprint/70598/3/FINAL%20REPORT%20%20HATE%20CRIME%20AND%20THE%20LEGAL%20PROCESS.pdf
15
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example risk assessment is available in Appendix 8.6. At the time of writing,
the Metropolitan Police are working on a standard risk assessment for Hate
Crime, which is expected to be launched in 2020.
The Hate Crime advocate should also do a risk assessment for their own
safety when meeting the Disabled person. This is covered in section 6.16.
The immediate concern is how safe the victim/survivor is in their home or
where the hate crime happened, and the relationship to the alleged
perpetrator. For Deaf or Disabled people this can be even more pressing,
particularly if the perpetrator is their carer. Where the perpetrator is an
immediate neighbour or someone they work or study with, this can also be
very urgent.
In some cases, temporary accommodation may be required urgently, so a lot
of background information may need to be gathered quickly for the
authorities. Hate crime workers will need to act quickly to identify what the
victim/survivor needs and do this in partnership with other services. It is
essential that victims/survivors aren’t disempowered and thrust into living
arrangements that they do not want or which are not accessible for them.
A risk assessment will typically cover:
• What are the risks: physical, emotional, financial, sexual?
• Has there been violence or threats of violence?
• Is there a risk now?
• Is this a one-off or has it happened before?
• How often? Could it happen again?
• Could it get worse?
• Who is doing this? Are they still around?
• Have they harassed anyone else?
• Do you need to contact the Police?

4.6 Breaching confidentiality
In some situations, the Disabled person might not want to report to the
police, even when a very serious Hate Crime has been committed. Every
DDPO supporting survivors of Hate Crime should have clear a policy around
when to breach confidentiality, and how to do it. It will be helpful for DDPOs
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to speak to their local CMARAC or safer community teams to establish the
local threshold for this.
If the adult is in immediate danger, first ensure they are safe and if immediate
help is needed, call the emergency services on 999.
If there is no immediate danger, then the decision on whether or not to
breach confidence must be discussed with a manager in the first instance.
If there is no organisational policy about when to contact the police without
consent, then the Hate Crime worker can take a similar approach to Adult
Safeguarding guidelines. A referral without consent must be made if:
• if other adults with care and support needs or children could be at risk
from the person carrying out the Hate Crime.
• if it is necessary to report a serious crime or to prevent a serious crime
from taking place.
• where there is a high risk to the health and safety of the adult at risk
• where staff or volunteers are implicated (this could be staff of any
organisation)
• The person is refusing help because of undue influence, coercion or
duress
• The alleged perpetrator has care and support needs and may also be at
risk
• the person lacks capacity to consent and the Hate Crime worker is
making a decision to make a police report on their behalf as set out in
the Mental Capacity Act 200516
• There is a court order or other legal authority for taking action without
consent
Reporting without consent should not be done lightly because it is likely to
break down the Disabled person’s trust in the DDPO and might also affect
their ability to trust other services in the future. This might mean that they
don’t tell anyone about future Hate Crimes.

16

https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachme
nt_data/file/497253/Mental-capacity-act-code-of-practice.pdf section 14.6
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4.7 Safety Plan
A key role of the Hate Crime worker is to assess the risk to the Disabled
person, to help them to understand the risks, and to draw up a safety plan
with them. The plan will include:
• What the victim/survivor needs to do if further incidents happen, and
how they can call for help.
• Actions the worker is going to take.
• What other agencies are involved, (e.g. police, social services, school
etc.) and what they will do (if this has already been agreed with them)
A safety plan is a way to help the Disabled person to stay safe. A good safety
plan helps the Disabled person think about how they will react if they
experience more Hate Crimes. Planning ahead means they will have the
information they need to stay as safe as possible.
A safety plan is really important for Disabled people because often the Hate
Crime is not a one-off incident, it is part of a pattern of incidents.
Planning someone’s safety involves looking at the risks they are facing, their
physical and emotional needs, and helping them to make choices that may
keep them from serious harm.
The Hate Crime is never the fault of the Disabled person. A safety plan is there
to help them try to avoid more Hate Crime, and to help them deal with it if it
does happen.
Top Safety Tips
Every safety plan should be tailored to the individual and it should be based
on the risk assessment. There are some general safety tips to think about:
• Help the person know that they can call 999 if I they are in danger. If
they need an SMS service or other way to contact the police because
of an impairment, make sure they know how to do this17.
• Organise a personal alarm for the person

See https://www.relayuk.bt.com/how-to-use-relay-uk/contact-999-using-relay-uk.html
for more information
17
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• Help the person secure their home, for example with new locks or CCTV
or Community Alarm. Some agencies can help pay for this, such as the
Local Authority or Victim Support. Other measures include a wire
letter box protector, a spy hole, chain on the door and extra
reinforcements to the door frame.
• In some cases, the police will agree to install a personal/panic alarm
linked directly to the Police control room, or the police will put an
alert on the address, a ‘special scheme’ so that if 999 is called, officers
will be aware there have been previous incidents. This is only possible
if the Disabled person agrees to report to the police.
• Is the Hate Crime happening at home? They could consider packing a
survival kit. Ideally this should include, money, change of clothes,
extra house/car keys, birth certificates, marriage certificates,
passports, biometric card from the Home Office, any other legal
documents (especially showing jointly owned property and details in
relation to immigration status), credit card and bank details, any
documents in relation to any children, medication. If it is not possible
to take the originals then take a photocopy. Keep them in a safe place,
i.e. with a friend, relative, at work or hidden. For someone who can’t
pack a safety kit themselves because of their impairment, talk about
who could help with this.
• Choose a place to go – talk to a close friend or relative about the Hate
Crime and talk to them about staying with them in an emergency
• Plan possible escape routes from home. It may be possible to organise
a visit from the local fire brigade to help assess their home
• Plan places of safety along regularly used routes. Consider changing
routes if necessary, for example, if there are safer ways to get out and
about with better street lights or which are less isolated.
• Think about other people involved, for example, is a PA at risk when
they come to work with the Disabled person. Alternatively, having
other people around may act as a deterrent
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• Agree how often the Disabled person wants the hate crime worker and
other organisations to get in touch and the best way to do this. For
example, check that phone calls and visits will be safe.
The Hate Crime worker will need to check whether the Disabled person can
understand the safety plan and put it into practice. If they don’t understand
it, but have regular contact with family, friends or support workers, the
worker can ask for permission to go over the safety plan with the Disabled
person and someone they trust. See Appendix 8.7 for an example safety plan.

4.8 Diary sheets
A diary sheet is a form the Disabled person can use to record details about an
ongoing issue, for example if there are regular Hate Crime incidents being
carried out by a neighbour. The idea is to fill it in each time something
happens. There is a diary sheet template in Appendix 8.8.
Although diary sheets are not evidence of hate crime in themselves, they can
help build up a picture of what’s going on. Completed diary sheets can mean
there is a better chance of action being taken.
Sometimes writing down incidents in a diary sheet can help the Disabled
person, as it might be better to write it down and put it away than trying to
remember everything. However, for some people it might be more stressful
to write it down, or some people might struggle to write or it might not be
safe to have diary sheets in the house. In these cases, the Hate Crime worker
can explore other ways to keep a record of what is happening, for example,
the Disabled person could make an audio recording. Some Hate Crime
services might agree that the Disabled person can contact their worker
directly every time they want to record an incident, but this isn’t always the
most empowering approach for an individual, and it might mean the worker
has less time to help other people. Each DDPO should have guidelines to help
their workers set boundaries around contact. Other approaches might
include sending an SMS to the hate crime worker or leaving a voice message,
but the Disabled person should be reminded that these things aren’t a
substitute for contacting the police.
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Things to record in the diary sheet
What happened?
Try to write the exact words used in
any verbal abuse. The words might
be upsetting, but an exact record is
more effective than just saying they
used abusive language. Say exactly
what happened.

Where did it happen?
Without a brief description of where
it happened, the person reading it
doesn’t know if it happened on the
bus or in your living room. If it was
outside, try to include street names.

Any witnesses?
If someone else was heard or saw an
incident, record their name and
contact details.

Who did it?
Either their name and address, or if
they are strangers, describe them.

Things to include in the description
• Clothing
• Rough age and gender
• Rough height and build (slim, muscled etc.)
• Hair, skin and eye colour
• Accent
• Any glasses, jewellery or facial hair
• Tattoos, piercings or scars (including a description, which body part and
right or left)
• Any other noticeable feature e.g. the perpetrator was clearly another Deaf
or Disabled person, they were wearing a hat, turban or a Hijab, they had a
child in a pushchair with them, etc
How it felt?
The information could be about
practical impacts, like being very
scared or feeling ashamed, not being
able to sleep or go out, or emotional
impacts like as feeling depressed or
stressed.

Who was it reported to?
If a Hate Crime was reported to the
police, they should provide a
reference number. If it was reported
to the Local Authority or housing
association they might also provide a
reference number, and it is important
to record the date and who was
spoken to.
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4.9 How to report a Hate Crime
If there is any chance of a serious risk of a repeat incident or violence,
immediately dial 999 for urgent police action. Hate incidents and
domestic violence are criminal matters which police should be informed
about unless the victim refuses you consent to do this.
To report a Hate Crime:
• Call 999 if the victim is at immediate risk.
• If you or the victim cannot make voice calls, you can contact the 999
emergency services by SMS text from your mobile phone. Information
is available at: https://www.relayuk.bt.com/how-to-use-relayuk/contact-999-using-relay-uk.html
• Call 101 if the Hate Crime has already happened, or visit your local
police station
• You can also report directly to the Metropolitan police online, who
promise to get back to you within 2 days:
https://www.met.police.uk/advice-and-information/hate-crime/howto-report-hate-crime/
• You can report a Hate Crime to the police online via the True Vision
website: http://report-it.org.uk/your_police_force or download a selfreporting form, which is available at: http://www.reportit.org.uk/self_reporting_form Once completed, the forms can either
be handed in at your local police station or posted to your local police
force. Details on how to contact your local police force can be found
at www.police.uk . An Easy Read form which may be easier to
complete is available to download, print and fill at: http://reportit.org.uk/files/report_it_form_secure.pdf It can take a few days for
these reports to reach the police
• This site can be used to report harmful content online, and they can
also get some harmful content removed
http://reportharmfulcontent.com/
Information needed in the crime report
Below is the essential information required when reporting a Hate Crime:
• It is important to report that the person is Deaf or Disabled. You can
use the Metropolitan Police monitoring categories, which are:
o Physical impairment
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•

•
•
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•

•
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o Sensory impairment
o Deaf BSL user
o Learning disability
o Mental health
o Other
You could add other categories such as the person is neuro-diverse
(e.g. autism, dyspraxia, Asperger’s) or if they have a long-term health
condition
You must also let the Police know what the person’s access and
support needs and ensure that this information is recorded and
passed on to the officer dealing with the case.
Provide the victim’s accessible contacts or give your organisation’s
contacts if appropriate.
Record details of any witnesses: names, addresses if known and
details of how the person was a witness and any connection to the
victim or alleged perpetrator.
Detail any other professionals involved in this or previous incidents,
(e.g. housing officers, social workers, medics etc.).
If there are previous police crime numbers include them here as well
State clearly what action the victim wants the Police to take.
Whenever possible the signed consent of the victim to the crime report
must be obtained and provided to the Police. Signed authorisation
from the victim is needed to allow the exchange of information within
agencies.
The victim should be provided with a copy of the report.
Ensure that you request that the Police acknowledge receipt of the
Hate Crime report and provide a crime reference number, (CRIS).
Remember that all Hate Crimes should be recorded on CRIS by the
police.
Explain what will happen next. Give the person time to ask questions,
don't rush them, and spend some time with them if they want to talk.
Reassure them that you will do your best to get some action, but don't
promise what you can’t deliver.
Arrange a time to talk again. If the person is especially distressed,
arrange to contact them the next day.

Once this is completed, if the victim/survivor agrees, file a third-party Crime
Report to the Police and to the Council if appropriate.
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You can find out how to take a more detailed report in section 5.1, however,
remember you are not the police. Hate Crime workers should not try to
investigate a Hate Crime or do the police’s job for them. The role of the Hate
Crime worker is to try to make sure that the police listen to the Disabled
person and that the incident is flagged correctly as a Hate Crime. The flag for
a Disability Hate Crime is the ‘VH’ flag. Other flags exist for other types of
Hate Crime and depending on what happened, more than one flag could be
used. You can find out more about codes for crimes and incidents in
Appendix 8.9.

4.10 Timeframes for dealing with Hate Crime
There are different timeframes for dealing with Hate Crime depending on the
type of Hate Crime and where it happened.
Keeping CCTV
The Disabled person may believe that a CCTV camera recorded the Hate
Crime. If this is the case, the hate Crime worker needs to help them track
down the owner of the CCTV as quickly as possible. Although this is a police
role, some DDPOs have seen that the police don’t always reach the CCTV
quickly enough before it is deleted. The Hate Crime worker and the Disabled
person should not ask to view the CCTV or ask for a copy of it, they should
just alert the CCTV owner that a Hate Crime has taken place and that they
should keep the CCTV recording for the police.
For example, if Hate Crime happened on the bus, it should be reported to
Transport for London as well as the police as soon as possible. This is
because TfL only keeps CCTV for a limited period of time. In addition,
because London buses are run by different bus companies, they have to be
contacted individually if you need to ask them for CCTV of a Hate Crime.
CCTV in train or tram stations will also be help by different people. You can
find out more from TfL here: https://tfl.gov.uk/corporate/privacy-andcookies/cctv#retention
Reporting summary offences within six months
Virtually all criminal court cases start in a magistrates’ court, and around 95%
will be completed there. The more serious offences are passed on to the
Crown Court, either for sentencing after the defendant has been found guilty
in a magistrates’ court, or for full trial with a judge and jury. Magistrates deal
with summary offences. These are classed as less serious cases, such as
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motoring offences and minor assaults, where the defendant is not usually
entitled to trial by jury. The Magistrates Court can only deal with these cases
if the Disabled person reported the Hate Crime within six months of it
happening18.
If the Disabled person lets you know about a Hate Crime which happened
more than six months ago, it is still best to report this to the police (with the
person’s permission) in case it is part of a pattern of incidents. There is also a
‘grey area’ with some offences which may be considered more serious and
the perpetrator could still be taken to court.

4.11 Working with partners
To get the best outcome for Hate Crime victims and survivors, DDPOs need to
work in partnership with other agencies. The Police, local authority teams,
social landlords, health workers, advice agencies, schools, courts and other
public or voluntary sector bodies may become involved as a Hate Crime case
develops. With joined up working through panels, case conferences or case
reviews, action on Hate Crime can be co-ordinated to ensure positive
outcome for victims/survivors.
Police
The Police are key to any action being taken involving an incident or criminal
act. There have been a number of changes around which police team should
deal with Hate Crimes. After Borough Command Units (BCU- these are police
units covering several boroughs) were implemented in London, some types
of Hate Crime were dealt with by response officers. This wasn’t always very
accessible as response officers work shifts but DDPOs and other agencies
supporting Disabled people are usually doing standard working hours.
DDPOs should contact their local BCU Hate Crime Liaison Officer. The officer
won’t do casework but they can help you understand which police team is
dealing with the Hate Crime and trouble shoot any issues. At the time of
writing this toolkit, Hate Crimes should be reviewed by a local police
Sergeant and then allocated to either the local Safer Neighbourhood Team
(SNT), the police Safeguarding Team (not to be confused with Local Authority
Safeguarding, this is for more serious crimes) or the Safer Transport Team if
the Hate Crime took place on public transport.

18

http://www.legislation.gov.uk/ukpga/1980/43/section/127
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Multi agency review panels (so-called Community MARACs), chaired by a
senior police officer and sometimes the Local Authority, can implement an
action plan to deal with a hate situation and hold all agencies accountable.
Specific police actions can include
• the Police flag up the situation using the special scheme to ensure
police are pre-warned in the event of a future 999 call
• the Safer Neighbourhood team to make regular visits to the
victim/survivor to help keep them safe. But check first if the person is
happy to receive visits from uniformed officers. In some areas, being
seen to speak to the police can lead to people being harassed
• Depending on the progress of the case, the police will be the key
partner leading any investigation
The key to working well with police officers is genuine partnership where the
skills and knowledge of all professionals are recognised. You will also need
them if you are asking the Council’s housing department to move the client,
for example, as they are proof the Deaf or Disabled person has reported the
incidents.
Social housing
Some hate cases will involve social housing, if either the victim/survivor
and/or the alleged perpetrator are tenants of a registered social landlord
(RSL) or the local Council. The landlord may need to take action against the
perpetrator, or the victim/survivor may need to be rehoused or the local
authority approached regarding homelessness. Housing panels may be
involved in a disability hate case because they review and decide on whether
a Deaf or Disabled person will be rehoused or not. Advocates need to be
involved in this process to represent the best interests of clients. Having
good partnerships with individual RSLs and the housing advice/homeless
persons unit (HPU) is essential.
There are some challenges to supporting Disabled people to move which
include a lack of accessible housing options, however, RSLs and Local
Authority Housing departments do have some powers to address Hate Crimerelated ASB directly, although in some cases only if the perpetrator is their
tenant, see section 5.11 for more about this.
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Although social landlords have a range of powers, sometimes they may be
reluctant to implement them, or they may not recognise the seriousness of
the situation. It is important to work in partnership with social landlords and
the police to make sure that issues are recognised as Hate Crime and not
seen as “just ASB”. You can read more about this in section 3.2.
Social services
In some Hate Crime cases it might be appropriate to refer the case to Adult
Safeguarding. DDPOs should follow their local Safeguarding Adults Board
guidelines for referring cases to Safeguarding.
Safeguarding referrals can be helpful to get resources for a Deaf or Disabled
victim and help make them safe, but it can also sometimes be
disempowering and intrusive.
It is important for the Hate Crime worker to take several steps to make sure
the Safeguarding process works well:
• Always report to the police as well as Safeguarding (with the Disabled
person’s agreement)
• Remind partners of the Care Act Guidance on how they should work
together “Where a crime is suspected and referred to the police, then
the police must lead the criminal investigations, with the local
authority’s support where appropriate, for example by providing
information and assistance. The local authority has an ongoing duty to
promote the wellbeing of the adult in these circumstances.” (Section
14.101)
• Work together with an independent partner who is experienced in
dealing with safeguarding processes – this could be another worker in
the DDPO
• Support the Disabled person to get an independent advocate at
Safeguarding meetings if they would like one.19

http://www.legislation.gov.uk/ukpga/2014/23/part/1/crossheading/independentadvocacy-support/enacted
https://www.scie.org.uk/care-act-2014/advocacy-services/commissioning-independentadvocacy/duties/independent-advocacy-care-act.asp
19
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Medical professionals
Medical professionals have a role and liaison with the Deaf or Disabled
person’s GP or a community nurse is very important. Where the survivor has
mental health support needs, interacting effectively with the professionals
from the local service is essential.

4.12 Signposting to specialist Hate Crime services
Not every DDPO will be able to take on more complex casework support.
Hate crime caseworkers or advocates need to be trained in dealing with Hate
Crime. Workers need to be appropriately supported to deal with the
emotional impact of the cases they will hear about. Although there is no
specific quality standard for Hate Crime services, a DDPO taking on more
complex casework should have a casework or advocacy quality mark like
Advice Quality Standard or Advocacy QPM.
A key skill for any Hate Crime worker is knowing when they have reached the
limits of their competence and they should refer on to another service for
support.
In some cases, the Disabled person might not want or be able to work with
other services. In those situations the Hate Crime worker needs to explain
why they can’t carry on working with the Disabled person and signpost them
to places they can get more support if they change their mind. Any Hate
Crime worker who tries to take on casework beyond their skills and ability
will be doing more harm than good.
A list of DDPOs offering Hate Crime support is available on the Inclusion
London website:
https://www.inclusionlondon.org.uk/directory/services/disability-hatecrime-support/
There are other organisations that provide support to victims/survivors of
Hate Crime, such as:
• Galop is an LGBT+ anti-violence charity for victims of Hate Crime,
sexual violence or domestic abuse. More information is available at:
http://www.galop.org.uk/hatecrime/
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• TELL MAMA supports victims of anti-Muslim Hate Crime and it is a
public service which also measure and monitors anti-Muslim incidents.
More information is available at: https://tellmamauk.org/
• The Community Security Trust (CST) is a Jewish charity that supports
victims of antisemitism and records anti-Semitic hate incidents and
Hate Crimes. More information is available at: https://cst.org.uk/
• The Community Alliance To Combat Hate (CATCH) is a way for people
who have experienced hate to get the maximum amount of help with a
minimum amount of hassle. CATCH is open to anyone experiencing
hate in London. If you experienced a hate crime elsewhere, you can
still get in touch. https://www.catch-hatecrime.org.uk/ All the
organisations above are members of CATCH, along with three DDPOs.
• Victim Support has the contract to run the MOPAC-funded London
Victim and Witness Service (LVWS). This is the main ‘front door’ for
victim/witness referrals in London. The service provides support for
adult victims and witnesses of crime (but not ASB). The range of
support includes practical and emotional support and advice for adult
victims of crime; Independent Advocacy for victims/survivors of
domestic abuse; access to Restorative Justice; pre-trial support for
witnesses; support for victims and witnesses of major crime incidents;
named caseworker allocated for all referrals:
https://www.victimsupport.org.uk/help-and-support/gethelp/support-near-you/london. Stay Safe East are also a member of
LVWS http://staysafe-east.org.uk/
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5. Complex casework support
5.1 Enhanced reporting approaches
A trained Hate Crime worker can go into more detail with the person
reporting Hate Crime about exactly what happened, in order to give a more
detailed report to the police. There are 4 key considerations if a DDPO wants
their Hate Crime worker to go into more detail:
1. For the survivor, it can be stressful and possibly traumatic re-telling
what happened in great detail, is the Hate Crime worker able to
support the Disabled person with this?
2. The Hate Crime worker has to be very careful not to put words in the
Disabled person’s mouth, because this could impact the police
investigation and it might mean it isn’t possible to charge the alleged
perpetrator
3. Is the local Borough Command Unit (the local police) happy for the
Hate Crime worker to take more detailed information, and what format
should it be in?
4. The Hate Crime worker will now have very detailed, personal and
confidential information about the survivor, possible witnesses and the
alleged perpetrator/s. Does the DDPO have robust systems in place to
manage this data?
If the Hate Crime worker is confident in asking for more details from the
survivor, then here are some questions to ask:
• Where were you? What were you doing? How did it start? What
happened next?
• Each incident should be noted down, if possible, in the right order.
• Was anything said or shouted? Abusive and obscene language needs to
be stated, but be sensitive to how hurtful this can be to
victims/witnesses who may be reluctant to repeat such language.
Referring to the ‘F’ or ‘C’ words may help or writing words down.
However, you must not lead a witness or put words into their mouths.
If the victim didn't hear well what was said, ask what they did hear.
• How did you feel? Did the person do something that made you feel
unsafe?
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• Record any violence, threats, abuse or damage to property. The
circumstances of each incident are important. Did the person touch
you, push you or hit you? Where?
• Any other person present or believed to have witnessed the incident
must be named, with preferably their contact details and how the
person knows them
• Where there is a history of incidents, ask whether any record was kept.
An obvious record would be Police reference numbers (CAD/CRIS).
The victim may have kept a diary note or a paper or computer record,
which could be very helpful to support legal action being taken
against the perpetrator.
• Is the victim aware if there are CCTV cameras in the area or in the
building?
Finding out the details: dates and times
With helpful prompting you can get dates and times:
For example, if it’s the summer ask “Was it before the school holidays” or in
winter ask “was before or after Christmas?”. You could ask “was it before the
beginning of Ramadan?” or “before or after we had that really hot weather?
Times too can be prompted if related to say a morning, was it after breakfast
or before lunch? Around the time of the school run? Before arriving or
leaving for college?
Descriptions of the perpetrator
In many cases the perpetrator is known by the victim/survivor so you can get
the name and address. With all perpetrators, descriptions are vitally
important and with careful prompting a lot can be recalled:
• Start with the gender, race, date of birth or approximate age, height
and build, hair (colour, style), colour of eyes etc. of the perpetrator.
Was the perpetrator taller or shorter than the victim?
• Ask about tattoos, scars or other distinctive marks, and anything
unusual – an unusual walk or way of standing for example.
• Ask about distinctive smell from the perpetrator or about their voice –
was it low, high, hoarse, soft; did the person have an accent?
• Describing clothing is very important for identifying perpetrators and
again simple prompting is helpful - formal, casual or smart casual,
brands, colours, hats, bags, coats, glasses, trainers, shoes, boots etc.
school uniforms can be easily identified by police. Asked about
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clothing an immediate response is often ‘it was too quick’, ‘light was
bad’, ‘can’t remember’, but run through the above list and a pretty
strong description can emerge.
• If the victim is visually impaired, not being able to see the perpetrator
does not make them unable to recognise them- again, distinctive
voice, smell, touch, a sense of how tall someone was. People will have
different skills at recognising different characteristics, for example, a
Deaf person will not have heard what is said, but may have lipread the
abuser, or understood their intention form their body language.
Where did it happen?
The location of incidents must be recorded - the actual address, street and
house/flat number if possible, or local landmarks.
• Descriptions of the place, streets and properties, how well they know
the area.
• Description of the weather at the time of incident, time of day and
visibility all add to the believability of the account.
• If someone has difficulty remembering places, ask them if they
remember what they were doing or where they were going when the
incident happened. Don't push too hard, it may be distressing for
someone to realise they don't remember. They might remember more
details later.
• Has the person kept a diary, notes? If the incident is ongoing, could
they do this, say on their phone or ring/text the advocate, or ring a
friend who writes down when incidents happen?
False friends and cuckooing
The victim/survivors’ relationship with the perpetrator may be complex. The
perpetrator may pose as a friend while abusing the Disabled person.
In some circumstances the perpetrator of Hate Crime takes over a victim’s
home and then use the house as a base to deal in drugs or for other
purposes, this is known as ‘cuckooing’.20
http://www.bbc.co.uk/news/av/uk-england-hampshire-40361324/cuckooing-drugdealers-target-the-vulnerable
http://www.scotland.police.uk/whats-happening/news/2017/november/police-targetcuckooing-drug-dealers-in-north-east
20
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Victim blamed
It is possible that the victim/survivor may be blamed for the Hate Crime. It is
important to counter this and be clear that the Disabled person is not to
blame for the incident. It may take some time for the victim to take this in, as
the abuser may have told them it ’your fault’ or that they are ‘bad’ as a
Disabled person.
Victim impact
Finding out how the incident affected the victim will help you provide the
right support, and will also provide evidence for a Victim Impact Statement if
the person wants to make a statement later.
• How did it make you feel? You must be sensitive in how you ask this
information to avoid making them re-live a trauma or putting words
into their mouth. If in doubt leave this to a police officer or lawyer
later.
• What impact has there been upon other family members or other
people who visit the victim?
What next?
• Once the Deaf or Disabled person has completed their account of what
happened, give them some time to recover. You may want to read the
report through to them, so they can add anything they might not have
thought of at first.
• When you know the basic facts establish whether the victim wants any
police contact/ involvement. Do they want to give their name when
they report the Hate Crime, or do this anonymously?
• Would they like the police to come to their home to speak to them, or
to your organisation’s office, or are they able to go to the police
station?
• Check also if there is information which the person does not want to be
shared with the police for example, any past history they may have
told you about.
The victim/survivor’s situation will need to be reviewed on a regular basis
and the safety plans updated. At a later date the victim/survivor and
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advocate may need to attend case reviews with other agencies. There are a
range of possible outcomes and actions the Hate Crime worker can take next,
which are explained in this chapter.

5.2 Community Trigger
Community Trigger is also known as an ASB Case Review. It is a statutory
process (Anti-Social Behaviour, Crime and Policing Act 2014) which people
can use if they think their reports of ASB are not being taken seriously or not
being dealt with. If the Disabled person, or others, have reported an incident
more than 3 times in a 6-month period, then they can activate the
Community Trigger through their Local Authority. This usually involves the
Disabled Person filling out a form.
In some areas, the threshold for activating the Community Trigger might be
lower. For example, outside London, in Brighton and Hove, you can use the
Community Trigger if no action has been taken on a single ASB report after
one week.
The Community Trigger should then lead to a multi-agency case review
which would normally involve a range of agencies such as police, Local
Authority, Housing Association, and the NHS. If the Disabled person requests
it, the Hate Crime worker might also be involved.
There are some barriers to using Community Trigger effectively, because
some areas might treat it as a complaint (it isn’t) or they might not integrate
it with other services. Sometimes a multi-agency review might decide that
they have taken all the possible steps they can. Even when there are actions
agreed following a Community Trigger, it can be difficult to hold agencies to
account to make sure these happen. The organisation ASB Help has
published a report on issues with Community Trigger21.
The Hate Crime worker should always assess whether reporting issues as ASB
is the right approach, especially if no action is being taken. Community
Trigger is one way to try to get issues be taken more seriously, however, if
this is Hate Crime, then it should be reported as Hate Crime to the police and
not as ASB. The Hate Crime worker will need to discuss this with the Disabled

https://asbhelp.co.uk/wp-content/uploads/2013/08/The-Community-TriggerEmpowerment-or-Bureaucratic-Exercise-Sept16.pdf
21
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person. See section 3.2 for more tips on this or Appendix 8.5 for a template
letter about getting the police to record something as Hate Crime.

5.3 Mediation
In some cases, mediation can be suggested to the Disabled person as a way
of addressing the Hate Crime which has taken place. This is usually only
suitable:
• when the perpetrator is known to the Disabled person, such as
neighbours. It is never suitable where the perpetrator is the employee
of another agency providing services, such a care agency. It is also
unlikely to be suitable for family / cases of domestic abuse
• for low level Hate Crime, usually described as hate incidents, which
hasn’t involved physical violence. For example, actions taken by the
perpetrator to block the path of someone with a mobility impairment,
or incidents where the perpetrator clearly does not understand the
impact on the disabled person. Care must be taken to ensure that
mediation does not place the survivor at more risk, for example
because the perpetrator then knows more about them
• where all sides are willing to engage in mediation. The Disabled person
should never feel pushed into mediation if they don’t want to do it.
Taking further action, like a police report, should never be something
that only happens if they “try mediation first”
• the Disabled person understands that the mediator won’t judge rights
and wrongs and they won’t take sides. This can be difficult to accept
when the Disabled person feels what happened to them wasn’t right,
and it might be a sign that mediation is not the best approach for them
• the Disabled person understands the perpetrator might refuse
mediation or drop out part way through, or might not stick to any
agreement.
• if the mediator is able to accommodate the access needs of the
Disabled person. This is really important and it is helpful to check
whether the mediator has any experience working with Disabled
people and adapting their mediation style if necessary
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• if the mediator is accredited with or trained by a reputable body like
the London Community Mediation Council or the College of Mediators
Mediation helps people have a structured conversation, share their views,
build understanding and find ways of improving the situation. Usually the
mediator will meet both sides individually, and help them prepare for the
mediation meeting. This is when both sides get together to find ways to
improve the situation. There might be a written agreement at the end,
although this is informal. There could also be a follow up meeting in a couple
of months.
If mediation seems like the right approach in a specific case, then the Hate
Crime worker will need to identify a suitable mediation service and agree
who will pay for it. Some services are commissioned directly by Local
Authorities and so would be free for the participants. In other cases, the
housing provider or Local Authority might agree to pay for it, it usually costs
£700-800.

5.4 Restorative Justice
Restorative Justice can be applied at any stage of criminal proceedings from
out of court disposal right through to post sentence. Out of court disposal is a
way of dealing with a crime or offence that does not require a prosecution
in court.
Restorative Justice is currently very popular, and services are funded as part
of the London Victim and Witness Service.
For some Disabled people Restorative Justice may be a good way to deal
with the consequences of the Hate Crime they have experienced. However,
the Hate Crime worker must discuss this option very carefully with the
Disabled person as DDPOs have concerns that in some cases Restorative
Justice may retraumatise the Disabled person. For example, if the Hate Crime
involved domestic abuse, emotional abuse, cases of cuckooing or Hate Crime
carried out by someone they thought was their friend.
To find out more about Restorative Justice contact Calm Mediation who have
Big Lottery Funding and are commissioned as part of the London Victim and
Witness Service http://calmmediation.org/restorative-justice-service/
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5.5 Police investigation
After a report has been made, the police may decide to investigate further.
This can be a long and stressful process, but there are lots of other
organisations available to help support the Disabled person. Remember,
depending on the nature of the offence, the police may feel that an
investigation is not necessary. In these circumstances the Hate Crime worker
will need to explain that a Hate Crime has taken place and it should be
investigated. As a minimum, the Hate Crime should be recorded by the police
and an officer should speak to the Disabled person, and the alleged
perpetrator.
Giving a witness statement
Being interviewed by the Police is central to the criminal justice system and
should comply with the law as stated in the Police & Criminal Evidence Act
(PACE).22 If the interview is not conducted properly or it is found at later date
that there are issues not compliant with PACE the evidence can be disallowed
and a prosecution can collapse.
Initially, the police may visit the victim at home, at your office or other venue
to get basic details of the case. Once this is done, the Police will want the
victim to give a Witness Statement.
In most cases, witnesses (this includes the victim) are requested to come to a
police station to give their statement. In some circumstances, it is possible
for the police to take a Witness Statement in someone’s home. The police
may agree to take the statement somewhere else, if there is good reason for
this, for example, the person is scared to have them at home but can’t access
the police station.
Access
Hate crime workers should contact the police officer(s) conducting the
interview to inform or clarify any access needs at least two weeks before the
interview. This is because police stations are often older buildings with
interview rooms accessed by stairs and without lifts. For Deaf people there
can be problems with hearing loops not working or BSL interpreters not

22

https://www.legislation.gov.uk/ukpga/1984/60/contents
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being booked. Confirm the access arrangements again at least 3 days before
the interview to make sure everything is in place.
The interview will be recorded and the police officer will take down the
statement, which is given to the witness to read, sign and date as an accurate
record of what took place. The statement can only include what the witness
actually saw or heard of the incident(s). It is completed to a standard format
with no paragraphs or spaces and each page is signed and witnessed.
It will be important to make sure that the Disabled person is satisfied that the
statement says what they want it to before they sign it.
Preparing the victim/survivor
Before the person is interviewed by the police, meet with them and go
through how the interview will be conducted. Inform them that they are
allowed to have breaks, and how the police officer should explain the
procedure to them.
• If you are going to be there with them, let them know, as having
support can make the whole experience a lot easier.
• Reassure the person they have not committed a crime, some people
think that going to a police station to be interviewed means they are
the suspect.
• If the person is unable to travel to the police station because of their
mental health or other impairments, request for the interview to be
done at home.
• Be careful not to rehearse or practice what they want to say to the
police, because this might affect how they remember what happened,
and it might affect their case later
Support when giving a witness statement - vulnerable witnesses
‘Vulnerable witnesses’ can receive ‘social support at all stages of the
investigation’.23 This includes support during the police interview, before the
trial and during the court proceedings.

https://www.cps.gov.uk/sites/default/files/documents/legal_guidance/best_evidence_i
n_criminal_proceedings.pdf
23
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Vulnerable witnesses are defined by Section 16 of the Youth Justice and
Criminal Evidence Act 1999 (as amended by the Coroners and Justice Act
2009). Please be aware this is legal language and definitions which some
Disabled people may find offensive. A victim is considered a vulnerable
witness if:
a) They are under 18 years of age at the time of the offence, or
b) The quality of their evidence is likely to be affected because:
i. they suffer from mental disorder within the meaning of the
Mental Health Act 1983;
ii. they otherwise have a significant impairment of intelligence and
social functioning; or
iii. they have a physical disability or are suffering from a physical
disorder. 24
If the victim needs assistance to understand or to be understood in their first
contact with the police they are entitled to be accompanied by a person of
their choice, ‘unless the police consider it would be would be contrary’ to
the victims ‘interests or prejudicial to the investigation or prosecution’.25
People with learning disabilities, mental health support needs and anyone
else who has difficulties either communicating what has happened or
understanding the questions and context should always be interviewed with
someone independent of the police, such as their support worker.
Any organisation working with Deaf or Disabled victims/survivors of Hate
Crime may wish to identify and train specific staff or volunteers to support
Disabled people when being interviewed.
The Crown Prosecution Service’s (CPS) guidance in ‘Best Evidence in Criminal
Proceedings’ states: ‘Any supporter used during the interview, however,
should not be used to prepare the witness for court or the offer to support
them while they are giving evidence because they are already aware of the
witness’s account.’26 However, the guidance also states that ‘Research
indicates that pre-trial and court support are best undertaken by the same
https://www.cps.gov.uk/sites/default/files/documents/legal_guidance/best_evidence_i
n_criminal_proceedings.pdf
25
https://www.cps.gov.uk/legal/assets/uploads/files/OD_000049.pdf
26
https://www.cps.gov.uk/sites/default/files/documents/legal_guidance/best_evidence_i
n_criminal_proceedings.pdf
24
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person.’ This is because the CPS has identified 3 distinct support roles and
would prefer that the same supporter is not involved in all three:
• Interview support provided by someone independent of the
• Pre-trial support provided to the witness in the period between the
interview and the start of any trial
• Court witness support from a person who may be known to the
witness, but who is not a party to the proceedings, has no detailed
knowledge of the case and may have assisted in preparing the witness
for their court appearance.
Achieving Best Evidence (ABE) interviews
According to the ‘Best Evidence in Criminal Proceedings’ guidance27 when a
victim is considered to be a ‘vulnerable witness’ the interview can be
recorded, with an officer interviewing the victim in one room and another
observing from another room. In exceptional circumstances a video interview
can be conducted in the person’s home.
There can be delays in setting interview dates because not every station is
equipped for ABE video-recorded interviews- and not all the rooms used for
these interviews have wheelchair access. To avoid problems caseworkers
should discuss with the investigating officers the witness’s needs before the
interview date.
ABE interviews should only be done by officers who have undertaken ABE
training. Where the victim/survivor has learning disabilities and ‘complex’
communication needs, for example they are Deaf and have a learning
disability, or have autism, the interview must be conducted by an officer who
has undergone specialist advanced ABE training. This is essential to avoid
mistakes being made and the evidence being discounted.
As an advocate, you should ask if the officer conducting the interview is ABE
trained, and where relevant if they are advanced ABE trained. Finding the
right officer to do the interview may take a while, it is essential you keep
pushing for this to happen promptly. For some victims/survivors with
27

https://www.cps.gov.uk/sites/default/files/documents/legal_guidance/best_evidence_in
_criminal_proceedings.pdf
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learning disabilities, cognitive impairments or memory problems, time is of
the essence.
Vulnerable and intimidated victims being interviewed on video have the right
to have someone with them. The role of the person supporting the person is
just that- to be there for them, and not to intervene at all. It is worth agreeing
in advance with the victim and the officer taking the statement a signal which
the hate crime worker can give if they feel the Disabled person is becoming
distressed or is not understanding the question. The officer can then stop the
interview and find out what the problem is.
Other help available
There is sometimes other help and support available but this will depend on
what happened, it will depend on what the Disabled person needs, and it
depends on what services are commissioned locally. Victim Support, the
police and the Local Authority are usually a good place to start
Victim Support
You can contact Victim Support for more help and support for the Disabled
person, however, some people will need help engaging with Victim Support if
they struggle with using the phone or Live Chat:
https://www.victimsupport.org.uk/help-and-support/get-help/support-nearyou/london
Appropriate Adult
The Police and Criminal Evidence Act 1984 (PACE) Codes of Practice gives a
legal requirement for an Appropriate Adult if ‘mentally vulnerable person’ or
a child has been detained in police custody.28 In some instances an
appropriate adult29 should also be present when a witness has learning
difficulties, is on the autistic spectrum or has mental health support needs.
The evidence rules allow for this as long as the support worker does not
speak or interfere other than to stop the interview because the witness is
tired or upset. In some circumstances the appropriate adult may also check
../AppData/Local/Microsoft/Downloads/guidanceappadultscustody.pdf
https://www.gov.uk/government/publications/guidance-for-appropriate-adults
29
https://www.gov.uk/guidance/appropriate-adults-guide-for-youth-justiceprofessionals#who-can-be-an-appropriate-adult
28

58

that the victim/witness has understood the question and ask the police
officer to rephrase it.
Advocates
There are different types of advocacy for people in particular situations:
• Independent Mental Capacity Advocates (IMCAs):30 People who are
treated under the Mental Health Act31 have the legal right to the
support of an IMHA who are mainly instructed to represent people
where there is no one independent of services, such as a family
member or friend, who is able to represent the person.
• Advocacy, the Care Act and victims of crime: There is no absolute
legal right to an advocate. However, the Care Act 2014 for the first time
set out circumstances in which a Disabled person who is the victim of
Hate Crime or domestic violence and who comes within the remit of
adult safeguarding would have the right to an independent
advocate.32,33
• Domestic violence: there is no absolute right to an advocate but it is
expected that a high-risk victim of domestic violence will be referred
to an Independent Domestic Violence Advisers (IDVA) by the police or
other agencies. The IDVA addresses the safety of victims at high risk of
harm from in partners, ex-partners or family members to secure their
safety and the safety of their children. Victim Support run IDVA
services across a number of London boroughs, contact your Local
Authority to check who is running the service in your area.
• Independent Sexual Violence Advisers work in the same way as
IDVAs but support victims of rape and sexual assault.34

https://www.gov.uk/government/publications/independent-mental-capacityadvocates
31
i.e. people who are detained in hospital or who are on Supervised Community
Treatment Orders or under Guardianship
32
https://www.gov.uk/government/publications/care-act-statutory-guidance/care-andsupport-statutory-guidance section 7.4
33
for a useful guide to Appropriate Individuals/advocacy rights under the Care Act, please
see https://www.voiceability.org/uploads/Care_Act_e-shot_Appropriate_Individuals.pdf
34
http://thesurvivorstrust.org/isva/
https://rapecrisis.org.uk/advocacyisvas.php
30
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5.6 Dealing with counter-allegations
Sometimes once a Hate Crime report had been made to the police, the
perpetrators will make counter-allegations to the police. The Disabled
person can find it very distressing to be taken down to the police station to
answer questions, when they haven’t done anything wrong. This can also
happen in a housing and ASB context when the neighbours make counterallegations to the housing provider.
The police will often take the position that they can’t take sides and they
have to treat every allegation the same way. The Hate Crime worker will need
to make sure that the police understand the wider context of the allegations
and that these are considered to be counter-allegations and possibly untrue.
They should point out that the allegations are being used to harass the
Disabled person further. See also section 3.5 on malicious allegations.
Usually the Hate Crime worker won’t find out about counter-allegations until
the Disabled person has been questioned and released, so then it is a case of
trying to set the record straight. It is important for the Hate Crime worker to
talk about the possibility of counter-allegations with the Disabled person
ahead of any incidents, so that they can be prepared. This includes:
• Having an alert, ‘special scheme’ on the address so that the police are
made aware of previous incidents
• Reminding the Disabled person to let the police officer know they are a
victim of Disability Hate Crime, and if possible, to have police reference
numbers to hand
• Talking to the Disabled person about not retaliating to provocation.
Sometimes when the Disabled person hits back, they can find
themselves in trouble.

5.7 Referral to CPS
After the police investigate the incident they will decide whether there is
enough evidence to prosecute the suspect and refer to the Crown
Prosecution Service (CPS)
If there is not enough evidence then the police might not involve the CPS. If
this happens and the Hate Crime worker or Disabled person think the
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decision is wrong, they can remind the police that CPS guidance35 instructs
the police to refer the case to the CPS for early consultation and to get advice
from the CPS on the types of evidence they should try to get.
If the police think that there is enough evidence to prosecute a disability Hate
Crime, they must refer the case to the CPS to make a decision on whether to
charge a person with an offence.
Once a case is referred to the CPS, they might ask for more information from
the police or other agencies, including the NHS, Local Authority, or local
DDPO. This is because prosecutors have to take a proactive approach
towards disability Hate Crime.
The decision to prosecute is not based on whether the CPS believe the
suspect is guilty or not. Prosecutors have to follow the framework set out in
the Code for Crown Prosecutors36. This involves asking two questions:
• Firstly, the prosecutor asks whether there is enough evidence against
the Defendant. The prosecutor must be satisfied that there is enough
evidence for “a realistic prospect of conviction” against the defendant.
• If there is enough evidence, then a prosecution will usually take place
unless the prosecutor finds that a prosecution would not be in the
public interest. According to the public interest test, at 4.12 – 4.14(c) of
the Code, a prosecution is more likely to be required if an offence was
motivated by prejudice against the victim’s actual or presumed
disability.
The CPS will also make a distinction between crimes that meet the formal
legal definition of “disability Hate Crime”, and broader category of crimes
that are committed against Disabled people.
Even if the CPS or the criminal court do not agree that a disability Hate Crime
was carried out, they should still consider whether a crime has been
committed because the victim is disabled or the suspect thought they are a
Disabled person.

https://www.cps.gov.uk/legal-guidance/disability-hate-crime-and-other-crimesagainst-disabled-people-prosecution-guidance
36
https://www.cps.gov.uk/publication/code-crown-prosecutors
35
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The CPS Public Statement on disability Hate Crime37 explains what this could
mean:
“some crimes are committed because the offender perceives the
disabled person to be vulnerable and not because the offender dislikes
or hates the person or disabled people”.
In such circumstances, the CPS says it is committed to making sure that
evidence that a Disabled person has been targeted is put before the court so
that the full gravity of this offending can be considered in sentencing.
If the police or the CPS make a decision not to charge and the Hate Crime
worker or Disabled person is not satisfied with the reasons that you are given,
then they can request a Victim’s Right of Review explained in section 7.3.

5.8 Going to court
There are a range of measures built into the criminal justice system to help
people who are victims of crime to participate fully or to the level that they
are comfortable with in investigations and prosecutions. There are also
special measures for people in a dangerous or intimidating situation; who
have access needs or who are a vulnerable person in the context of
navigating the criminal justice system. See section 7.2 for more about the
Code of Practice for Victims of Crime and the special measures available.
Before court
The Disabled person will be sent information about the date of the trial or
court date. This information should include which court to go to, their role in
the courtroom (either as a victim or witness), and what support facilities are
available. The Hate Crime worker can go through the details with the
Disabled person and can make sure that all access needs are going to be met.
Victim Support have been commissioned to provide a pre-trial support
service and should be able to help support.
Who’s who in court?
Magistrate
• A volunteer who has been trained to decide on cases in the Magistrates’
Court.
https://www.cps.gov.uk/sites/default/files/documents/publications/disability-hatecrime-public%2520statement-2017.pdf
37
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• Magistrates do not wear wigs like judges and lawyers do.
• Cases in the Magistrates’ Court may also be heard by a District Judge. They
are professional lawyers employed as judges. District Judges do not wear
wigs or gowns.
Judge
• Is responsible for overseeing the case and ruling on the points of law
• If the defendant is found ‘guilty’, the judge will decide on the sentence.
Jury
• The 12 ordinary members of the public on the jury will decide whether the
defendant is guilty once they have listened to all the evidence
Which court?
The Magistrates’ Court
• All criminal cases start in the Magistrates’ Court and some will finish there
• There is no jury in a Magistrates’ Court.
The Crown Court
• More serious criminal cases will be passed from the Magistrates’
Court to the Crown Court.
• There is both a judge and a jury in the Crown Court.
Afterwards
The Disabled person will be entitled to receive back any money they spent
travelling to court during a trial, or money lost due to being at court, like
meals, loss of earnings or child care. They might need the support of the Hate
Crime worker to complete the relevant paperwork

5.9 Victim’s Personal Statement
The victim is entitled to be offered the opportunity to make a Victim’s
Personal Statement (VPS) at the same time as giving a witness statement
about what happened to the police about a crime. The VPS is a chance to talk
about how the crime has affected them. This is also an opportunity talk
about any worries they have about the process, and whether they might need
extra support.
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When the victim makes a VPS, they are entitled to say whether or not they
would like to have the VPS read aloud or played (where recorded), in court if
a suspect is found guilty.38
They should be aware that if you choose not to make a VPS when initially
offered, you may not have another opportunity to make one later on.
However, there might also be opportunities to update or add to an initial
VPS, although the court would see both versions. A victim making an initial
statement just after a hate crime may not be aware of the longer-term impact
on them, so updating the victim statement before the trial could be helpful.
The Victims Code39 sets out in much more detail the categories of crime
where a victim or witness will always have the entitlement to make a VPS at
any point before the perpetrator is sentenced and when there is a choice and
what will happen.
The Hate Crime worker and the Disabled person should talk through the
option of a VPS in some detail, and how best to talk about how they have
been affected. Talking with the hate crime worker may help the victim
identify the practical, financial and psychological impact of the crime. The
VPS is given to the defence team, and can be read out in court. Some DDPOs
have found that the VPS can be mis-used against the Disabled person by the
perpetrator or their friends and family to identify the behaviours which cause
the most negative impact, and then repeat them.
Reprisals like this against the Disabled person should be taken very seriously
by the police, and the Hate Crime worker can help with this.
A Community Impact Statement may also be made to show the impact of
offending on the wider community, for example the Deaf and Disabled
community. You can find more information about when the police should
consider taking a Community Impact Statement and what it will include here:
CPS guidelines on the use of CIS in Hate Crime cases. Community for this
purpose includes communities of identity; groups of people who share
characteristics, experiences or backgrounds or who are affected by the
targeting of a building that they frequent, for example a day centre for people
with a specific impairment.
https://www.cps.gov.uk/sites/default/files/documents/legal_guidance/OD_000049.pdf
https://www.gov.uk/government/publications/the-code-of-practice-for-victims-ofcrime
38
39
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5.10 Sentencing
If the suspect is convicted of a criminal offence, they may be sentenced to a
term of imprisonment; a community order or to pay a fine.
There is no aggravated offence of Disability Hate Crime but section 146 of the
Criminal Justice Act 200340 imposes a duty on courts to increase the sentence
for any offence committed that involves either:
• the offender demonstrating towards the victim of the offence hostility
based on a disability (or presumed disability) of the victim; or
• the offence being motivated (wholly or partly) by hostility towards
persons who have a disability or a particular disability.
Note that these are alternatives. This means that in a case where a
demonstration of hostility can be proved, there is no need also to prove
motivation, and vice versa.
A sentence may be increased under s146 in relation to any offence. Much of
the harassment experienced by disabled people is persistent, low level
offending. In order to counter this type of behaviour, it is important that s146
uplifts are applied for in all appropriate cases. This approach is intended to
ensure that disability Hate Crime is punished properly and that justice is
available for everyone.
Prosecutors have a duty to present all relevant material to allow the court to
pass sentence in accordance with the law. Disability hostility makes an
offence more serious and the court has a duty to take this into account when
it sentences a defendant.
Prosecutors should be familiar with the approach that courts take to
sentencing in a case to which s146 applies. This is set out in the section on
Hate Crime in the Magistrates Court Sentencing Guidelines.41 In summary the
guidelines are:
• the court should first decide on the appropriate sentence without the
element of Disability hostility, but including any other aggravating or
mitigating features;
https://www.legislation.gov.uk/ukpga/2003/44/section/146
https://www.sentencingcouncil.org.uk/wp-content/uploads/MCSG-April-2017-FINAL2.pdf
40
41
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• the sentence should then be enhanced to take account of the Disability
hostility;
• if the offence itself merits custody, that sentence should be enhanced
by an appropriate amount to reflect the degree of Disability hostility;
• the judge should say publicly what the appropriate sentence would
have been without the Disability hostility.
In cases in which s146 does not apply, if there is evidence that the victim was
vulnerable due to their disability, this will make an offence more serious for
sentencing purposes.
In such cases, particularly where the victim was considered an easy target
due to their vulnerability, cases should be built and presented in such a way
to ensure that the judge is able to properly reflect the seriousness of the
offence when passing sentence. This approach was approved in R v
Bridge [2012] EWCA Crim 2270.
More information is available at under ‘Sentencing’ at:
https://www.cps.gov.uk/legal-guidance/disability-hate-crime-and-othercrimes-against-disabled-people-prosecution-guidance
Unfortunately, this law is currently not working well for Deaf and Disabled
people as a longer sentence is not always given for various reasons, for
example the offence was not ‘flagged’ correctly as a Hate Crime by the police.
This can be very disappointing for the victim, who may then need additional
emotional support.
LGBT Hate Crime
Section 146 Criminal Justice Act 2003 also covers offences ‘aggravated by
hostility towards sexual orientation or transgender identity’ which also
should be treated ‘more seriously’.42
More information is available at: https://www.cps.gov.uk/legalguidance/homophobic-biphobic-and-transphobic-hate-crime-prosecutionguidance
‘The law imposes a general duty on criminal courts, when sentencing an offender, to
treat more seriously any offence which can be shown to be aggravated by hostility
towards sexual orientation or transgender identity (Section 146 Criminal Justice Act
2003).’: https://www.cps.gov.uk/legal-guidance/homophobic-biphobic-and-transphobichate-crime-prosecution-guidance
42
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Racist and religious crime
Offences which can be shown to be ‘racially or religiously aggravated’ should
also be treated ‘more seriously’ (Section 145 Criminal Justice Act 2003).
However, racist and religious crimes may be covered by the Crime and
Disorder Act 1998, which disability Hate Crime and LGBT Hate Crime are not.
This Act created a number of specific offences of racially aggravated crime,
based on offences of wounding, assault, damage, harassment and
threatening/abusive behaviour. An amendment in December 2001 extended
the scope of the Act by creating new specific religiously aggravated offences.
More information is available at: https://www.cps.gov.uk/legalguidance/racist-and-religious-hate-crime-prosecution-guidance
Inclusion London and Stay Safe East are working with other organisations to
achieve parity in Hate Crime law, so Disability Hate Crime and LGBT Hate
Crime is treated in same way as racist and religious Hate Crime.
Non-custodial sentences
There are many different types of sentences a court can impose. A custodial
sentence, being sent to prison, may not be thought to be the most
appropriate. Sometimes a ‘community order’ will be imposed, which might
include doing unpaid work in the community.
Prison sentences may be suspended by the court. This means that the
offender does not go to prison immediately and is required to fulfil certain
requirements set out by the court, such as doing unpaid community service
or observing a curfew. If they do this and do not commit another offence
within a certain period of time then they will not go to prison. However, if
they do not follow the court’s requirements or if they commit another
offence within the time laid down by the court, then the offender will usually
go to prison for the length of the original sentence, in addition to the
sentence they receive for the new offence.
It might also be that a court cannot sentence immediately. The court may
need more information about the perpetrator before they decide on the best
course of action. The court will take into account factors such as the
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perpetrator’s personal circumstances or whether they have been previously
convicted of a similar offence.
Restraining orders Criminal Behaviour Orders
Restraining orders can only be issued during criminal proceedings, so in
order to get a restraining order against someone, they must first be reported
to the police and then taken to court. Any person convicted or acquitted of
a criminal offence can be subject to a restraining order, which means that
such orders can be imposed even if the defendant is found not guilty by the
judge. Restraining orders are preventive and protective measures, so they
can be granted as long as the court considers that the victim needs a specific
protection.
Restraining orders are most commonly imposed in the context of domestic
violence, to protect victims from abusive partners. An application for a
restraining order needs to be made against a known person. This means that,
for example, a restraining order cannot be made against someone who is
making anonymous harassing phone calls. The conduct prohibited by a
restraining order will depend upon the type of offence committed by the
defendant. Restraining orders can include:
• Not getting in direct or indirect contact with the victim
• Keeping away from a property or premises
• Staying a certain distance away from someone
A Criminal Behaviour Order (CBO) is an order which is available on
conviction for any criminal offence by any criminal court, introduced by the
Anti-social Behaviour, Crime and Policing Act 2014 (ABCPA 2014, s.22). A CBO
can deal with a wide range of anti-social behaviours following the offender’s
conviction, for example threatening violence against others in the
community, or persistently being drunk and aggressive in public.
The court may only make a CBO if it is satisfied that two conditions are met:
1. The court must be satisfied, beyond reasonable doubt, that the
offender has engaged in behaviour that caused, or was likely to cause,
harassment, alarm or distress to one or more persons, and
2. That the court considers that making the order will help in preventing
the offender from engaging in such behaviour
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A CBO may prohibit the offender from doing anything described in the order,
and/or it may require the offender to do anything described in the order
Cautions and conditional cautions
Sometimes the Police will impose a caution on the offender as an alternative
to referring them to the CPS for prosecution in the case of minor crimes such
as graffiti. The Police can only do this if there is sufficient evidence to
prosecute the offender, and if the offender admits the offence and accepts
the caution. Otherwise they will be arrested and charged. A caution is not a
criminal record but it can be referred to if the offender is tried for another
crime in the future. Cautions can be used for Hate Crimes, although the
Police are supposed to consider the gravity of the offence in deciding
whether to use a caution or to prosecute an offender. Some cautions, known
as ‘conditional cautions’, impose requirements on the offender that may
include fixing property they have damaged or undergoing treatment for
substance abuse. The use of conditional cautions is restricted in Hate Crime
due to the commitment to treat all such offences seriously.
The CPS will need to consider the use of such a caution by the Police, taking
in all the facts and circumstances of the offence.
Compensation
Court-awarded financial compensation
If the Disabled person would like to receive compensation, they or the Hate
Crime worker will need to tell the Police about the loss or damage they have
experienced as a result of the crime. This can include:
• Loss from damage to property, especially aids and adaptations linked
to their impairment;
• Being off work;
• Medical expenses;
• Pain and suffering.
The Police will then pass this information on to the CPS. If the defendant is
convicted of the Hate Crime against and the request has been accepted by
the court, the perpetrator may be ordered to pay compensation.
If the court decides that the perpetrator must pay compensation, the amount
will depend on what they can afford and what sentence they have been
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given. For example, compensation might not be awarded if the perpetrator is
being sent to prison. Sometimes the compensation will be paid in
instalments. It will be paid to the court who pass the money on to the victim.
Criminal injuries compensation
If the victim was injured by a violent hate crime, they can apply for
compensation from the Criminal Injuries Compensation Authority (CICA).
They will be eligible if the crime has been committed in the past two years,
and if it was reported to the police as soon as possible.
It doesn’t matter whether the offender has been caught, but there are a lot of
rules around it and the process is complicated and can take a long time.
Anyone making a claim will need to go over the details of the crime again,
which they might find upsetting.
More information and application forms are available from:
https://www.gov.uk/government/organisations/criminal-injuriescompensation-authority or their helpline on 0300 003 3601
Not guilty verdict
Hate crimes can be difficult to prosecute and receiving a not guilty outcome
is a possibility. Sometimes the defendant will be found guilty of the basic
offence, but not of the Disability hostility element of it, which is what makes
it a Hate Crime.
In a criminal case, a guilty verdict can only be found by the court where it is
certain that the defendant is guilty of the charge against them. This level of
certainty can be hard to reach in a trial regarding Hate Crime, because for
some charges the prosecutor must show concrete evidence that the
defendant’s crime was motivated by Disability hostility.
If the case received a not guilty outcome, this does not discredit what
happened to the Disabled person. The Hate Crime worker will need to work
with them and other organisations to listen to them and support them.

70

5.11 Civil procedures
Protection from Harassment Act 199743
The Protection from Harassment Act (PHA) 1997 contains powers to combat
harassment in both the civil and criminal courts. In the civil court, a person
experiencing harassment may take action for damages and/or an injunction
in 'tort'. Torts are civil wrongs, although some torts - such as assault and
battery - may also be crimes. A person wishing to take proceedings will need
the advice of a solicitor in order to establish the exact nature of the offence
that has been committed.
A person who has experienced harassment can claim general and special
damages for, among other things, any anxiety and any financial loss caused
by the harassment. Special damages could be substantial if the person has
had, for example, to move house, give up a job, or use taxis constantly for
safety. A victim of harassment has to take action under the Protection from
Harassment Act 1997 within six years of the offences taking place.
A claim for an injunction may be made where harassment has actually taken
place (actual harassment) or where harassment is expected to take place
(apprehended harassment). When an injunction is breached, in addition to
the right to apply for committal to prison for contempt of court, the victim
has the right to apply for a warrant of arrest. Breaching a civil injunction is a
criminal offence.
Civil injunctions are not a simple remedy. Problems associated with them
include the fact that the courts will not always grant an injunction, the
injunction doesn’t guarantee protection, injunctions tend to be limited in
time, if the person applying for the injunction is not entitled to public
funding, the process is expensive if they are paying a solicitor to deal with the
case (approximately £1,000 to £2,000).

43

http://england.shelter.org.uk/legal/relationship_breakdown/domestic_violence/civil_acti
on/civil_remedies_under_pha_1997
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Housing related procedures
Social landlords and Local Authority Housing departments have some
powers to address Hate Crime-related ASB directly, although in some cases
only if the perpetrator is their tenant44:
• Acceptable Behaviour Contracts are voluntary agreements made
between people involved in antisocial behaviour and the local police,
the housing department, the registered social landlord. However,
sometimes the victim/survivor is also asked to sign an agreement, and
this can feel very unjust to them and risks retraumatising them
• Noise nuisance: Local authority environmental health departments
have power under the Environmental Protection Act 1990 to act
against residents who cause a nuisance to neighbours. They also have
power to act where there is excessive noise between the hours of 11pm
and 7am in domestic premises if they have adopted the Noise Act 1996.
• Community Protection Notices can be issued by the police and local
authority (following a written warning) to deal with any problem
negatively affecting a community such as noise, graffiti, littering and
dog fouling. RSLs can also apply for these.
• A Demoted Tenancy Order45 can be applied for by social landlords
where tenants, or other residents, or visitors, have behaved in a way
which is capable of causing nuisance or annoyance, or where such a
person has used the premises for illegal or immoral purposes. This
order will end the existing tenancy and replace it with a less secure
‘demoted’ tenancy. This removes the tenant’s Right to Buy (where it
applies) and their security of tenure for at least a year.
• An injunction is a court order that prohibits a particular activity or
requires someone to take action, e.g. to avoid causing a nuisance.
Social landlords can seek injunctions for issues like vandalism,
violence, noise, harassment, threatening and unneighbourly behaviour
on their estates.
• A partial or full closure order – the local authority can go to court to
ask for the flat or house to be ‘closed’ i.e. no one is allowed to live there
44

https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachme
nt_data/file/823316/2019-08-05_ASB_Revised_Statutory_Guidance_V2.2.pdf
45

https://england.shelter.org.uk/legal/security_of_tenure/demoted_tenancies/what_is_a_
demoted_tenancy
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or go there. This is usually used in cases of cuckooing where the
victim’s home is being used to deal drugs or for other criminal activity.
One option which protects the disabled person’s tenancy is a partial
closure order, which allows the victim to stay in their home, and a
small number of people to visit (for example social workers and other
professionals, care workers or PAs, a family member, the hate crime
worker) but keeps the people who are a risk away. If they breach the
order, they can be arrested.
• Eviction is the ultimate sanction against tenants who exhibit antisocial behaviour, however, eviction is usually most successful when
the tenant has been convicted of a crime. This demonstrates how all
partners need to work together.
• Pan-London Housing Reciprocal is Coordinated by Safer London. It is
a housing pathway for people with a social housing tenancy in London
who are at high risk of harm where they live. You can find out more
here: https://saferlondon.org.uk/pan-london-housing-reciprocal/
In some cases, the Disabled person may also be given one of the notices or
orders above. These should be resisted by the Hate Crime worker, as they revictimise the Disabled person.

5.12 Other support options
Every Hate Crime case will be different and will need a range of different
approaches to support the Disabled person to deal with the Hate Crime and
hopefully be able to move on from it. Here are a couple of possible areas
which the Hate Crime worker might want to discuss with the Disabled
person. In some cases, the Hate Crime worker might be able to work on these
directly with the Disabled person, and sometimes they might need to make a
referral to a colleague or a service who specialises in these areas.
Building peer networks
Sometimes it can be really helpful to support the Disabled person to build
networks with like-minded people. This doesn’t have to be a Hate Crime
support group (although it could be), it could be things like joining a selfadvocacy group, or an interest group. For example, the person might really
enjoy swimming but not know what facilities there are locally. For some
Disabled people, things like finding volunteering opportunities can be really
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helpful too as it can help build up their confidence. For other people, finding
online communities can be really positive.
Some areas also have befriending services. These are usually aimed at older
people, but some services have recognised that befriending can also be really
helpful for some Disabled people. It is always worth having a chat with the
local befriending service about this, as they don’t always advertise what is
available for Disabled people.
Travel support
Getting out of the house can be helpful if the Disabled person is experiencing
ASB or finds themselves stuck at home for other reasons.
Some people might find travel training helpful, where they get supported to
use public transport. For someone else it might be about organising door to
door services such as Dial-a-ride46 or a Taxicard47 so that they are picked up
from their home and can go out without worrying about their neighbours. In
some areas community transport services exist.
For someone else, it might be about making sure they have a Blue Badge48 if
they are entitled to one and accessible parking near their home.
Some of these measures can make the person’s impairment more visible, like
a Blue Badge or Dial-a-ride. Depending on the nature of the Hate Crime being
experienced, the Hate Crime worker should talk through the pros and cons of
these different measures.
Financial and benefits check
Supporting people to improve their finances where possible is always helpful
because it can support their independence and resilience.
It is useful for the Disabled person to have a benefits check with an
accredited benefits advisor. Even if they think they are getting all the benefits
they are entitled to, sometimes people are not getting every component of
the benefit which they should get, or not getting it at the right level.

https://tfl.gov.uk/modes/dial-a-ride/
https://www.londoncouncils.gov.uk/services/taxicard/apply-taxicard-your-borough
48
https://www.gov.uk/blue-badge-scheme-information-council
46
47
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Supporting the Disabled person to review their finances more generally can
also be helpful, perhaps with a budgeting review (looking at what they are
spending compared to what they are getting in).
Where the Disabled person has consumer credit debts, they should see an
accredited debt advisor. This is a specialist role and the Hate Crime worker
must not try to give debt advice themselves.
In some cases where the Disabled person gets community care support from
the Local Authority, they may be paying a contribution towards their care.
Sometimes these contributions can be high and the person can struggle to
pay49. An advisor with experience in community care financial assessments
can work with them to see whether their contribution should be reduced. The
advisor would take into account whether the Local Authority has applied the
financial assessment rules properly, and whether the person’s Disability
Related Expenses have been fully taken into account.
Community care options
It can be helpful for some Disabled people to get more help from their Local
Authority Adult Social Care department. A lot of Local Authorities are very
stretched at the moment and sometimes people who are eligible for support
don’t get it. An adviser can help the Disabled person check whether they
might be eligible for support, and what that support could look like. For
example, things like travel training might be covered by social care, as well as
having help at home.
For someone already getting community care support, they might not be
getting enough or they might not be getting what it says in their care plan.
There might be issues with how they get the care and they might be having
difficulties with a care agency and would prefer to get direct payments and
employ their PAs directly. In other cases, they might not have got on with
direct payments and want to go back to the Local Authority organizing care,
or some kind of mid-way approach. In all these scenarios the Disabled person
might need help to ask for a review.
The Disabled person would likely need advocacy or casework support to
apply for help or a review from the Local Authority. Making sure that the
Local Authority is aware of the Hate Crime they have been experiencing is

49

Xx link to ILSG charging report
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really important. The Hate Crime advocate can also make sure that the
Disabled person’s wishes are mentioned at multi-agency meetings like
CMARAC, as this can sometimes help to make things happen.
Housing options
The Disabled person might feel that a move may help address the Hate
Crime. For example, they might want to move closer to other support
networks. Or, if the perpetrator is a neighbour and either a private tenant or
home owner then it can be more difficult to take action against them and the
Disabled person may want to move. In other circumstances, the Disabled
person might feel that if their home was better adapted for them this might
help prevent the Hate Crime or help make them be more resilient, for
example, if their home has properly accessible escape routes. This could be
achieved through adaptations or through a move.
A good place to start will be a housing advisor to discuss the situation and
options available. These could include making a homeless application. The
Disabled person could be considered homeless if it isn’t reasonable for them
to continue to live in their property because of the risk of violence and/or
harassment (Homelessness Reduction Act 2017). The Local Authority will
decide what ‘reasonable’ means, but there have been Equality Act cases
which show that they have to really consider someone’s disability when
making a decision of reasonableness.50
Other options could be to ask the landlord for adaptations or to apply for a
Disabled Facilities Grant to make adaptations51.

https://cornerstonebarristers.com/cmsAdmin/uploads/lomax-v-gosport-approvedjudgment-docm.pdf
51
https://www.gov.uk/apply-disabled-facilities-grant
50
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6. Good casework management
Every case will be unique and the Hate Crime worker will need to be flexible
to deal with the situation experienced by the survivor, and to support them
within the boundaries of the service and the survivor’s goals. Good case
management principles include:
•
•
•
•
•

Allocating the case to the right worker
Gathering the right information at the start of the case;
Clearly agreed goals and priorities for support;
Ensuring informed consent;
Clear communication informing service users on the progress of their
enquiry;
• Timely actions;
• Closing the case when the goals have been met or no further progress is
possible.

6.1 Allocating cases to trained workers
Hate crime cases need to be allocated to a Hate Crime worker who is skilled
and competent to take on the role. However, because of the wide-ranging
nature of Hate Crime it might be the case that another member of the team
(or an external service) also needs to be involved in the case.
Before a case is taken on, the Hate Crime worker also needs to check that
they have enough time to take on the case within a reasonable timeframe.
Some Hate Crime cases can be very intense, especially at the beginning or if
other services like safeguarding need to be involved. However, as cases move
through the criminal justice system, there may be lengthy periods of waiting.
Therefore, a Hate Crime worker might not be able to take on 2 new cases at
the same time, but they might be able to carry quite a high number of cases
overall.
Any conflict of interest should be considered before taking on a case, see
section 6.2.
Any cultural or other considerations should be taken into account, but if the
DDPO does not have alternative caseworkers then they will need to signpost
the survivor elsewhere.
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If the survivor is familiar with staff at the DDPO then they may say they want
to work with a particular member of staff. Each situation should be looked at
individually, but generally this is not a good idea as it might encourage
dependence on a particular worker, and the worker may not be familiar with
Hate Crime work. Organisations can deal with this in different ways, and one
example would be to have the familiar work ‘buddy’ the survivor in their first
few meetings with the specialist Hate Crime worker.

6.2 Independence and managing conflict of interest
A lot of Hate Crime work will involve working in partnership with other
agencies like the police or Local Authority. It is important for a Hate Crime
service to be independent of other services and to make this clear to the Hate
Crime survivor.
Sometimes there could be a conflict of interest which makes it seem as if the
service is not independent, or which leads to difficulties in managing the case
fairly. For example:
• Where both parties approach the same DDPO for support. This can
happen if both survivor and perpetrator are Disabled people. This is
especially an issue for the Deaf community where there are a small
number of organisations supporting a community with a common
language and culture and who may have close connections through
school, Deaf Clubs etc. The DDPO must avoid supporting both parties.
• Where the Hate Crime worker knows the survivor or has heard about the
Hate Crime though their networks. This can happen in small communities
including the Deaf community
• Where the survivor has already approached another service and is being
supported by them.
• Where the Disabled person is giving false information. For example, an
issue could come to light when dealing with a malicious allegation to
DWP.
The DDPO should have a clear conflict of interest policy which deals with these
and other scenarios, so that the Hate Crime worker is able to deal with this fairly
and confidently.
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6.3 Goal setting
When working with a Hate Crime survivor, it is important for the Hate Crime
worker to understand what the Disabled person’s goal is.
Many people will say that they “want to feel safe”. The Hate Crime worker
needs to understand what does “safe” mean for this person? “Safe” might
mean that the perpetrator is sent to jail, or it might mean that the survivor
moves to another home, or simply that the abuse stops. A key challenge for
the Hate Crime worker is explaining to the Disabled person which goals are
within our power to achieve and how long they might take. For example, for a
perpetrator to go to jail would depend on the type of Hate Crime they carried
out, it would depend on what evidence is available, it would depend on the
CPS deciding to charge them and it would depend on the outcome of any
trial.
In another example, having a social landlord move a Hate Crime survivor can
take over 12 months, and sometimes longer, as this will depend on how well
a range of services including police and social landlord work together, as well
as whether properties are available. For some Disabled people there may be
the additional complication of needing an accessible property.
The Hate Crime worker should keep a clear record of goals agreed and work
towards these with the Disabled person. Sometimes goals change, and the
DDPO needs to have a policy about how to manage the situation when goals
change a lot. Frequently changing goals can lead to there being no progress
on a case or lots of different issues being brought up without any of them
being resolved.

6.4 Managing boundaries
The DDPO needs to be clear what their Hate Crime service delivers, and what
the boundaries and limits of the service are. For example, some survivors
may phone repeatedly, but the DDPO may not be accredited to deliver a
telephone service. Some survivors may start dropping in to see the Hate
Crime worker without an appointment, but the DDPO does not offer a drop in
service. Some of these behaviours may be because of the stress and trauma
the survivor has experienced. However, the DDPO has a responsibility to their
staff and to other Disabled people who also want to use the service. DDPOs
may find it helpful to give written (or otherwise accessible) information about
what exactly the Hate Crime service provides at the start of their work with
79

someone. They can then keep referring to this to help manage the situation.
See section 4.2 for more information of some of the different possible service
models.

6.5 Dealing with abusive behaviour
Often survivors of Hate Crime are dealing with complicated and stressful
issues. They may be upset, distressed or angry when they meet the Hate
Crime worker. The DDPO should have a policy on how to manage behaviour
which becomes abusive or frightening towards staff or other people using the
DDPO’s services.
It can be helpful to give people time and space to manage upset or distress,
including rearranging appointments or signposting to appropriate services
like counselling. However, everyone deserves to work in a safe environment.
Abusive behaviour including physical and verbal abuse directed at others
needs to be dealt with. The DDPO should be clear about their threshold for
asking people to leave the service and under what circumstances people may
be barred from using the service.

6.6 Record keeping
A key element of managing a Hate Crime case is to keep really good records.
The purpose of the records is to give a comprehensive and accurate account
of the support or advice provided or planned for the survivor. Good record
keeping also supports the monitoring and evaluation of services, including
quality checking.
Records should be well organised, well managed and clear, to ensure that
they are accessible to those who may need to refer to them. This includes the
survivor who might want to access their own records. Records must be kept
safe and confidential. See section 6.7 on confidentiality for more information.

6.7 Confidentiality
Confidentiality is a fundamental principle of the supportive partnership with
the Disabled person.
The DDPO must have a robust confidentiality and data protection policy
which addresses some of the specific issues facing the Hate Crime worker,
including:
80

• Considering whether all or some of the Hate Crime case files should be
restricted from other caseworkers in the organisation. Restriction can
be difficult when supporting the person in a holistic way, but some
information (for example about a court case) is too sensitive to be
shared beyond the Hate Crime worker and their manager
• Making sure that information sharing protocols have been shared with
key partners and meetings, for example the CMARAC meeting. These
protocols must be clear about what information can be shared with the
survivor if they make a data subject access request. The protocols must
provide the legal basis for withholding any information and if this is
unclear then the DDPO must seek independent advice. For example,
some CMARACs may feel that the meeting minutes should not be
shared with the survivor.
• Having clear guidelines for breaching confidentiality, see section 4.6
• Only holding information which is necessary
• Being clear about what exactly is covered with an information sharing
agreement. For example, the survivor might want to make a report to
the police, but they don’t want to share some personal details.
• Be extremely clear about which information is held under legitimate
basis and which information is held by consent. If information is held
by consent the Disabled person can ask the DDPO to delete it. A lot of
information needed to demonstrate good casework management
should not be deleted and should be held by legitimate interest. The
board of trustees need to make this decision.
• Having a process to confirm the identity of the person getting in touch
about a case. Information about the case should never be given out
unless the worker is sure it is the survivor themselves.
• The Hate Crime worker might be made aware of the personal details of
other people in addition to the survivor. This could include other
people in their household or an alleged perpetrator. The DDPO needs
to have a policy about how they manage this information, especially
where letting the third party know you have the information might
harm the survivor.
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6.8 Keeping survivors updated
Research has shown that victims of crime value being kept regularly up to
date52. Regular contact is part of building trust with the survivor as well as
good casework management. Top tips include:
• Once cases have been allocated, Hate Crime workers should give
survivors their direct email and mobile telephone number for contact.
Note, these must be work contact details, not personal
• The preferred method of keeping the Disabled person updated should
be agreed in the first meeting. This would include the best and most
accessible way to contact them, and how often they should be
contacted. Some people will appreciate a short call or message on a
regular basis even if you are just telling them there is no news. Other
people would hate this.
• Avoid leaving voice messages with confidential information. Always
check and record whether it is safe to leave a voice message, and on
which number.
• Where the perpetrator is living with the victim, or is visiting frequently,
additional safety precautions should be taken, like visiting in pairs,
visiting with another organisation, or arranging meetings away from
the home.
• All reasonable attempts must be made to contact the person if they are
in danger of missing an important deadline. It is essential to record all
attempts to make contact.
• The DDPO should have a policy on how to deal with a survivor who
stops engaging with the service, and what to do if the Hate Crime
worker suspects they may be at risk.

6.9 Case closure
The Hate Crime worker should be mindful that their ongoing support for a
survivor is still needed, available and valuable.
Cases should be closed when the goals have been met or the worker can no
longer add value to their persons’ situation, for example if all reasonable
avenues for resolution have been tried and exhausted.
https://victimscommissioner.org.uk/published-reviews/what-works-in-supportingvictims-of-crime-a-rapid-evidence-assessment/
52
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The survivor must be told when their case is being closed, and why.
Sometimes one case may close, but the person may have other, related cases
still ongoing with the DDPO.

6.9 Signposting to other support available
Signposting and referrals to other organisations are an essential part of
providing an effective service.
Signposting is providing people with information about other organisations
or services that may be able to help them.
A referral is when the Hate Crime worker takes responsibility for helping the
Disabled person to access another organisation or service.
The DDPO should have a policy and procedure on how to signpost and refer
people to other services, and what help will be available. The DDPO should
also have a process to make sure that the organisation they are signposting
or referring to provides a good quality service.

6.11 Managing complaints
Sometimes someone isn’t happy with the service they get and they would
like to see improvements. Perhaps they had to wait to speak with the Hate
Crime worker, only to find out that there is very little they can do for them.
Perhaps they felt that they were not treated with respect or courtesy.
Perhaps the support didn’t achieve the outcome they wanted.
Unfortunately, these things happen, that is why a complaints process exists.
Sometimes you can put things right; sometimes all you can do is say sorry.
Every DDPO should have a policy and procedure for managing complaints
confidentially, seriously and quickly. The process should be clear about what
stages will be followed, and when the complaints process ends and can’t go
any further.
The DDPO should also be able to manage complaints which may be
vexatious, malicious or otherwise unfounded, and to support staff if this
happens.
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6.12 Service monitoring and evaluation
Monitoring is a constant review of an ongoing situation where there are
changes to the environment and situation. For example, you would do this by
checking how many people are using your service, what are they using it for,
what types of people they are, and how are they getting on.
Evaluation is identifying, clarifying and measuring the level of success. It
provides an evidence base for future decision making. Evaluation also
supports the development of wider knowledge and skills within the team.
You could do this by getting back in touch with people who have finished
using the service and find out how it went for them. You could also take a
step back and look at all the information you gathered for monitoring, and
see what does it tell you about the service.
It is important to obtain feedback from your service users because this will
help to improve the service. Feedback can also provide evidence to funders
that the service is used and valued. There is a separate Evaluation Handbook
which has been developed by Merton CIL for the Hate Crime Partnership. This
is available here: https://www.mertoncil.org.uk/services/hate-crime/hatecrime-evaluation-handbook/

6.13 Safeguarding
The introduction of the Care Act 2014 puts adult safeguarding on a statutory
footing for the first time, embracing the principle that the ‘person knows
best’. Safeguarding is by consent and adults at risk should maintain choice
and control. Every DDPO must have a comprehensive Safeguarding policy.
The policy must address consent to make a referral and when to make a
referral without consent. The Social Care Institute for Excellence has good
safeguarding guidance: https://www.scie.org.uk/care-act2014/safeguarding-adults/
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6.14 DBS checks
In some cases, workers could be the perpetrator or accused of being the
perpetrator of Hate Crime or other abuse. To reduce the risk of this DDPOs
should operate safe recruitment practices including:
• Job adverts, recruitment packs and interviews adequately describe the
challenging nature of the work to ensure candidates are fully aware of
the responsibilities of the role
• Questions are asked during the interview process to assess a person's
understanding of their role in safeguarding
• Suitable written references are obtained from people who can
comment on the candidate's suitability to work with adults at risk of
abuse and survivors of Hate Crime
• Enhanced DBS disclosures including barred list/s check are obtained
prior to a person commencing employment. If the DDPO is not sure
whether the nature of their work means an enhanced and barred list
check is needed, they should take independent advice. Advice should
also be taken if a candidate with a criminal record applies to be a Hate
Crime worker.
• In situations where a worker is dismissed (or leaves before being
dismissed) because their actions harmed or put someone at risk of
harm, then a report to the DBS may be necessary. More information is
available from the DBS https://www.gov.uk/guidance/barring-referrals

6.15 Whistleblowing
DDPOs should have a clear Whistleblowing policy so that workers can raise
any concerns they may have about suspected malpractice, wrongdoing or
dangers. The kinds of malpractice covered by Whistleblowing laws are very
specific and the DDPO should take advice if they do not have a policy on this.

6.16 Staff safety
Delivering a Hate Crime service can potentially create risks. The DDPO should
have policies and procedures to which take practical steps to reduce the
risks. For example:
• Assessing and recording the risks before meeting someone for the first
time. A risk assessment for workers template is available in Appendix
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•

•

•
•
•

8.11. Risk assessments should be updated as the worker if the situation
changes or if new information becomes available.
If risks are present, workers must identify and implement things they
can do to reduce the risk. Standard ways of reducing risks include
having a charged mobile phone always with you and having a personal
alarm. However, every situation is unique and the worker needs to
think carefully about how to manage the risks.
Having and using a lone working and home visiting policy. As well as
doing a risk assessment, a good policy will have clear guidelines so that
managers or colleagues always know where the Hate Crime worker is,
and when they are expected to check in with the office. The DDPO
needs to be clear about what they will do if they can’t contact the Hate
Crime worker, and they think they might be at risk.
All staff should be trained in personal safety guidelines. See Appendix
8.10 for some general guidelines.
Staff health and safety should be considered – are staff able to leave if
there is excessive smoke in-home or very unsanitary?
Reporting and debriefing of any incidents which do happen is very
important to help the worker recover and so that the same thing does
not happen again.

6.17 Supporting your workers
Being a Hate Crime caseworker or advocate can be very rewarding. However,
it can also be challenging and frustrating when progress is slow, or if the
survivor doesn’t get the outcome they were hoping for.
Many Hate Crime survivors may be stressed and anxious, and sometimes
partner agencies can be slow to acknowledged the seriousness of the
situation and slow to act. All these things can put a strain on the worker, and
Hate Crime workers from the Hate Crime partnership have said that being a
Hate Crime worker is more stressful than other types of advocacy or
casework.
It is important for a DDPO offering a Hate Crime service to have appropriate
support in place for their workers. This should include as a minimum:
• Regular supervision with their line manager including caseload
management and in-depth support on complex cases
• Regular training in Hate Crime and related issues, such as housing or
safeguarding
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• Access to external supervision, clinical supervision or counselling. The
exact model will depend on the DDPO, but Hate Crime workers will
benefit from being able to access a safe and confidential space to talk
through some of the issues they have faced. This is not for specific
casework support, which should be done in regular supervision
• Time and opportunity to build links with partner organisations
Other possible measures to support Hate Crime workers include:
• Making the Hate Crime role a part time role so that there is an
opportunity to decompress
• Access to peer support forums with other Hate Crime workers
• Compassionate leave following a serious incident, such as death or
serious injury of a survivor they are working with
The London DDPO Hate Crime Partnership offers a range of capacity
building support including training, campaigning and policy responses,
specialist advocate support, partnership meetings and an annual big
learning event. You can find out more via the Inclusion London website
https://www.inclusionlondon.org.uk/
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7. Using the Law to support survivors of
Hate Crime
7.1 The rights and entitlements of victims of crime
There are a range of measures built into the criminal justice system to help
people who are victims of crime to participate fully or to the level that they
are comfortable with in investigations and prosecutions.
Understanding the rights and entitlements of victims and how these apply
specifically to Deaf and Disabled people is key to being able to support Deaf
or Disabled victims of Hate Crime, especially regarding the process of going
to court.
Using words like “vulnerable” and “special measures” to describe this
support can be disabling in itself. However, there are a range of aids and
protections that are available because of law and guidance that use that
terminology. In this section, we will use that language though we recognise
that it is not always helpful.

7.2 Code of Practice for Victims of Crime
The Code of Practice for victims of crime53 was published in 2015 by the
Ministry of Justice and is an essential tool for Hate Crime workers to use
when supporting Disabled victims. The code applies to agencies in the
Criminal Justice System, including Local Authorities and the new London
Victim and Witness Service.
The Code sets out in detail the entitlements of all victims of crime, which
include:
• A written acknowledgement that a crime has been reported, including
the basic details of the offence;
• An enhanced service if you are a victim of serious crime, a persistently
targeted victim or a vulnerable or intimidated victim;
• A needs assessment to help work out what support you need;
https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/47690
0/code-of-practice-for-victims-of-crime.PDF
https://www.gov.uk/government/publications/the-code-of-practice-for-victims-of-crime
53
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• Information on what to expect from the criminal justice system;
• A referral to organisations supporting victims of crime;
• Information about the police investigation, such as if a suspect is
arrested and charged and any bail conditions imposed.54
• Service providers must communicate in simple and accessible
language, taking appropriate measures (e.g. Easy Read, Braille or the
use of a Registered Intermediary) to assist the victim to understand
and be understood.55
The Code was recently reviewed by the Victim’s Commissioner56, however, at
the time of publication, changes have not yet been made to the Code.
There are other rights in the Code of Practice, including those set out in brief
below:
Enhanced entitlements
The Code of Practice gives rights to enhanced entitlements to support and
services throughout the criminal justice process, to some victims which are:
• Victims of the most serious crime: Victims of rape, attempted murder
or domestic violence would be victims of the most serious crimes.
• Persistently targeted victims: A Deaf or Disabled person who has been
stalked by a domestic violence abuser or a stranger or who has been
the victim of persistent and serious harassment would be considered
to be a ‘persistently targeted victim’.
• Vulnerable or intimidated victims: A domestic violence victim may be
considered to be an intimidated victim, particularly if the perpetrator
has made threats if the victim gives evidence.57
Special measures in court for ‘vulnerable’ witnesses
Enhanced entitlements include special measures if the victim is a ‘vulnerable
witness’. The special measures include:
• Giving evidence in private.

https://www.cps.gov.uk/sites/default/files/documents/legal_guidance/OD_000049.pdf
https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/47690
0/code-of-practice-for-victims-of-crime.PDF
56
https://www.london.gov.uk/sites/default/files/vcop_final_pages.pdf
57
https://www.cps.gov.uk/sites/default/files/documents/legal_guidance/OD_000049.pdf
54
55
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• Giving evidence by video link either from a room in the Court building
or from another place – the person’s home for example if they are
unable to go out.
• Video-record statements: these allow a witness to use a pre-recorded
video statement as their main prosecution evidence.
• ‘Vulnerable’ victims can also have access to communication aids, such
as alphabet boards.58
• Wigs and gowns can be removed.
More information about other special measures is available in the CPS Code
of Practice for Victims of Crime59 or on the Advocates Gateway.60
Victim Contact Scheme
The Victim Contact Scheme (VCS) is offered to victims of violent and sexual
offences where the offender receives a sentence of 12 months or more. The
purpose of the VCS is to provide eligible victims with information and advice
about the criminal justice process by a designated Victim Liaison Officer.
Advocates need to be aware of victim’s rights contained in the Code of
Practice in order to prepare the victim for court and support them through
the whole court process this may include asking for Easy Read information
for person with learning difficulties, requesting for questions to asked slowly,
requesting a British Sign Language Interpreter, or asking for regular breaks in
the court sessions so the Disabled person does not become exhausted.
These can be important measures to ensure that the court process is fully
accessible to a Deaf or Disabled victim of Hate Crime.
The full list of rights and entitlements contained in the Code of Practice are
available at:
https://www.cps.gov.uk/legal/assets/uploads/files/OD_000049.pdf

7.3 What you can do if things go wrong
If the Disabled person is not satisfied with the response or decisions made by
the police, the Crown Prosecution Service or another criminal justice service
that they come into contact with, then they can take action using:

https://www.cps.gov.uk/sites/default/files/documents/legal_guidance/OD_000049.pdf
https://www.cps.gov.uk/sites/default/files/documents/legal_guidance/OD_000049.pdf
60
http://www.theadvocatesgateway.org/images/toolkits/1acasemanagementwhenawitne
ssordefendantisvulnerable141215.pdf
58
59
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• The Victim’s Right of Review
• Complaint procedures
• Bringing a claim in the civil courts against a public authority
Before taking action, they should bear in mind there that if there are ongoing
criminal proceedings against the suspect, there can be a risk of “prejudice” to
the criminal case and so it is likely any complaint or proceedings will get put
on hold until the conclusion of any criminal case.
Consult a solicitor
If the Disabled person wants to bring a claim in the civil courts then they
should see a solicitor.
If they are on a means tested benefit, or their income is low, they may be able
to get government funding for legal representation (legal aid). If they are not
eligible for legal aid, some solicitors may be able to offer other funding
options.
This is a specialist area of law. Here are a list of possible organisations to
contact for legal advice and representation:
https://www.disabilityjustice.org.uk/where-to-find-legal-advice/
The Equality Act 2010
Under the Equality Act, public authorities (and many others) have a
responsibility to makes sure that Disabled people can access services as
easily as people who are not Disabled. This is known as the “duty to make
reasonable adjustments” and it includes equal access to the police and
criminal justice services.
Section 149 of the Equality Act 2010 creates what is known as the ‘Public
Sector Equality Duty’. This states that public bodies must eliminate the
discriminatory conduct prohibited by the Equality Act, advance equality of
opportunity and foster good relations between those who have protected
characteristic and those who do not.
If the police or other criminal justice services are not making reasonable
adjustments to help Disabled people use their services, not properly dealing
with reports of Hate Crime, or perpetrating discrimination in any other way,
they may be breaching this duty.
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Human Rights Act 1998
There may be an action for failing to protect you; to investigate or to
prosecute. The most relevant articles of the European Convention of Human
Rights (which the Human Rights brings into domestic law) are article 2 (the
right to life); article 3 (which protects you from torture and inhuman and
degrading treatment); article 8 (the right to respect for your private and
family life and your home) and article 14 (prohibiting discrimination). In
general, to amount to a legal breach of your human rights, there will have
been serious failings. It would be unusual for a routine or isolated incident to
be a breach.

7.4 Victim’s Right of Review
The Victim’s Right to Review Scheme61 helps people who are victims of crime
to get a review of some of the decisions that are made by the police or CPS
not to start or not to continue a criminal prosecution, to see if it was the right
decision or the wrong decision.
If a person is unable to access the scheme directly as a result of something
arising from disability, a family spokesperson can ask for a review.
What type of decisions can be reviewed?
Only some decisions by the police and CPS are open to review under the
scheme. In the case of decision made by the CPS, these include decisions:
• not to charge
• to discontinue all charges
• to offer no evidence against the suspect
• to leave all charges to “lie on file”.
If the decision to take “no further action” was taken by the police, and not by
the CPS, then it may be appropriate to challenge the police decision.
Each police force has their own Victim’s Right to Review Scheme. Find the
details of this online or by asking the officer dealing with the case to provide
this information in an accessible format.
How do you challenge a police decision?
The police should write to the victim informing them of the decision not to
charge someone with an offence within 5 working days of the decision. If the

61

https://www.cps.gov.uk/sites/default/files/documents/publications/VRR_leaflet.pdf
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Disabled person do not receive a written record of the decision not to charge,
was not provided with reasons or did not get the information in an accessible
way they can understand then they can ask for this, see Appendix 8.12 for a
template letter.
If there has been a decision not to take further action following the report of
disability Hate Crime, the Disabled person could consider the following
questions:
• Have the police and/or the CPS understood that the person is Deaf or
Disabled and how this impacts on the allegations that they are
making?
• Have the police and/or the CPS understood that the person they are
complaining against has committed an offence because the victim is a
Disabled person?
• Have the police made appropriate arrangements to interview the
victim or gathered evidence from witnesses who have information and
from other sources?
• Was the public interest test applied correctly?
The Disabled person should provide their Victim Right to Review request to
the police within 3 months of being told about the decision but it is best to do
this as soon as possible.
How do you challenge a CPS decision?
If it was the CPS who made the decision not to charge or take things further,
the Disabled person can request a review by writing to the CPS office where
the decision was made.
Where possible, the CPS ask that a request is made within 5 working days
from the date of the decision. However, they will consider requests for review
for up to three months from the communication of the decision.
The CPS will first review the decision at local level. If this does not resolve the
concerns, then the Disabled person can ask the CPS to go to an independent
review. This means that review will be carried out by the CPS Appeals and
Review Unit or by a Chief Crown Prosecutor.
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What happens next?
A police officer or prosecutor who was not involved in the investigation, and
is senior to the officer who made the first decision, will review the decision.
The Disabled person should be informed of the outcome of the review within
six weeks. For complex or sensitive cases, this can take longer and they
should be kept informed of progress.
There are a number of possible outcomes including:
• The original decision is upheld
• They may overturn the original decision, and the suspect may be
required to go to court or the case may be dealt with by way of a
caution. The police might refer the case to the CPS to make a decision
• The police may recommend that further enquiries are completed
before making a decision
• In some circumstances, even if the original decision is overturned, it
may not be possible to take the suspect to court.
Applying for a Judicial Review
If the Disabled person is still unhappy with the outcome and wants to
challenge it further, they could apply for judicial review of the decision in the
High Court. They should seek legal advice before doing this.
If the Disabled person decides to apply for judicial review, they must act
“promptly” and they must start the case within 3 months of the decision that
they want to challenge. Depending on their circumstances, there may be
legal aid available.
Public Law Project has a series of more general introductory guides available
to download on Judicial Reviews: https://publiclawproject.org.uk/what-ispublic-law/guides-public-law-2/.

7.5 Making a complaint
The police, Crown Prosecution Service and any criminal court will have a
complaints procedure. We focus mainly on the police complaint system in
this toolkit but time limits for complaining against the CPS and the basic
procedure are set out further below.
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What is a police complaint?
All police forces have a complaints procedure. This is the formal process
through which you can register your discontent about how you have been
treated and ask for changes to be made by the police force.
Complaints against the police normally fall into one of two categories:
• Complaints against one or more police officers
• Complaints about how the force operates
However, often these two types of complaint can go hand in hand.
What are the benefits of making a police complaint?
• The investigation of your complaint may help the force understand
better your needs and the situation of other disabled people facing
similar barriers;
• You may gain an understanding of why things happened the way they
did, even if you still do not agree with decisions that were taken;
• Your complaint will be a matter of public record, which will also be
reflected in the police complaint statistics
If you think that a police officer should face disciplinary or criminal action,
the police complaint system is the most practical option available to you for
seeking this.
What are the disadvantages of making a police complaint?
• The rate of police complaints that are upheld by the local police force
is low;
• The quality of investigation reports can be very poor;
• If your complaint – for example about disability discrimination - is not
handled appropriately, you could be left feeling even more frustrated
and that the process was pointless.
Timeframes for making a complaint
You should make a complaint as soon as possible if there are no ongoing
criminal proceedings and within 12 months of the conduct you want to
complain about.
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If there are ongoing criminal proceedings and you are a witness, it may be
better for you to make your full complaint after the criminal case has been
brought to a conclusion.
In those circumstances, you could write to the police force stating your
intention to complain once the criminal case is concluded, say that you do
not wish to “prejudice the criminal case” and ask for confirmation that they
will accept your detailed complaint at later date.
How to make a complaint
There are 2 main ways you can make a complaint.
• Using the forces online complaints form
• Writing a letter of complaint to the police force.
If you decide that you would rather write your own letter of complaint, you
should make sure to include the following information:
•
•
•
•

Your full name and address
The name of the police force you wish to be subject to the investigation
Details of the allegations and complaints you are making.
If you think you have been discriminated against, you should make
that clear and remind the force that your complaint should be dealt
with in accordance with the Police Complaints Discrimination
Guidelines62
• Details of the outcome you are seeking;
• Details of why you feel the police have acted inappropriately and what
you would have expected them to have done differently.
• Whether you are happy for the complaint to be investigated locally or
by the Independent Office of Police Complaints (“IOPC”).
If you think you have been discriminated against, you should make sure to
include the following information in your complaint:
• Describe what it was that made you believe that an officer’s words or
actions were discriminatory;
https://www.policeconduct.gov.uk/sites/default/files/Documents/researchlearning/guidelines_for_handling_allegations_of_discrimination.pdf
62
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• Did you notice any difference in the way you were treated compared to
other people?
• Was the police station accessible to you and if not, were adjustments
made for your needs?
• Was there anything about the police officer’s language that you
noticed?
• Describe the impact did this experience had on you
• Give details of anyone else who might have witnessed the incident and
any comments or reactions they expressed to you since.
The Discrimination Guidelines
The Police Complaint Discrimination Guidelines explain how police forces
should approach investigating allegations of discrimination. Although these
guidelines are not written for complainants, they can be a useful resource
because they indicate how your complaint should be investigated and what
steps should be taken. They may help you to structure your complaint letter
and to spell out what you are alleging.
Template letters
See Appendix 8.13 for three types of template letters to help with writing a
letter of complaint:
1. Complaint if the police are not making reasonable adjustments
If you have had interactions with the police and they have not made the
necessary reasonable adjustments to facilitate your experience, you can
make a police complaint.
For example, police stations are often in old buildings that have not been
fitted with access requirements. This is unacceptable and you have the right
to move through the building as others would. For example, if you are
obstructed from entering the building or rooms within this building, you can
make a complaint against the police force.
2. Complaint if the police response to Hate Crime was not satisfactory
A failure to recognise or take seriously an act of discrimination can be further
discrimination in and of itself.
3. Complaint if you have been discriminated against by the police
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If you think you have been discriminated against in any other way as a
disabled person by a member of the police force, you can lodge a letter of
complaint.
The complaints process
Once a complaint has been made, the police must assess its seriousness and
consider whether it should be referred to the Independent Office for Police
Complaints (“IOPC”). In the most serious cases (for example, those involving
death), the investigation will be undertaken by the IOPC.
Most investigations are carried out are carried out by the same police force as
the officers complained of.
Discrimination cases are often wrongly not referred to IOPC for initial
assessment. If you would like your complaint to be referred to the IOPC, this
is something that you should say in your complaint letter.
At local level, there are two different levels of investigation including local
resolution and local investigation. Local resolution is not suitable if your
allegations – if proved – would justify criminal or disciplinary action against
the officer complained or if the subject of your complaint concerns very
serious harm to you. If you are offered local resolution, you should therefore
object if one of those circumstances apply. It is very unlikely that a complaint
concerning disability discrimination would be suitable for local resolution.
The outcome
You should receive a response from police within 15 days of them receiving
your letter of complaint.
This response may not contain the outcome of the complaint investigation
and the complaint investigator be the case that they ask you for further
information and in fact the process takes longer than this.
At the end of the investigation, you will receive a report with a summary of
the evidence that has been gathered and conclusions.
If you are not satisfied with the outcome, then may be able to submit an
appeal and the complaint investigation must tell you how to do this and the
time limit that applies.
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Complaints against the CPS
You must submit a complaint against the CPS within six months of the things
that happened. There is information on the CPS website63 about how to make
a complaint.

7.6 Taking legal action
By taking legal action here we mean starting a human rights or
discrimination claim in the County Court or the High Court.
There are always risks involved in taking legal action and there are specific
risks that apply when you bring a case against the state.
It is always a good idea to try to get legal advice before you start an action.
Even if a lawyer cannot help you with your case, they may be able to give an
informal opinion about the general risks and difficulties that you could face.
If you are on a means test benefit, or your income is low, you may be able to
get government funding for legal representation (legal aid). If you are not
eligible for legal aid, some solicitors may be able to discuss other funding
options with you.
If you have a lawyer, they will usually draft the documents for you and guide
you through the process.
Here we describe two types of legal action that might apply if you report Hate
Crime and it is not handled properly, for example by the police or the CPS.
Bear in mind that there might be other legal cases that you can bring. For
example, if you are arrested yourself it may be possible to bring a false
imprisonment claim.
A legal action of this type is for failures that happened in the past. It may
conclude in you being awarded compensation, that is the most likely
outcome. A civil claim will not lead directly to the punishment of an officer
and cannot make the police or the CPS take a particular action in the future.
Deadlines
It is important to seek legal advice as soon as possible and well in advance of
the legal deadline.

63

https://www.cps.gov.uk/feedback-and-complaints
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Below are the deadlines for lodging claims at the court. You start counting
from when the breach of your rights occurred. There are some limited
circumstances in which these can be extended.
• Discrimination contrary to the Equality Act – 6 months – less one day
• Breaches of the Human Rights Act – 12 months – less one day
Tips
If you decide to take legal action yourself, below are some tips, templates of
documents and links to resources that might be helpful:
• Disability Justice Project guides https://www.disabilityjustice.org.uk/
• Judiciary.gov.uk guides for litigants in person
https://www.judiciary.uk/publications/handbook-litigants-person-civil221013/
• Citizen’s Advice taking legal action guides
https://www.citizensadvice.org.uk/law-and-courts/legal-system/takinglegal-action/
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8. Appendices
8.1 Sources of information about Hate Crime in
accessible formats
British Sign Language
• Enfield Disability Action has produced BSL information on Hate Crime
and Safeguarding. The video is targeted at Enfield residents but
provides useful information: https://vimeo.com/60065234
• A leaflet and training video produced by One to One Enfield,
http://www.one-to-one-enfield.co.uk/projects/news/
• West Mercia police and Telford Deaf Club’s video on reporting Hate
Crime is at https://vimeo.com/58915083. This video is intended for
British Sign Language users to explain how they can use the police
True Vision hate crime facility to report crime or to get more
information about how to stay safe
• Devon and Cornwall Police’s video on how to report a crime is at
https://www.youtube.com/watch?v=m_dXH4hnxJI
Easy to understand and Easy Read information
• Stay Safe East’s information about Hate Crime in easy to understand
language is available at: http://staysafeeast.org.uk/index.php/hatecrime/
• Stay Safe East’s Easy Read leaflet about Hate Crime is available at:
http://staysafe-east.org.uk/wp-content/uploads/2017/04/easyreadinformation-august-2015-pdf-version.pdf
• “What to do if you feel bullied” – Victim Support Easy Read leaflet on
Hate Crime is at
https://www.victimsupport.org.uk/sites/default/files/What%20to%20
do%20if%20you%20feel%20bullied%20-%20for%20adults.pdf.
• Victim Support’s leaflet on Hate Crime:
https://www.victimsupport.org.uk/sites/default/files/Hate%20crime.p
df is in relatively simple language but only available in pdf format.
• A short video on Hate Crime produced by People First Scotland
http://peoplefirstscotland.org/gallery/
• United response leaflets are also available:
https://www.unitedresponse.org.uk/reporting-a-hate-crime-easy-read
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https://www.unitedresponse.org.uk/what-to-do-if-you-feel-bullied
• The Victims Code in Easyread:
https://assets.publishing.service.gov.uk/government/uploads/system/upl
oads/attachment_data/file/264850/easyread-victims-code.pdf
Other
• Lancashire United Against Hate have a range of accessible films
https://vimeo.com/rhap
• Camden People First film on Hate Crime and Mate Crime, with subtitles
https://www.youtube.com/watch?time_continue=72&v=0Q-2QmIRV4w
• Lewisham Speaking Up film on cuckooing
http://www.lsup.org.uk/crime_advocacy_project.html#content (scroll
down page)

8.2 Other resources
• ‘Hate Crime, a guide for those affected’ has been published by
Community Security Trust, co-authored by the Crown Prosecution
Service and Tell MAMA and supported by the Department for
Communities and Local Government, it is available at:
https://cst.org.uk/data/file/a/4/Hate%20Crime%20%20A%20guide%20for%20those%20affected.1503330449.pdf
• Galop have a range of really useful guides on their website
http://www.galop.org.uk/factsheets/ and this Hate Crime guide is clear
and straightforward http://www.galop.org.uk/wpcontent/uploads/Hate-Crime-Guide-for-LGBT-People.pdf
• United Response have some comprehensive guidance
https://www.unitedresponse.org.uk/disability-hate-crime-trainingresource
And
https://www.unitedresponse.org.uk/Handlers/Download.ashx?IDMF=0
bbd9351-1acd-43ac-b74f-8971587d5be0
• Truevision has produced a booklet on Hate Crime: http://reportit.org.uk/files/true_vision_dhc_final_book_secure.pdf
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• The ‘Equal Treatment Bench Book’ is a guide for judges, magistrates
and all other judicial office holders. It aims to ‘increase awareness and
understanding of the different circumstances of all people appearing
in courts and tribunals’ such as refugees and Deaf and Disabled
people. It provides practical guidance on communication needs. It is
not often used so it may be worth bringing attention to it if need be.
The Book is available at:
https://www.judiciary.gov.uk/publications/new-edition-of-the-equaltreatment-bench-book-launched/
• The ‘Victims and Witness who have Mental Health Issues and/or
Learning Disability – Prosecution Guidance’ may also be useful, it is
available at: https://www.cps.gov.uk/legal-guidance/victims-andwitnesses-who-have-mental-health-issues-andor-learning-disabilities
However, it refers to ‘no secrets’ safeguarding guidance which has
been superseded by the Care Act 2014.
• In Aug 2017 the CPS launched a helpful guide:
https://www.cps.gov.uk/cps/news/online-support-guide-disabledvictims-and-witnesses-crime
• The Crown Prosecution Service (CPS) legal guidance on DHC is
available at: https://www.cps.gov.uk/legal-guidance/disability-hatecrime-and-other-crimes-against-Disabled-people-prosecutionguidance
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8.3 Referral form template
Stay Safe East
CLIENT REFERALS

For use by external agencies
Please use the form if you would like to refer someone to Stay
Safe East.
If you have any questions about our referral criteria, or would to discuss a
case with us, please contact us on 0208 519 7241 (text 07587 134 122) or email enquiries@staysafe-east.org.uk.
Note: please complete this form in 16 print and return to the e-mail
above. Thank you
Who can be referred to Stay Safe East?
In order for to be eligible for a service from Stay Safe East, a person must be:
✓ a Deaf or disabled person* living in a London borough
✓ Currently experiencing abuse or has experienced abuse in the last
twelve months. This includes:
o domestic abuse from a partner, family member(s), paid or unpaid
carer or personal assistant
o hate crime
o ‘cuckooing’ where the person’s home is targeted for criminal
activity
o anti-social behaviour (Waltham Forest and Newham only)
o other forms of crime e.g. financial abuse, institutional abuse, fraud
etc.
Please note our Domestic Abuse team only works with clients who need
long-term holistic support.
Stay Safe East works with women, men and non-binary people across all of
London’s communities. We are a LGBTQ aware organisation and are
committed to providing an inclusive service to all our clients.
*Deaf or disabled people are:
o people with physical or sensory impairments
o people with learning disabilities or difficulties
o people with mental health issues or other long-term health
conditions
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o people with cognitive issues
o people with autism and other neuro-diverse conditions
o Deaf people who use sign language or other forms of
communication
Referring agencies
We will take referrals from partners in the London Victims and Witness
Service LVWS) and CATCH; also from voluntary sector, including VAWG
services, IDVAs, Deaf and Disabled People’s Organisations (DDPOs) and other
community organisations, also from statutory services including police, local
authorities, health, adult or children’s social care and other services.
We will also take self-referrals from victims and survivors.
Please note we are a small organisation which works with clients long-term,
so only carry a small caseload. We may from time to time operate a waiting
list.
Referrals for Deaf victims/survivors of domestic abuse can also be made to
Deaf Hope SMS 07970 350366. Telephone 020 8772 3241
E-mail deafhope@signhealth.org.uk
Casework advice: Stay Safe East is contracted to provide casework advice
on working with disabled victims/survivors to members of the London
Victims and Witnesses Service and to IDVAs at Victim Support in and outside
London. We will from time to time provide advice to other specialist
organisations on supporting disabled victims/survivors of domestic abuse,
hate crime or other forms of abuse.
Stay Safe East does not work with disabled perpetrators.
We also regret we cannot provide general advocacy to disabled people who
need help with benefits, social care or mental health packages, housing or
other non-crime related issues. For a list of user-led disabled people’s
organisations in London providing advocacy, information and advice, please
go to www.inclusionlondon.org.uk
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Stay Safe East
CLIENT REFERAL FORM

In order to ensure the information is accessible to our
staff, please complete this form in Word in 16 point print.
Thank you.
Date of Referral:
1. Client’s details
Has client consented to this referral? Y/N
Borough:
Full Name:

Ms/Mr/Mx/Other:

Date of birth:
By what name does the person like to be known?
Address:
Telephone number

SMS text:

Email address:
Preferred contact method:
Safe time to call:
Is the client a disabled person?

Y/N (please refer to list on page 1)

If yes, do they have (please tick as many as apply)
o a physical impairment
o a sensory impairment
o a learning disability or difficulty
o mental health issues
o another long-term health condition
o cognitive issues (brain injury, dementia etc)
o autism or other neuro-diverse condition (dyspraxia, dyslexia etc)
o another long-term health issue or impairment not included above
Is the client a Deaf person Y/N (A person who uses Sign Language and sees
themselves as part of the Deaf community?
Have you asked if they would like to be referred to Deaf Hope? Y/N
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Children
Does the client have any children?

Y/N

If yes, how many?

Do the children live with the client? Y/N

Please include any children who have been adopted or fostered, if the client
has disclosed this.
Are any of the children disabled?

Y/N

Other information about the person’s children:
Other dependants
Does the person live with any other dependants? Y/N
Are any of these dependants disabled people? Y/N
2. Client access, communication and support needs
This information is essential in helping us contact the client, and in providing
them with appropriate support. Please complete as much information as you

can, including what the client told you and your own observations
Client access needs

e.g. needs accessible facilities, can’t do steps, needs full wheelchair access,
comfortable seating, help with opening doors, low lighting, quiet room etc.

Communication and information needs

e.g large print, British or other Sign Language, Sign Supported English or
spoken language other than English, communication via electronic means,
easy read information, simple language, reminding of appointments etc.

What travel access needs does the person have?

e.g. needs a taxi to office, home visit only
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Any other support needs?

e.g. cannot leave their home without support, needs reassurance due to
anxiety

3. About the abuse/crime
Type of abuse or crime being experienced (please tick as many as apply)
Domestic abuse

Carer abuse

Forced Marriage

Honour based
violence
Other sexual abuse
Anti-social
behaviour

Rape
Hate crime
If hate crime:
Disablist
Transphobic
Other faith based
Other crime
Financial
abuse/fraud

SSE considers most carer
abuse to be domestic
abuse

Cuckooing

Racist
Anti-Semitic
Misogynist

Homophobic
Islamophobic

Institutional abuse

Other crime

Please provide a brief summary. If we accept the referral, we will ask you
to send us more detailed information.
________________________________________________________________
4. Perpetrator(s)
Partner

Family member(s) (Please

Paid care worker
Neighbour
Stranger(s)

Personal assistant
Group of people
Other (please state)

state)

Unpaid carer
Gang
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Perpetrator details (name, address, relationship, where living)

_______________________________________________________________
5. What are the current risks to the victim?

Hate crime risk assessment score out of 22?
Domestic abuse: score on DASH risk assessment out of 24:
If you have already used the Stay Safe East Disability and
Domestic Abuse risk assessment, please state score out of 6:
Has a referral already been made to:
•
•
•
•
•

anti-social behaviour risk assessment panel or hate crime panel
MARAC (borough)
Adult Safeguarding
Child safeguarding
Other (please state):

If yes please give details:
Details of incidents:

Police CAD/crime reference number/s:

________________________________________________________________
6. What are the client’s current priorities?
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Has a referral already made to a risk assessment conference, if yes, give
details:

________________________________________________________________
7. Any risks to visiting staff (environment, perpetrators etc.)

Stay Safe East usually visits clients in their homes unless there is a risk to
the advocate. Please state your evaluation of the risks of making a home
visit.

Referral agency details
Agency name: ……………………………………………………….
Agency address: …………………………………………………….
Referrer’s name: …………………………………………………..
Job title:
Telephone number:
Email address:
__________________________________________________

If being completed by SSE staff member, advice given:

Reproduced with permission from Stay Safe East
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8.4 Example Reporting Form
Your name:
Address:
Best way to contact you:
Describe what happened:

Where did this happen?
When did this happen? Date:

Time:

Do you believe you were targeted because of your (tick all that apply):
•
•
•
•
•
•

Disability
Race
Religious belief
Sexual Orientation
Transgender status
Other

Were you injured? Yes – No
Please describe any injuries

Was any property lost or damaged? Yes – No
Please describe any property lost or damaged, what happened to it?

Please describe any witnesses

Please describe the offender/s

Include monitoring data/victim’s personal characteristics
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8.5 Template Letter for Police Explaining a Hate Crime
has Taken Place
Dear [name and rank of officer, BCU Hate Crime Liaison],
Notification of a hate crime against a Disabled person
Submitted by: [Your name]
I am writing about the [incident / incidents] that I reported to the police
on [date]:
Crime reference number:
I was informed on [date] that the [name of BCU] have decided not to treat
this as a Hate Crime.
I am a disabled person under the Equality Act 2010 within the meaning of
Section 6 of the Equality Act 2010. I have [describe your impairment; any
access and safety needs that you have when reporting crime] which
means [describe the impact of your condition on your ability to travel, use
services, interact with others, interact with the environment].
The hate crime I experienced
·

Give details about the Hate Crime you experienced

For example: On [X date] I was at [X location] and experienced [X abuse].
·

Give details of the impact of the incident on you

For example: [Being threatened/abused in this way left me feeling frightening
and humiliated / give details of the impact this might have had on others
close to you]
·

Give details of how you reported the crime

For example: [On [date] I called 999/101 in order to report a Hate Crime. Then
[X officer] called me back/came to my home in order to take further details]
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·

Describe how it is a hate crime

The police and CPS have agreed that a Hate Crime is "Any criminal offence
which is perceived by the victim or any other person, to be motivated by
hostility or prejudice, based on a person's disability or perceived disability;
race or perceived race; or religion or perceived religion; or sexual orientation
or perceived sexual orientation or transgender identity or perceived
transgender identity."
I believe this incident was a Hate Crime because… [describe how it was a
crime, describe what made you feel it was motivated by hate, for example
something they said or did, or whether there is a pattern of incidents].
Hate Crime Operational Guidance says that “for recording purposes, the
perception of the victim, or any other person, is the defining factor in
determining whether an incident is a hate incident, or in recognising the
hostility element of a hate crime. The victim does not have to justify or
provide evidence of their belief, and police officers or staff should not directly
challenge this perception. Evidence of the hostility is not required for an
incident or crime to be recorded as a hate crime or hate incident. Crimes and
incidents must be correctly recorded if the police are to meet the objective of
reducing under-reporting and improve understanding of the nature of hate
crime”.
The guidance goes on to say “if the facts do not identify any recordable crime
but the victim perceived it to be a hate crime, the circumstances should be
recorded as a non-crime hate incident and not a hate crime. It is necessary to
provide sufficient evidence for the prosecution to prove hostility to the court
for a conviction to receive enhanced sentencing, however, this is not required
for recording purposes”.
·

Describe the impact this had on you

Include any inconvenience caused, feelings of humiliation, feeling unsafe,
experiencing a lack a vindication, feeling like it might happen again, loss of
faith in the police, other effects (e.g. not being able to leave your house due
to fear).
For example: [As a result of the above, I continue to feel unsafe and
threatened in my local areas as the perpetrator has gone unpunished/ I felt
humiliated and undermined.]
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Next Steps
Explain what you want.
Example [I want the incident described above of [insert date of incident] to
be flagged as a Disability Hate Crime using the VH flag on the Metropolitan
Police Force system.
I want this incident to be investigated as a Disability Hate Crime and action to
be taken against the perpetrator.
I would like written confirmation that this has been flagged as a Hate Crime
within 7 calendar days.
Yours sincerely
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8.6 Risk Assessment Example
RISK ASSESSMENT FOR DEAF AND DISABLED VICTIMS OF
HATE CRIME, HARASSMENT AND ANTI-SOCIAL BEHAVIOUR

Name of client:
Name of Advocate:
Date:
SECTION 1: GENERAL INFORMATION
This page is not part of the risk assessment scoring but is used to find out if the
victim/survivor is a Deaf / disabled person and has access or support needs which
workers need to know about in order to keep the victim/survivor safe. (Note to

assessor if this information has already been captured on the registration form – you
can fill it in before you meet the client).
Are you a disabled person?
If yes, please tick the relevant box(es)
☐ Physical impairment
☐ Sensory Impairment
☐ Learning difficulty/disability
☐ Mental health issues
☐ Neuro-diverse
☐ Deaf/BSL user
☐ Long term health condition (please state)
☐ Other (Please give details)
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Are any children in the household being affected by the abuse?

If yes, please give details
Are any of these children disabled?

Are any other adults in the household affected by the abuse?

If yes, please give details:
Are any of these adults disabled?

Access, support and communication needs
Please use this box to include any information about the victim’s needs – for

example if they need assistance, transport, information in large print, pictorial
information, a British Sign Language Interpreter, help with understanding etc.
This is especially important if the victim has communication needs (e.g. does
not use the phone) which impacts on the ability of professionals to contact
them
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SECTION 2: RISK ASSESSMENT

Please use the risk assessment questions to evaluate the risk to the client. Even if
they score low, there may still be a risk, so please use your professional judgement.
use this risk assessment when referring a client to the police, housing or your local
Community MARAC or Hate Crime Panel.
GUIDE TO SCORING:
Only the numbered questions are scored- the questions below which are not
numbered are meant to give the client time to tell their story. All questions labelled
(a) and (b) are also not scored because this is information the
advocate/police/housing need, but does not increase the risk.
Please ask the person to tell you what happened
Where did this happen?

If the person does know the exact location or address, please get them to describe
landmarks e.g. how near to the bus stop, or the shop you usually go to?
When did this happen?

If the person does not remember the exact time and date, ask them about what they
were doing

Was the abuse any of the following:
(If yes, please also tick the relevant boxes on
the list below.)
☐ Verbal (name calling, mocking)
☐ Gestures /mimicking
☐ Anti-social behaviour
☐ Threats (threatening to report you to
children’s services, threats to kill, to disclose
personal information etc.)
☐ Physical
☐ Sexual

Yes

No

Not known

☐

☐

☐
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☐ Other
1. Have you been hurt/injured?

2. Are you scared?

2a. If yes, how scared are you on a scale
of 1 to 10?

Yes

No

Not known

☐

☐

☐

☐

☐

☐

1 2 3 4 5 6 7 8 9 10
☐☐☐☐☐ ☐☐ ☐☐ ☐

2b. If yes, what are you scared of?
☐ Further violence or injury
☐ Emotional impact on you or others
☐ That it will get worse
☐ Other (please specify below)

3. Has the incident you are telling us about
happened before?

Yes

No

Not known

☐

☐

☐

☐

☐

☐

3a. If yes, when and where was this?

4. Is the abuse getting worse? (more frequent
or more abusive)
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☐

☐

☐

☐

☐

☐

5. Do you know who did this?

6. Is it someone you know well?

6a. If yes, what is their relationship to you? (neighbour, friend, family member,

care worker, personal assistant, professional, tradesperson, other)

If the alleged perpetrator is a family member or partner and the risk is high, a
referral must be made, with the client’s consent, to your local domestic abuse
MARAC
7. Are you being targeted by more than one
person?

Yes
☐

No
☐

Not known
☐

8. Do they come in to your house or go to the
same school/college/day centre?

☐

☐

☐

9. Are they picking on anyone else?

☐

☐

☐

9a. If yes, who are they picking on?
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10. Do you think they are picking on you
because of any of the reasons listed below:

Yes
☐

No
☐

Not Known
☐

10a. If yes, please also tick the relevant
boxes on the list below
☐ You are a disabled person
☐ You are Deaf/deaf/deafened
☐ Your race or nationality
☐Your religion
☐ Your sexuality
☐Your gender
Flag as hate crime if yes to any of the
above
10b. If yes to any of the above, why do you think this?

If advocate believes this to be a hate crime, please add evidence here:

11. Is there anything about the perpetrator’s
situation which might make you feel more at
risk? (e.g. lives next door, they are in a

Yes
☐

No
☐

Not known
☐

position of authority, known to have
targeted other people etc.)
11a. If yes, please explain.
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12. Is the perpetrator using your disability needs
to control you? (blocking your parking bay or

Yes
☐

No
☐

Not known
☐

Yes
☐

No
☐

Not known
☐

☐

☐

☐

your entrance, threatening to tell other
people about your disability, taking away
your meds or equipment, doing things that
make your disability worse etc.)
12a. If yes, please give details:

13. Do you rely on the perpetrator for practical
help, personal care or communication?
(washing, dressing, help with eating or

taking medication, getting out of the home
or travelling around, managing money,
communicating what you say e.g. if you are
Deaf or have a speech impairment)
13a. If yes, please explain.

14. Is the perpetrator stopping you accessing
support relating to your disability needs?

(e.g. refusing to let carers, personal
assistants, support workers, GP or social
workers into the home, or controlling your
access to support services in other ways).
14a. If yes, please give details:
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15. Are there any of the other following issues
involved? (If yes, please also tick the relevant
boxes on the list below.)

Yes
☐

No
☐

Not known
☐

16. Has anyone else been affected by the abuse?

Yes
☐

No
☐

Not Known
☐

17. Did anyone witness the incident(s)?

☐

☐

☐

Yes

No

Not known

☐

☐

☐

☐ Drugs
☐ Alcohol
☐ Weapons
☐ Gang or suspected gang members
☐ Another group of people
targeting you
☐ On-line abuse
☐ Other (please explain):

17a. If yes, please add their contact details.

18. Is there anything else about your situation
which might put you at risk?

18a. If yes, please give details
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19. Are there any concerns around the
victim’s capacity to make their own
decisions?

Yes
☐

No
☐

Not known
☐

19a. If yes, please give details

Please note: if the victim is deemed not to have full capacity, or if there is any
doubt, a referral must be made to Adult Safeguarding.

Total ‘yes’ responses out of 19:

/ 19

Note on scoring
Each question answered ‘yes’ is worth 1 point. Each question answered either ‘no’ or
‘not known’ has a value of 0. The maximum score is 19.
[0-6] = Low Risk
[6-12] = Medium Risk
[12-19] = High Risk
If the score is between 0 and 12 it can be considered a low to medium risk, which
requires an action plan.
If the score is over 12 you need to consider this a high risk, which requires
immediate action.
Service user risk level: / 19
☐ LOW
☐ MEDIUM
☐ HIGH
Please trust your professional judgement. Clients who scores low or medium risk
may not have disclosed or be aware of all the risks.
Reproduced with kind permission of Stay Safe East
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8.7 Safety Plan Example
If I don’t feel safe inside my house, I will go to a safe place and talk to the
professional I am working with. If I need to, I will go somewhere else inside
my house, and make the call.
My safe place inside my house is: _________________________________
The person I can ring is called: _________________________________
Their number is:

____________________________________

Or if I need to I will go somewhere outside of my house.
My safe place outside my house is: ___________________________________

I will phone the police if I am afraid that I might get hurt or if I am hurt.
Their number is:

_____________________________________

I will talk to someone that I trust about what is happening to me, so that I
have a friend that I can turn to.
That person is:

_____________________________________

I can contact them at:

_____________________________________

If they are not available I can contact: ________________________________
If I start to feel overwhelmed with what has happened to me, I can speak to
these organisations for more help:
GP: Name: __________________________________
Number: ________________________________
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Mental health team:
Name: __________________________________
Number: ________________________________
Local counselling service
Name: __________________________________
Number: ________________________________

Victim Support
Number: ________________________________
Samaritans
Number: 116 123
I know the details of two support services I could access who understand
about Disabled people experiencing Hate Crime.
1. Name: __________________________________
Number: ________________________________
2. Name: __________________________________
Number: ________________________________
These are the things that I can do to help keep me safe:
• Be ready to dial 999 if I am in danger
• Pack a survival kit. Ideally this should include, money, change of
clothes, extra house/car keys, birth certificates, marriage certificates,
passports, any legal documents (especially showing jointly owned
property and details in relation to immigration status), credit card and
bank details, any documents in relation to any children, medication. If
it is not possible to take the originals then take a photocopy.
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Keep them in a safe place, i.e. with a friend, relative, at work or hidden.
• Choose a place to go – talk to a close friend or relative about the Hate
Crime and talk to them about staying with them in an emergency
• Plan possible escape routes from home.
• Plan places of safety along regularly used routes. Consider changing
routes if necessary
• Secure my home, for example with new locks or CCTV.
• Get a personal alarm for the person
• Put a police special scheme on my address

Other actions to keep me safe:
________________________________________________________________
________________________________________________________________
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8.8 Diary example
Name

____________________________________________________

Address

____________________________________________________

Date of incident

_______________________________________________

Time of incident (including how long it lasted)
Where did it happen?

______________________

__________________________________________

_______________________________________________________________
What happened? _________________________________________________
________________________________________________________________
________________________________________________________________
________________________________________________________________
_______________________________________________________________
Who did it? ______________________________________________________
________________________________________________________________
Any witnesses?

_________________________________________________

________________________________________________________________
How did it make you feel?

______________________________________

________________________________________________________________
Who was it reported to? Include name, date, reference number____________
________________________________________________________________
________________________________________________________________

Reproduced from Galop guidance
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8.9 Codes for crimes and incidents
The Metropolitan Police use different reference codes for crimes and
incidents, below is a quick guide:
When someone reports an incident, they are given a CAD reference number.
(CAD= Computer Aided Dispatch). This is a basic reference number for your
call. CAD references are CAD 1234, plus the date of the report.
If the Police decide the incident is a crime, it will be given a CRIS (Crime
Reporting Information System) number. This is the reference number for
the crime that will be used whilst police investigate.
Both systems allow the Police to look up if there are any other incidents.
Hate crime workers should always keep a log of any CAD or CRIS numbers
relating to the incidents or crimes against the Disabled person, and make
sure the person also has a list. Reference numbers should be referred to if
further incidents need to be reported.
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8.10 General Personal Safety Guidelines
These guidelines need to be tailored to suit each DDPO’s service delivery
model
General advice for staying safe
DO
• Do carry clear identification
• Do have mobile phone easily accessible, but not obviously visible
• Do keep your mobile phone always on and fully charged so that 999 can
be called if necessary
• Let colleagues know where you are going and when you are expected
back
DO NOT
• Do not go/meet in very secluded or poorly lit areas
• Do not carry valuables with you
• Do not enter people’s homes unless this has been booked in advance, risk
assessed, and a colleague knows where you are
• Do not visit on your own if:
▪ your task is likely to frustrate, anger or upset the person
▪ you are giving bad news or doing something that may be painful or
distressing and you feel that the person may react in a way harmful
to you or themselves
Specific guidelines for in-home visits
• Remain alert for any sign of threat. If you feel uneasy, make your
excuses and leave.
• Pay particular attention to entrances and exits, how doors are opened
and shut and whether the door would need to be unlocked in order to
leave the property – in which case a worker should say that it is
company policy not to work in anywhere that they are locked in.
• If the person to be visited is not present, do not enter the address,
explain to the person at the door that another appointment will be
made.
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• Be wary of any changes in behaviour of the person being visited or
others present. Try to keep calm and distance yourself from any angry
or aggressive person.
• If the worker feels uncomfortable in any way, they should remove
themselves from the house as soon as possible, making an excuse such
as having to get some paperwork or equipment from the car. They
should then phone for advice or help. If they do not want to go back
into the house, they should call the person visited on the phone to say
they have been called back to the office urgently. Future visits would
then need to be planned in pairs if deemed safe.
• If the worker finds themselves in a situation where they feel at risk but
are unable to leave and are unable to phone 999, thee should be a
protocol for them to follow which will prompt the DDPO to call 999 on
their behalf. This might be an alarm system or it might be a code word,
for example
• Do not eat with the person – tea & biscuits are ok if you feel
comfortable or you think it will help relax them
• The above points also apply when seeing a service user alone in the
office (lone working)
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8.11 Workers’ Risk Assessment
How do we do a risk assessment?
• The worker who has been allocated to the service user is responsible
for doing a risk assessment
• If other members of staff talk to the service user for any reason and feel
concerned, they must discuss this with the allocated worker
• When booking their appointment, the allocated worker must ask a
series of question to assess the risk to them. This is in addition to
checking / establishing the presenting. A list of helpful questions are
outlined here:
• “Most of our staff are disabled people and we always ask some
questions for health and safety before we visit people’s homes.
We also have to do a risk assessment with everyone. Not all of
these questions will apply to you, but I have to ask them
• What do I need to know about getting in and out of your home?
• Do you smoke or have any pets?
• Have you been told there are any issues in your home like
hoarding or pests?
• What do I need to know about your disability so that I can make
the visit easier for you?
• Is there anything which might cause you particular difficulty or
anxiety when talking about sensitive issues?
• Is there any history of violence or self-harm?”
• Follow up questions could include:
• Is anyone else going to be there when I visit?
• Would you like to have someone else with you when I visit?
• Would it be helpful if I organise an interpreter for our meeting?
• This seems to be a really difficult situation for you. I can only
support you with [the presenting issue], but I can let you know
about some other organisations who might be able to support
you, if you would like me to?
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• Most of our service users are likely to express some anxiety, however,
the allocated worker must be listening out for any heightened risks
such as if:
• the person cries extensively during the call
• the person repeatedly mentions their anxiety
• the person mentions self-harming or suicide
• The allocated worker should also be aware that even if the service user
doesn’t disclose risk of violence, there may be a risk around violence if:
• the person has become verbally aggressive
• the situation they need support with involves violence
• the person reveals heavy alcohol or drug use
• It is not possible to anticipate every situation or to pre-empt every
question, and the allocated worker must use their judgement and
common sense, and seek guidance from their line manager if in
doubt.
The risk matrix
To ensure that workers are all scoring risk assessments in a consistent
manner, they must use the guidance below and make sure that they have the
risk matrix in front of them when they carry out a risk assessment.
Think about the risks identified, how likely are they to happen?
•
•
•
•
•

Almost certain to happen=score 5
Likely to happen=score 4
Possible to happen=score 3
Unlikely to happen=score 2
Rare, possible, but it would be very unlikely =Score 1

Think about the risks identified. If an accident/incident was to happened
what is the likely outcome?
•
•
•
•
•

Severe =score 5
Major =score 4
Moderate= score 3
Minor= score 2
Insignificant = Score 1
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Where there is more than one risk factor identified, each risk factor should be
scored separately and then all scores should be added together eg, a service
user to be visited at home admits to the following:
•
•
•
•
•
•

Being a heavy smoker in all parts of his home;
Being quick to anger if he feels that someone is not
being helpful;
Never having been physically aggressive to another person;
and
Finding it difficult to build trust with new people.

Risk assessments are to be carried out each time there is a change of worker,
so you should do the risk assessment based on your own needs, not on the
needs of other members of the team. So, if you are not affected at all by
tobacco smoke, you will probably want to score the smoking risk at 1 ie, the
likely severity of consequence from that home visit is probably ‘insignificant’
and the likelihood of a negative occurrence from that home visit is probably
‘rare’. You may still wish to ask the service user to refrain from smoking in the
room where you are due to hold the appointment for a period of 24 hours
prior to that appointment and further ask that a window be opened to air the
property immediately before you attend (weather permitting, of course).
Alternatively, if you are adversely affected by tobacco smoke, you may want
to score this risk factor really quite highly ie, 9 if the likely severity of
consequence is ‘moderate’ and the likelihood of occurrence is ‘possible’ or 16
if the likely severity of consequence is ‘major’ and the likelihood of
occurrence is ‘likely’.
But in terms of risk reduction, the combined ‘anger’ and ‘trust’ scores are
unlikely to lead to ‘joint visit’ or ‘no home visit’ responses, but in such a
situation we should all remain conscious of these risks both prior to and
throughout the appointment and should reacquaint ourselves with deescalation and trust-building techniques in advance of the appointment. It is
the ‘smoker’ score on its own which would almost certainly lead to ‘no home
visit’ from someone adversely affected by tobacco smoke.
Risk assessment is not a perfect science but it is designed to make us as
prepared as possible for meetings with our service users, whether in the
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office, at their homes or at an external venue, to ensure that we, they and
others remain safe.

Likelihood of
Occurrence

Risk Matrix

Likely Severity of Consequence
Insignificant

Minor

Moderate

Major

Severe

Rare

1

2

3

4

5

Unlikely

2

4

6

8

10

Possible

3

6

9

12

15

Likely

4

8

12

16

20

5

10

15

20

25

Almost
Certain

Flagging risks
• If the risk score is 10 or over then you must flag it by going to the
service user record and clicking on the Risk assessment tab and
entering the score in the risk assessment box. This will
automatically flag the case in Charitylog (see Appendix 1)
• If the risk score is 16 or over then you must directly flag the case
to your line manager. You should do this by setting an immediate
action for your line manager in charitylog to “review risk
assessment”. DO NOT repeat all the details in the case notes. Your
line manager will review whether the level of risk and the risk
reduction in place is acceptable.
• You must get approval from your line manager before
proceeding with the case if the risk score is over 16.
Risk mitigation
"A risk assessment can only identify the probability of harm, assess the
impact of it on key individuals, and pose intervention strategies which may
diminish the risk or reduce the harm. Assessments cannot prevent risk"
http://www.cpea.co.uk/FSWM_risk.html
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• Having a personal alarm and charged mobile phone are standard risk
reduction procedures and must always be carried
• You must always also carry with you
• Clear service information
• Information for supportive services (particularly Samaritans)
• For hoarding, you can ask them to clear a path or excuse yourself.
• For excessive smoke or aggressive pets, you can also ask the service
user to open windows / lock pets away.
• Where there are concerns about visiting the service user alone, a joint
visit must be arranged with another worker, although the service user
must be informed in advance that it will be a joint visit.
• Where the home environment is unsuitable, or where there are
potential risks to the allocated worker, an office visit can be offered.
Remember: Risk Assessing is an ongoing process
• As situations change or more information comes to light, new risk
assessments must be done.
• Regardless of the risk assessment, all staff are encouraged to trust
your intuition – if the situation feels unsafe or makes you uneasy, use
a plausible excuse and get out.
Reproduced from Merton Centre for Independent Living’s Staying Safe Policy
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8.12 Victim’s Right of Review template letters
Request for Information
Dear [name and rank of officer]
Victim’s Right of Review: request for information
Submitted by: [Your name]
I write in regard to the below [an incident / incidents] that I reported to the
police on [date]:
Date of incident/incidents:
Accused: [name of perpetrator(s)]
Crime reference number:
I was informed on [date] that the [name of police force] have decided to
take no further action against [perpetrator(s].
I request full reasons for the decision to take no further action. Please inform
me which criminal offences were considered and the reasons why the
evidence was considered to be insufficient or if it was considered not in the
public interest to charge, the reasons for this.
Please also confirm that my allegations were flagged as a disability Hate
Crime and that they were referred to the CPS for early consultation and a
charging decision, as I understand is required by the CPS guidance on
disability Hate Crime.
I refer you to the Victims Code (Part A Section 2, paragraph 2.2) which entitles
me to be notified of the reasons for your decision and sufficient information
to decide whether I will seek a review of your decision, in accordance with
the Victim’s Right of Review Scheme.
When you reply, please tell me what steps you took to investigate my
allegations and to gather evidence.
I am entitled to receive this information within 5 working days of your
decision not charge and I would be grateful to hear from you without delay.
Yours sincerely
136

Victims Right of Review – for Police
Dear Sir or Madam
Victims Right of Review
Submitted by: [your name]
Crime reference number:
I write to exercise my victim’s right of review in relation this incident / these
incidents.
Date of incident/incidents:
Accused: [name of perpetrator(s)]
I was informed on [date] that the [name of police force] have decided to
take no further action against [perpetrator(s)].
I am a disabled person [describe your impairment; any access and safety
needs that you have when reporting crime].
I request that the decision is reviewed for the following reasons: [delete as
appropriate]
1. The decision on the evidence was wrong
If police say the evidence is not strong enough to provide a reasonable
prospect of conviction, say why you disagree.
Point out any additional evidence that the police could have gathered or
could now obtain – for example statements from witnesses or evidence
from your phone / social media etc.
Look at the CPS guidance on disability Hate Crime, in particular sections
on “Case Building” and “Case Reviews” and state if there are factors that
should have been explored differently or in more depth.
2. The decision that the public interest test was not met was wrong
[I believe that the offence / offences committed against me were motivated
by discrimination because I am disabled person. The reason(s) are: [explain
in as much detail as you can]
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You will be aware that a prosecution is therefore more likely to be required in
the public interest and I refer you to paragraph 4.12(c) of the Code for Crown
Prosecutors.
3. The case should have been referred to the CPS
My allegations concern disability hate offences and the case should therefore
have been referred to a prosecutor for early consultation and for a charging
decision.
Please now refer my allegations to the CPS for consideration.
I look forward to hearing from you. Please acknowledge receipt of this
request for a VRR and update me at regular intervals.
I am happy to be contacted [directly and my contact details are: / through
my advocate / chosen supporter and their contact details are: ] if I can
provide any further information that would assist.
Yours sincerely
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Victims Right of Review – for CPS
Dear Sir or Madam
Victims Right of Review
Submitted by: [your name]
Crime reference number:
I write to exercise my victim’s right of review in relation this incident / these
incidents.
Date of incident/incidents:
Accused: [name of perpetrator(s)]
I was informed on [date] that the CPS have decided to take no further action
against [perpetrator(s)] following my report to the police.
I am a disabled person [describe your impairment; any access and safety
needs that you have when reporting crime].
I request that the decision is reviewed for the following reasons: [delete as
appropriate]
1. The decision on the evidence was wrong
If CPS say the evidence is not strong enough to provide a reasonable
prospect of conviction, say why you disagree.
Point out any additional evidence that the police could have gathered or
could now obtain – for example statements from witnesses or evidence
from your phone / social media etc.
Look at the CPS guidance on disability Hate Crime, in particular sections
on “Case Building” and “Case Reviews” and state if there are factors that
should have been explored differently or in more depth.
2. The decision that the public interest test was not met was wrong
[I believe that the offence / offences committed against me were motivated
by discrimination because I am disabled person. The reason(s) are: [explain
in as much detail as you can]
139

You will be aware that a prosecution is therefore more likely to be required in
the public interest and I refer you to paragraph 4.12(c) of the Code for Crown
Prosecutors.
I look forward to hearing from you. Please acknowledge receipt of this
request for a VRR and update me at regular intervals.
I am happy to be contacted [directly and my contact details are:] /
[through my advocate / chosen supporter and their contact details are: ]
if I can provide any further information that would assist the police or the
CPS.
Yours sincerely
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8.13 Police complaint template letters
Complaint Letter: Failure to provide reasonable adjustments
Dear Sir or Madam
Complaint against [name of police force]
Failure to make reasonable adjustments
I write to complain about my recent treatment by your officer(s)/ force on
[date] and the failure to make reasonable adjustments for me.
I am a disabled person under the Equality Act 2010 within the meaning of
Section 6 of the Equality Act 2010. I have [describe your impairment; any
access and safety needs that you have when reporting crime] which
means [describe the impact of your condition on your ability to travel,
use services, interact with others, interact with the environment].
The issue I am complaining about
• Give details of the reason for your interaction with the police
For example: On [date] I arrived at [name of police station] to [report a
crime/give my victim’s personal statement/give witness evidence/be
interviewed].
• Give details of how and when you communicated that you are a
Deaf or Disabled person to the police]
For example: I explained to [Officer X] as soon as was practicable that I am a
Deaf / Disabled person and the implications of my impairment]
• Describe what went wrong
For example: [I was unable to enter the building/I was unable to enter the
interviewing room/ I was separated from my guide dog/I was not provided
with an appropriate adult/I was not provided with a sign language
interpreter/I was not provided with adequate seating and was forced to
stand for long periods]
• Describe how and when you communicated to the officers how the
above was unsatisfactory.
For example: [I explained to [Officer X] that the situation I was in was not
suitable / that I would need assistance/an appropriate adult].
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• Describe response from the officer(s)
For example: [Officer X did not take my requests seriously and the interview
went ahead / Officer X said they will provide adjustments but then did not
follow up on this].
• Describe the impact this had on you, including any inconvenience
caused, feelings of humiliation, any physical impacts, financial
impacts, or rolling effects (e.g. being late for a later engagement).
For example: [As a result of the above, I could not effectively give my
statement / I had to stand out in the cold/ My condition has worsened
through excessive standing / I felt humiliated and undermined.]
• Describe whether this has happened before. Was the same police
force responsible? Was the same police officer(s) responsible?
For example: [My confidence in your police force, as well as my sense of
safety and security has been diminished through this experience. I expect to
be supported by the police as opposed to being further victimised.]
What I would like to achieve by this complaint [delete and/or add as
appropriate)
1.
2.
3.
4.

The officer(s) in question disciplined
The officer(s) in questions to be subject to an criminal investigation
A written apology
A commitment from you to train your officers and staff on disability
discrimination
5. A commitment from you to redesign your polices surrounding the
treatment of disabled people
6. Reasonable adjustments be made to your buildings
Next steps
This is a complaint regarding discrimination. The IOPC Discrimination
Guidelines that apply here make it clear that allegations of discrimination are
not normally suitable for local resolution. This is because an allegation of
discrimination, if proven, will very likely result is disciplinary proceedings.
Therefore I trust that this complaint will be referred to the IOPC.
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I very much hope we can resolve this matter quickly and without the need for
legal representation. I look forward to hearing from you soon, and at the very
latest within your 15 day statutory response time.
I am happy to speak to the officer investigating this complaint in person.
Were this to happen, I trust that reasonable adjustments would be made to
facilitate this.
If you have any further queries about this complaint, or require any further
details, please do not hesitate to get in touch.

Yours sincerely
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Complaint letter: Unsatisfactory response to reporting of a disability Hate
Crime
Dear Sir or Madam
Complaint against [name of police force]
Unsatisfactory response to the reporting of a disability Hate Crime
I write to complain about my recent treatment by your officer(s)/ force on
[date] in relation to my recent reporting of the Hate Crime I was a victim of.
The crime took place on [insert date] and I reported it on [insert date/ or
the same day].
I am a disabled person under the Equality Act 2010 within the meaning of
Section 6 of the Equality Act 2010. I have [describe your impairment; any
access and safety needs that you have when reporting crime] which
means [describe the impact of your condition on your ability to travel,
use services, interact with others, interact with the environment].
The issue I am complaining about
• Give details about the Hate Crime you experienced
For example: On [X date] I was at [X location] and experienced [X abuse].
• Give details of the impact of the incident on you
For example: [Being threatened/abused in this way left me feeling frightening
and humiliated / give details of the impact this might have had on others
close to you
• Give details of how you reported the crime
For example: [On [date] I called 999/101 in order to report a Hate Crime. Then
[X officer] called me back/came to my home in order to take further details]
• Give details of how the investigation proceeded
Did they take it seriously? How long did it last? How has it concluded?
• Describe what went wrong
Include details of how you feel the police response was unsatisfactory,
the names of any officers involved and any relevant dates.
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For example: ‘[When I gave a statement on [X date] to [Officer X] completely
disregarded what I was telling them and did not think a Hate Crime has taken
place. I was not listened to and was not able to provide all the information I
had to give.]
• Describe how you think this behaviour impacted the investigation
of the Hate Crime against you
For example: [Officer X’s] behaviours has meant that all the relevant details
and evidence were not collated and the Hate Crime was not pursued.]
• Describe the impact this had on you
Include any inconvenience caused, feelings of humiliation, feeling
unsafe, experiencing a lack a vindication, feeling like it might happen
again, loss of faith in the police, rolling effects (e.g. not being able to
leave your house due to fear).
For example: [As a result of the above, I continue to feel unsafe and
threatened in my local areas as the perpetrator has gone unpunished/ I felt
humiliated and undermined.]
• Describe whether this has happened before
Was the same police force responsible? Was the same police officer(s)
responsible?
My confidence in your police force, as well as my sense of safety and security
has been diminished through this experience. I expect to be supported by the
police as opposed to being further victimised.
What I would like to achieve by this complaint [delete and/or add as
appropriate)
1.
2.
3.
4.

The officer(s) in question disciplined
The officer(s) in questions to be subject to an criminal investigation
A written apology
A commitment from you to train your officers and staff on disability
discrimination
5. A commitment from you to redesign your polices surrounding the
treatment of disabled people
6. Reasonable adjustments be made to your buildings
Next steps
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This is a complaint regarding discrimination. The IOPC Discrimination
Guidelines that apply here make it clear that allegations of discrimination are
not normally suitable for local resolution. This is because an allegation of
discrimination, if proven, will very likely result in disciplinary proceedings.
Therefore I trust that this complaint will be referred to the IOPC.
I very much hope we can resolve this matter quickly and without the need for
legal representation. I look forward to hearing from you soon, and at the very
latest within your 15 day statutory response time.
I am happy to speak to the officer investigating this complaint in person.
Were this to happen, I trust that reasonable adjustments would be made to
facilitate this.
If you have any further queries about this complaint, or require any further
details, please do not hesitate to get in touch.

Yours sincerely
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Complaint Letter: Discriminatory treatment by the police
Dear Sir or Madam
Complaint against [name of police force]
Disability discrimination
I write to complain about my recent discrimination I experienced by your
force/members of your force on [date]. The officers concerned are [names of
officers].
I am a disabled person under the Equality Act 2010 within the meaning of
Section 6 of the Equality Act 2010. I have [describe your impairment; any
access and safety needs that you have when reporting crime] which
means [describe the impact of your condition on your ability to travel,
use services, interact with others, interact with the environment].
The issue I am complaining about
• Give details about the Hate Crime you experienced and how it was
handled
• Give details about what it was that made you think the
action/words of an officer(s) was discriminatory
• Describe the impact this had on you
Include any inconvenience caused, feelings of humiliation, feeling
unsafe, experiencing a lack a vindication, feeling like it might happen
again, loss of faith in the police, rolling effects (e.g. not being able to
leave your house due to fear).
• Describe whether this has happened before
Was the same police force responsible? Was the same police officer(s)
responsible?
My confidence in your police force, as well as my sense of safety and security
has been diminished through this experience. I expect to be supported by the
police as opposed to being further victimised. I now feel frightened of police
officers for fear of further discrimination.
What I would like to achieve by this complaint [delete and/or add as
appropriate)
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1.
2.
3.
4.

The officer(s) in question disciplined
The officer(s) in questions to be subject to an criminal investigation
A written apology
A commitment from you to train your officers and staff on disability
discrimination
5. A commitment from you to redesign your polices surrounding the
treatment of disabled people
6. Reasonable adjustments be made to your buildings
Next steps
This is a complaint regarding discrimination. The IOPC Discrimination
Guidelines that apply here make it clear that allegations of discrimination are
not normally suitable for local resolution. This is because an allegation of
discrimination, if proven, will very likely result is disciplinary proceedings.
Therefore I trust that this complaint will be referred to the IOPC.
I very much hope we can resolve this matter quickly and without the need for
legal representation. I look forward to hearing from you soon, and at the very
latest within your 15 day statutory response time.
I am happy to speak to the officer investigating this complaint in person.
Were this to happen, I trust that reasonable adjustments would be made to
facilitate this.
If you have any further queries about this complaint, or require any further
details, please do not hesitate to get in touch.

Yours sincerely
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8.14 Useful laws
This section covers some of the most common Hate Crime related laws, with
thanks to a CPS briefing guide.64
Public Order Act 1986, Section 4
• It is illegal for a person to use threatening, abusive or insulting
words with intent to cause another person to believe that
immediate unlawful violence will be used against them or another.
Public Order Act 1986, Section 4A and 5
• As with Section 4, it is illegal for a person to engage in threatening
or abusive words or behaviour or to display threatening writings
or signs.
• Section 4A states that it is an offence to use threatening, abusive
or insulting words or behaviour, or disorderly behaviour that causes
harassment, alarm or distress to another with the specific intention
of causing such harassment, alarm or distress.
• Section 5 of the Act specifically states that it is unlawful to use
threatening or abusive words or behaviour if it is likely to cause
harassment, alarm or distress. This means that even if a person
does not intend to commit a Hate Crime, they are still subject
to prosecution.23
Malicious Communications Act 1998 (amended 2001), Section 1
• It is illegal to send another person a message which is grossly
offensive, indecent, a threat or false information which is known
or believed to be false by the sender. This includes offensive
messages on social media, the internet and via text or email.
Communications Act 2003, Part 2, Chapter 1, Section 127
• It is illegal for a person to send grossly offensive, indecent, obscene
or menacing messages, or persistent messages for the purpose of
causing annoyance, inconvenience or needless anxiety to another,
via the internet, email, text and social media.
http://www.report-it.org.uk/files/hate_crime__a_guide_for_those_affected_1503330449_1.pdf
64
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Protection from Harassment Act 1997, Section 1, 2 and 4
• It is illegal to harass or stalk another person, whether knowingly or
not, or act in a way that puts another person in fear of violence.
• This law includes online and offline behaviour.
• Specifically, this law requires the incident to occur on at least two
occasions.
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For more information contact:
Inclusion London
Telephone: 020 7237 3181
SMS: 0771 839 4687
Email: policy@inclusionlondon.org.uk
www.inclusionlondon.org.uk
Stay Safe East
Telephone: 0208 519 7241
SMS: 07587 134 122
Email: advocacy@staysafe-east.org.uk

Merton Centre for Independent Living
Telephone: 020 3397 3119
SMS: 0779 671 2502
Email: info@mertoncil.org.uk
https://www.mertoncil.org.uk/
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