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Hate Crime Evaluation Handbook                     November  2019 

Introduction 

The purpose of this evaluation tool kit is to support Deaf and Disabled 

Organisations (DDPOs) to evaluate and measure the impact of their 

work.  Hate Crime is on the increase so it is important that DDPOs have 

a framework in order to effectively evaluate outcomes. 

Who is the Handbook For? 

The tool kit will provide DDPO’s with recommendations on the evaluation 

of Hate Crime and why it is important. This will be achieved by providing 

a number of examples of evaluation methods that can be used to gather 

evidence of service need, identify gaps in service provision or support 

the development of service planning.   

Merton Centre for Independent Living has been the lead partner on the 

Pan London Hate Crime Project since 2018 and has been able to utilise 

the extensive feedback from deafPLUS, HAD, Stay Safe East and Real to 

support the Handbook. 
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Hate Crime Definition 

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 person1. 

Disability Hate Crime is on the increase and some 50% of this crime is 

inflicted by either a family member or a carer. This type of crime will 

typically take place in the home and victims are reluctant some times to 

report it because of fear of reprisals as well as concern that they will be 

left isolated. 

Some Context 

• Disabled people are 3 times more likely to experience violence 

than non-Disabled people 

• Around 50% of Disabled women have experienced violence in their 

lives (33% of non-Disabled women). Disabled women are 3 times 

more likely to experience domestic violence and 5 times more 

likely to experience sexual violence 

• Disabled people living in Institutions are most likely to experience 

abuse 

 
1 Home Office Hate Crime Definition 
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• Some 80% of young people with Special Educational Need 

Statements have been bullied. BME and LGBT Disabled people are 

more likely to experience harassment 

• A 2014 SCOPE survey found that 1 in 4 Disabled people living in 

London had suffered hostile or threatening behaviour or had been 

physically assaulted in the two years since the Paralympic games 

 

 

Chart 1: Annual Rolling Disability Hate Crimes by London Borough Recorded on 

MOPAC dashboard to December 2018 

 

What Does Disabled Hate Crime Look Like? 

• Name calling – recognise abusive words such as ‘mong’ and ‘spaz’ 

• Mocking the way a Disabled person, talks, walks, signs, looks, 

acts, eats 

• Damaging or removing Disability equipment 

• Assaults on assistance dogs 

• Actions which make a person’s impairment worse 

• Blocking someone’s access to their home or parking space 

• Malicious allegations e.g. benefit fraud or paedophilia 

• On-line abuse e.g. debates about getting rid of autism, trolling 
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• Cuckooing. Taking over a person’s home usually for criminal 

activity and harming them if they do not comply 

Why is The Monitoring and Evaluation of Hate Crime  

Important? 

Definitions: 

Monitoring; Constant review of an ongoing situation where there are 

changes to the environment or situation. 

Evaluation; Within an organisation it identifies, clarifies, measures 

success or otherwise and provides an evidence base for future decision 

making. Evaluation also supports the development of wider knowledge 

and skills within the team. 

• To identify unmet needs and gaps in service provision. 

• To evaluate whether existing services and projects have delivered 

the planned and anticipated outcomes. 

• To plan for future services. 

• To provide an evidence base for commissioners and funders. 

• To explore service user’s views of accessing services and this 

interaction. 

• To evidence whether an existing service is still required. 

• To explore whether a service is being accessed by all eligible 

groups. 

• To respond to changes in legislation. 

• To map or monitor patterns. 

• The need for evaluation is evident as Hate Crimes recorded across 

all London boroughs and is on the increase 
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       Before Jumping In

 

Deciding What to Monitor in Terms of Target Groups and 

Needs? 

This is a key element and time should be taken to think about and 

answer the following questions: 

• How do you set up an evaluation plan that establishes the link 

between outcomes you are aiming for? 

• Who do we hope will benefit from the project? 

• What activities and outputs are we planning to deliver (services, 

products and activities which help to achieve these outcomes)? 

• How much of them and how often? 

• Why do you think these activities will achieve your outcomes? 

• What outcomes do you expect to achieve for these beneficiaries 

(short, medium and long term)? 

Target Group and 
Needs

Activities and 
Outputs

Outcomes
How Do You Know 

Outcomes 
Reached?

Measurement 
Tools
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• It is not possible to measure all the outcomes so prioritisation is 

needed: 

o Which benefits are the most important? 

o Which are tangible and specific enough to measure? 

• What are the measurable indicators of success which would lead 

into deciding what measurement tools to use and when? 

• Where and how will your target group find out about the results 

and what impact will it make? 

The Evaluation Plan 

There needs to be a structured process in deciding what needs to be 

monitored. This can be presented as an Evaluation Plan and an example 

is provided on the following page: 
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Evaluation Plan 

Target Group:   Victims of Disabled Hate Crime 

Target Outcome:  Increasing incidence of Hate Crime amongst the 

Disabled community needs to be quantified and better support provided 

Steps to Achieve Target Outcome:                                   

1. Review existing Hate Crime cases and decide if Disabled 

 2. Using Outreach to raise awareness in the community 

 3. Referrals from council and other Charity organisations 

 4. Improve Hate Crime Advocacy capacity 

 5. Hate Crime Awareness Week 

 6. Sessions of Support with Disabled Hate Crime victims                      

 

Outcomes: 

Short – 6 Months :  

 

 

 

 

 

Target 
Outcome 

Measurement By Who 

1. Identified cases >0 Hate Crime Advocate 

2. Pop Up Stalls =5 Office Manager 

3. Referrals up to 10 Hate Crime Advocate 

4. Training provided Evaluation Manager 

5. Increase points of contact to 
50 

Hate Crime Advocate 

6. Target set of 50 Evaluation Manager 



9 
 
 

Merton CIL Hate Crime Evaluation Handbook. Not for General Distribution 
 
 

Outcomes: 

Medium – 12 Months :  

 

Outcomes: 

Long – 18 Months :  

 

Target 
Outcome 

Measurement By Who 

1. Identified cases 10-20 and 
positive statements from 
endpoint questionnaires 

Hate Crime Advocate 

2. Pop Up Stalls =10 Office Manager 

3. Referrals up to 20 Hate Crime Advocate 

4. Additional funding requested 
and fed into the organisations 
Disabled Hate Crime service 

CEO 

5. Increase points of contact to 
100 

Hate Crime Advocate 

6. Target set of 100 Evaluation Manager 

Target 
Outcome 

Measurement By Who 

1. Identified cases >30 and 
positive statements from 
endpoint questionnaires 

Hate Crime Advocate 

2. Pop Up Stalls =20 Office Manager 

3. Referrals up to 30 Hate Crime Advocate 

4. Additional funding requested 
and fed into the organisations 
Disabled Hate Crime service. A 
pipeline of funding 
applications in place to 
continue developing the Hate 
Crime Disabled service 

CEO 

5. Increase points of contact to 
200 

Hate Crime Advocate 

6. Target set of 150 Evaluation Manager 
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The Measurement Tools in the Short to Medium Term can be a 

combination of: 

• Internal Customer Relation Management systems such as Charity 

Log or information recorded on excel. 

• Financial accounts, particularly to quantify any increases in funding 

associated with Disabled Hate Crime. 

• Records kept on outreach, such as the number of points of 

contact, levels of fundraising achieved, increased number of 

members and meetings attended as guest speakers. 

 

Top Tips for Data Collection 

Never collect information that you will not use 

If you’re not sure whether you need it; if you are not sure what you will 

use it for; if you will not have time to analyse it…. then don’t collect it. 

Consider Timing 

Evaluation is a reflective process that requires time. You may also have 

a particular deadline in mind such as a strategic planning meeting or 

funding report. Plan the time required for your evaluation carefully, 

allowing for delays, set-backs and a pilot of any new tools and 

processes. If you want to measure change (as you may claim that 

change will happen as part of the outcome), then ensure that a 

baseline, usually in the form of a questionnaire (please see page 13 for 

an example of a baseline questionnaire) will need to be planned at the 

beginning of the project.  

Involve Staff and Where Possible Service Users 

Think about people issues. Bringing people on board as early as possible 

will help people to see the purpose of the evaluation and should help 

you to plan something workable and straightforward. 
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Provide Training and Support Where Needed 

Often the people doing the frontline work are ‘gatekeepers’ to the data 

so their commitment and enthusiasm is absolutely essential. Providing 

training and emphasising the importance of data to the continuation of 

the project. As a consequence, support should be provided to help them  

collect data carefully and consistently. 

Pilot Collection, Analysis and Storage 

Pilot your data collection tools and processes before rolling them out, to 

check they are effective and workable. It is also important to pilot 

analysis, to make sure that you are able to manage and make sense of 

the data you are collecting. All the data and information gathered should 

be kept in a secure location either on the organisations network or hard 

drive but always password protected to ensure confidentiality. 

Leave Room for Unexpected Outcomes to Emerge 

As well as gathering data on the positive outcomes from your work, you 

will need to find out about any negative or unexpected changes that 

have occurred as a result of your work. To gather this sort of 

information, consider building in an open or qualitative element into 

your data collection plan. 

Feedback to People Who Collected and Provided the Data 

Feeding back your findings is often forgotten at the end of your 

evaluation, but this is crucial if you want to keep people’s enthusiasm for 

evaluation alive. This is often an opportunity to ask people to comment 

on your findings too, adding another layer to your analysis. 

Finally – Start Small 

If you have been collecting very little or no data, implementing the 

whole of your monitoring framework in one go might feel daunting. 
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Factors to consider when gathering information 

• What are we trying to evaluate? 

• What volume (example here might be, how many individuals do 

we need to interview) and depth (example might be how many 

questions, or how much information do we need from this 

individual?) of information do we need to gather in order to have 

sufficient evidence? 

• How will I ensure the information collected is valid evidence? 

• Am I clear on what my evaluation goal is? For example, is 

evaluation being completed to evidence organisational outcomes, 

identify gaps in service delivery, support and influence the 

planning of future services? 

• What organisational resources can we use to gather data? 

o Monitoring & evaluation steering group. 

o Organisational database. 

o Excel spreadsheets. 

• What are the organisational limitations in regard to time and skills?   

• How will data be collected, stored and used? 

• How will we share clear information with service users regarding 

this and obtain consent? 

• Do we need to make participating in the evaluation process a 

requirement of accessing the service? 

• At what points during a piece of work will we complete evaluation 

in order to effectively measure a piece of work?  

• Is it beneficial to capture data at a mid-way point?  So we have 

data for funding reports and may have captured some data if 

individuals disengage with a project. 

To help, here is a worked example to help illustrate the process; 

Objective Understand the Collective Views on Business 
Strategy 

Who to 
Communicate With? 

Whole Organisation 
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How? Develop a questionnaire asking 5 key questions 
with a scale of 1-5 (where 1 might be not at all 
and 5, completely) along the lines of; 

1. Do you feel confident in the strategic 
direction of the organisation? 

2. Do you feel that you have been able to 
make a contribution to the strategy? 

3. Do you understand where your role fits 
into the strategic direction of the 
organisation? 

4. Have you had sufficient training and 
support to help you achieve yours and the 
goals of the organisation? 

5. Please use the space below to outline any 
other ideas and thoughts 

When? Make sure you put a time deadline on this of 
maybe 2 weeks to allow for holiday and time 
away from the office. 

Collect Data Collect the data from the individuals, probably 
enter into excel and create a small suite of 
charts. 

Evaluation Present the findings back to the business 
focussing on what is going well and more 
importantly understanding where the feedback 
was not so positive. 

Post Evaluation As part of the Evaluation process, the scoring 
from the team may have been low on the 
question of ‘Do you understand where your role 
fits into the strategic direction of the 
organisation’. If this is the case then a meeting 
can be arranged to discuss these concerns and 
allow team members to hopefully talk openly 
about their concerns so they can be addressed. 
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Types of Evaluation 

There are many forms of evaluation this toolkit aims to give an overview 

of the benefits and disadvantages of using some of the key evaluation 

methods. 

Evaluation 
Types 

Reasons To Use When To Use? 

Monitoring & 
Evaluation 
Steering 
Group 

Group of individuals 
measuring impact of 
project. 

This method can be used by 
organisations to support the 
development of evaluation 
tools and provide the 
operational resource to 
undertake more detailed 
evaluations with service users. 

Baseline and 
Endpoint 
Evaluations 

To measure the 
impact of the service 
provider through the 
service user journey. 

These evaluations can support 
organisations to measure the 
impact of a single piece of case 
work.  By asking a Service User 
to score their levels of, for 
example confidence, 
knowledge and ability at the 
beginning and end of a piece 
of on-going case work. 

Questionnaires This is a series of 
questions to gain 
feedback on a 
selected group of 
individuals. 

When quantitative results are 
required, questionnaires are a 
cost effective, simple and quick 
way to gather data that comes 
straight from the sources. 

Interviews Speaking directly to 
an individual either 
face to face or on 
line (e.g. Skype) or 
phone call usually 
with a pre-defined 
script. 

This method will provide a 
more in depth evaluation of a 
service. 
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Observations Observing either an 
individual or 
individuals. 

The observational evaluation 
tool has been used on the Pan 
London Hate Crime project to 
evaluate the impact of a piece 
of work when a service user 
has chosen not to participate 
in the evaluation process or it 
has not felt appropriate to use 
an alternative evaluation 
method. 

Focus Groups A group of selected 
individuals offering 
opinion of a selected 
or selection of 
topics. 

The facilitator will lead the 
group, gathering feedback 
either by taking notes or 
recording the dialogue. 

Suggestion 
Cards 

Provides open 
feedback. 

These are often useful during 
or at the end of a meeting. 
You can ask attendees to 
provide comments on the 
meeting whether positive or 
negative and what 
improvements can be made in 
the future. In general these 
are likely to be anonymous but 
some individuals may welcome 
to be contacted on the subject 
so always give an option to 
leave details. 

Desk Research Use publicly 
available information 
such as MOPAC 
(Mayors Office Police 
and Crime) website2, 
police reports and 
published data from 
other DDPOs. 

 

 

 
2 https://www.london.gov.uk/what-we-do/mayors-office-policing-and-crime-mopac 
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MONITORING AND EVALUATION STEERING GROUPS 

What is it? This is a group of individuals usually around 5 or 6 meeting 

to ensure continuity, monitoring and evaluation of a project. These 

individuals will make up a strong cross section of the organisations skills 

and knowledge. There is a usually a chair person and a nominated 

minute taker 

How to use? These meetings would generally occur on a bi-monthly 

basis. 

How it works? An agenda is agreed before the meeting and decisions 

are made based on the current situation of the project and actions are 

allocated accordingly to deliver on the desired outcomes. 

When to use? 

This method can be used by organisations to support the development 

of evaluation tools and provide the operational resource to undertake 

more detailed evaluations with service users.   

This method involves identifying individuals from across the organisation 

to commit to supporting the development and implementation of 

evaluation methods.  The group should consist of a minimum of five 

members, this may include a staff member leading on a specific project 

that you wish to evaluate, a trustee, volunteers, service users and staff 

working more widely within the organisation.   This forum may also 

provide a learning opportunity for students that are completing 

placements with an organisation.   

Advantages Disadvantages 

Embeds evaluation within an 
organisation. 

Time commitment and ability to 
arrange meetings so that the 
outcomes can be effective. 

Provides an on-going forum for 
evaluation, the development of 
evaluation tools and analysis. 

Minimum number of steering 
group numbers required in order 
for group to be effective. 

Provides a resource to complete 
evaluations, as volunteers and 
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placement students may be able 
to carry out the evaluations on 
behalf of the organisation. 

Brings together a lot of experience 
of Hate Crime and can help create 
a consensus of opinion. 
Individuals are involved from the 
ground up so encourages 
enthusiasm and dedication of the 
Hate Crime project. 

 

 

Top Tips for Monitoring and Evaluation Steering Groups 

Be clear at the outset what the objectives of the M&E Steering Group 
are and how frequently you plan to meet. 

Aim to get a good cross section of experience of individuals within the 
group. 

Make accurate and comprehensive meeting notes and confirm actions 
for individuals. 

Prior to M&E meetings confirm an agenda and Chair and provide any 
reading material in advance to make sure the time is fully utilised 
An example of an agenda for a M&E Meeting might look like this; 
 
 
Monitoring & Evaluation Steering Group  
 
Date of meeting: 
Chair: 
Attendees: 
Apologies: 
 

Agenda Items. 
1. Structure & role of the steering group. 

2. Terms of reference (including purpose, outcomes, members, list 

of challenges, timeframes, confidentiality). 

3. Project overview & updates. 

4. Development of evaluation methods and allocation of tasks. 

5. Actions from last meeting. 
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6. Organisational changes for consideration. 

7. Any other business (AOB). 

8. Next meeting (date, time, and location). 

 
 
Minutes: 
 
 
 
Actions from meeting: 
 

 

BASELINE AND ENDPOINT EVALUATIONS 

What is it? These evaluations measure the impact of the service 

provider through the service user journey. 

How to use? These evaluations are based on a face to face discussion 

with the service user before beginning their support from the service 

provider. The same evaluation is then used at the end of the service 

provision. 

How it works? The service user is asked a set number of questions 

generally with a five point scale. With the same questions repeated at 

the end of the service it is possible to evaluate the positive or otherwise 

impact of the service on the individual. 

When to use? 

This supports organisations to measure the impact of a single piece of 

case work.  For example by asking a service user to score their levels of,  

confidence, knowledge and ability at the beginning and end of a piece of 

on-going case work. 

Advantages  Disadvantages 

Simple and easy way of evaluating 
a service and importantly can 

This evaluation method is not 
anonymised which may make 
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measure change from one time 
period to another. 

some service users reluctant to 
give honest feedback. 

This evaluation method can be 
built into daily practice across a 
range of services in an 
organisation. 

Basic quantitative evaluation 
method. 

Enables an organisation to 
generate statistics and headlines 
from data gathered. 

Some people in crisis may not 
necessarily want to complete a 
baseline at that moment in time. 

This method supports the 
identification of the strengths and 
areas of development regarding a 
service and can be completed by 
the worker with all service users.  

It can be hard to have a set of 
statements which work across all 
services as you do not necessarily 
want lots of different baselines 
which can impact consistency of 
reporting. 

This method can also help support 
funding applications and 
marketing materials. 

 

 

This is an example of a Baseline Questionnaire used by Merton CIL 

Merton CIL Questionnaire 
Please read the 
statements and 
tick the box 
which describes 
how you feel 
about each one 

Agree a 
lot 

 

Agree a 
bit 

Not sure Disagree a 
bit

 

Disagree a 
lot 

 
 

1, I can access 
the services I 
want and need 

     

2, I am confident 
talking to 
professionals  

     

3, I am aware of 
my rights  
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4, I can speak up 
for myself 

     

5, My finances 
are secure 

     

6, I feel safe  
 

     

7, I have choice 
and control in my 
life 

     

8, I am satisfied 
with my life 

     

9, I am optimistic 
about my life 

     

10, I feel listened 
to 

     

 

What comments would you like to include? 

Thank you. We will ask you these questions again in the future 

Office use: Ref:_____/______   Worker supporting:                        Date:   

Service user completed alone or service user completed with support (circle one) 

There is flexibility in the approach and how the questions are phrased 

Here is an example used by Real, which uses slightly different language 

Real Questionnaire 
 
Please read the 
statements and tick 
the box which 
describes how you 
feel about each one 

 
Agree a 
lot 

 

 
Agree a 

bit 

 
Not sure 

 
Disagree 
a bit

 

 
Disagree 

a lot 

 
 

 
1. I can speak up 

for myself 

 

☐ 

 

☐ 

 

☐ 

 

☐ 

 

☐ 
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2. I feel listened to 

 

 

☐ 

 

☐ 

 

☐ 

 

☐ 

 

☐ 

 
3. I feel safe 

 

☐ 

 

☐ 

 

☐ 

 

☐ 

 

☐ 

 
4. I am aware of 

my rights 

 

☐ 

 

☐ 

 

☐ 

 

☐ 

 

☐ 

 
5. I make choices 

for myself 

 

☐ 

 

☐ 

 

☐ 

 

☐ 

 

☐ 

 
6. I can access the 

services I want 
and need 

 

☐ 

 

☐ 

 

☐ 

 

☐ 

 

☐ 

 
7. I am confident 

talking to 
professionals 

 

☐ 

 

☐ 

 

☐ 

 

☐ 

 

☐ 

 
8. My finances are 

secure 

 

☐ 

 

☐ 

 

☐ 

 

☐ 

 

☐ 

 
9. I am satisfied 

with my life 

 

☐ 

 

☐ 

 

☐ 

 

☐ 

 

☐ 

 
    10. I am optimistic  

about my life 

 

☐ 

 

☐ 

 

☐ 

 

☐ 

 

☐ 

 

These two questionnaires are aimed at the impact the service has had on the 

service user. However it is also important to view whether training for internal 

Advocates has had an impact. The following example is from Real and they 

have used a 10 point scale to determine their knowledge and awareness of 

Disabled Hate Crime. 
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Midpoint evaluation for Advocate 

Pan London Deaf and Disabled People’s Hate 

Crime Partnership 

Organisation: 

 

Date: 

 

Completed by: 

 

Please could the advocate/s taking on additional hate crime 

work complete this form. 

Q1: On a scale of 1 to 10, how confident do you feel about: 

(1 not at all, 10 completely) 

 

a) Your knowledge of disability equality issues   
1     2 3 4 5 6 7 8 9 10 

 

b) Your awareness of disability and the law  
1    2 3 4 5 6 7 8 9 10 

 

 i. Your awareness and understanding of hate crime law 

1     2 3 4 5 6 7 8 9 10 

 

 ii. Your awareness and understanding of hate crime processes 

1     2 3 4 5 6 7 8 9 10 
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 iii. Your awareness of the criminal justice process (how police, 

crown   prosecution service and courts work together) 

1     2 3 4 5 6 7 8 9 10 

 

c) Your ability to recognise hate crime against Disabled people  

1     2 3 4 5 6 7 8 9 10 

 

d) Your ability to recognise domestic violence against disabled 

people 

1     2 3 4 5 6 7 8 9 10 

 

e) Your ability to address the needs of Disabled victims of hate 

crime or domestic violence 

1     2 3 4 5 6 7 8 9 10 

Q2: When answering question (b) above, what law/legislation were 

you thinking of? 

Q3: What would be most helpful to help you feel confident in 

delivering hate crime advocacy support? 

Thank you for filling in this form. It will help us to develop the 
pan-London project   

 

Top Tips of Baseline and Endpoint Questionnaires 

Always ensure the baseline questionnaire is completed before 
engagement with service user or client. This would need to be done at 
the beginning of the appointment. If this was completed at the end, 
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there could already have been an impact on the service user which 
could bias the results. 

Ensure the Endpoint questionnaires are completed by all participants 
and encouraged to include any additional comments. 

Decide on the frequency of the questionnaire. For example if you are 
asking for feedback from a one off Training session, then a single 
questionnaire can be distributed to all participants following the 
conclusion of the session. 
However as in the situation with a long term project of maybe 6 
months where the focus is to improve knowledge through training and 
lived experience, then it is key that a baseline questionnaire is 
completed before the project and one completed at the end. There are 
no hard and fast rules on this and it is perfectly acceptable to initiate a 
mid point questionnaire as well. 
Make sure that there is resource to analyse the questionnaire results 
and be prepared to take action as necessary.  

Make sure the questions are not too generic and are aligned to the 
overall objectives. 

Make sure that you evaluate the questionnaire content and the 
feedback is provided accordingly. For Hate Crime Baseline 
questionnaires, consider the important things you want to change or 
measure an improvement. 
For example; if you want to measure whether people feel safer, the 
statement might be ‘I Feel Safe’ with a 5 point scale for them to 
choose from such as; 

• Agree a Lot 
• Agree a Bit 
• Not Sure 
• Disagree a bit 
• Disagree a lot 

Another example might be if you want to know whether people feel 
that they are being listened to, you can provide a statement ‘I Feel 
Listened To’ using the above 5 point scale. 
The recording of the data can be completed in a number of ways. 
Using a Customer Relationship Monitoring (CRM) system is best such 
as Charity Log which can hold all the data. In the example below the 
service user is asked to complete a Baseline questionnaire multiple 
times so that we at Merton CIL can effectively monitor performance 
and areas of concern for the service user. 
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Alternatively, the data can be collated and saved into excel and output 
created that way. In this example the data shows a summary of a 
Baseline questionnaire. 

 
Carefully design your statements to reflect your organisational and 
project outcomes 

 

When developing a questionnaire, generally use a 5, 7 or 10 point 
scale. The scale will in part depend on the questions being asked 

6.0 5.8
6.7

5.2 5.3

Your knowledge of
disability equality

issues

Your awarenes of
disability and the

law

Your ability to
recognise Hate
Crime against

Disabled people

Your ability to
recognise Domestic

Violence against
Disabled people

Your ability to
address the needs
of Disabled victims
of Hate Crime or

Domestic violence
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Using a 5 point scale is most 
useful when considering a 
relatively general question such 
as ‘Was the training session 
useful’? 

The disadvantage of a short scale 
is that you do not get a wide range 
of opinion, though the consolidated 
summary of the questionnaire 
feedback is easier to summarise 
and action. 

Using a 10 point scale is most 
useful when considering a more 
complex question such as ‘Do 
you believe you have a good 
knowledge of Hate Crime law 
and legislation’? 

Having a wider scale gives the user 
an opportunity to be more 
considered on the feedback. 
However the consolidated results 
can be more difficult to interpret as 
the results will usually be more 
wide ranging reflecting the scale 
that has been used. 

 

 

QUESTIONNAIRES 

What is it? This is a series of questions to gain feedback on a selected 

group of individuals. 

How to use? The questionnaire can be created in a word document 

and e-mailed to a selected group or created on line and distributed by a 

through an online platform like Survey Monkey. 

How it works? The questionnaire responses are analysed and findings 

summarised so that the user can gain additional insights to different 

elements of the organisation. In many cases this will help decision 

making. 

When to use? 

When quantitative results are required, questionnaires are a cost 

effective, simple and quick way to gather data that comes straight from 

the sources. Consider the language used and the length of the 

questionnaire.  Too many questions may put people off completing the 

questionnaire and too few questions may not provide the range of 

feedback needed to evaluate effectively. 
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Things to consider 

Think clearly about each question you are asking and how this will 

support the evaluation you are completing. What is the purpose of the 

evaluation? How are you planning to use the gathered data?  Only ask 

questions that will support the evaluation goal. 

Consider how you plan to evaluate the data you have gathered as this 

will drive the structure of the questionnaire. Are you hoping to generate 

statistics and headlines? Then a quantitative questionnaire with scales 

would be an effective way to achieve this.  However not all 

questionnaires need to be scaled and here is an example of a Semi-

Structured Interview Template who are aimed at the Service User; 

 

Hate Crime: Semi-Structured Interview Template  

This questionnaire is entirely confidential and you will not be identified. 

 

1. Do you feel in control of the support we provided? 

 

2. Were you able to share your views, wants and needs with the 
Hate Crime Advocate? 

 

3. Did you report your experience of hate crime to the police?  

 

If you did report it to the police, what did they do? 

If you did not report it to the police, why did you decide not to? 
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4. Are you happy with the support you have received so far from 
your Hate Crime Advocate? 

 

5. Have you learnt any new skills that will help you in the future to 
manage your situation? 

 

6. Do you have any comments or suggestions on how DDPO can 
improve the Hate Crime Advocacy service? 

 

If you require more in-depth feedback you may wish to have a mix of 

open ended (open-ended questions cannot be answered with a simple 

"yes" or "no", or with a specific piece of information. They seek your 

view such as ‘How do you see your future’?) and scaled questions 

(where a response is based on maybe a scale of 1-5 where 1 is unhappy 

and 5 is very happy). It is always helpful to have an option at the end of 

the questionnaire to allow service users to write and share their 

experiences as well as on any other issues they feel important. 

Set a deadline for questionnaires to be returned ensure this is clearly 

stated on the questionnaire along with who it needs to be returned to 

and where. 

Advantages Disadvantages 

Opportunity to reach a large 
number of service users via e-mail 
and social media using 
organisations such as Survey 
Monkey. Survey Monkey creates a 
link to an online questionnaire. 

This method may not be 
accessible to all and the 
questionnaires may not be fully or 
correctly completed. 

A questionnaire can be set up 
very quickly and service users 
receiving the questionnaire either 

Generating and distributing these 
questionnaires can be time 
consuming. 
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through e-mail, social media or 
the post will have time to reflect 
on their answers before 
completing the evaluation. 

This is cost and time effective for 
both the organisation and service 
user and easy administration. 

 

Can provide service users with an 
opportunity to give anonymised 
feedback enabling honest 
completion without fear of 
reprisals, particularly in the case 
of service quality. 

Response rates may vary and 
therefore will the results be 
statistically robust? This may not 
be such an issue for the majority 
of questionnaire analysis unless 
the results are to be published to 
a wider audience. 

 

Top Tips For Questionnaires 

Ensure the questionnaire provides the user with clear information as to 
how it should be completed. For example please circle the answer that 
best explains your experience. 

At the beginning ensure the user knows that all questions must be 
answered or if it is acceptable to state Not Applicable or leave the 
question blank. 

Consider the audience for the questionnaire. In some cases an on line 
version through for example Survey Monkey can reach a large 
audience but completion may be sporadic. In some cases it might be 
better to send hard copies of the questionnaire through the post as on 
line access might be difficult. It is also acceptable to consider using 
face to face to help with questionnaire completion. This may be an 
effective option when seeking information on a sensitive subject such 
as Hate Crime. There is also an opportunity to collect information 
interactively through outreach and pop ups. 

Advantages of Face to Face 
Questionnaires 

Disadvantages of Face to Face 
Questionnaires 

Accurate screening as well as 
being able to make sure that 
access needs are provides, such 
as BSL interpreter. 

Cost as this is a labour intensive 
way of collecting data and 
requires use of staff time. 
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Able to capture verbal and non 
verbal ques as this could turn into 
a more informal chat given the 
sensitive nature of the topic. 

Quality of data provided by the 
Interviewer. This can be a 
function of reliance on interviewer 
and communication skills and 
ability to build a rapport with the 
interviewee. 

Keep focus. Manual data entry if the interview 
is administered on paper as all 
results will need to be 
consolidated before providing the 
results. 

Greater opportunity to capture 
emotions and behaviours. 

Limited sample size as this will be 
driven in part by the number of 
available and skilled interviewers 
and the obvious cost implications. 

On the questionnaire design, it can be beneficial at the start have 
(warm/easy) questions, middle (hard) questions and at the end have 
the wrap up and concluding questions. 

 

INTERVIEWS 

What is it? Speaking directly to an individual either face to face or on 

line (e.g. Skype) or phone call. 

How to use? Either follow a predesigned format of a questionnaire or 

just a general discussion around a specific topic.   

How it works? The interviewer will make notes from the conversation 

which can help in their thinking and evaluation around the Hate Crime 

service. 

When to use it 

This method will provide a more in depth evaluation of a service.  

Consideration needs to be given to what information we are hoping to 

obtain and the logical flow of the questions being asked.  The approach 

needs to consider whether structured or unstructured questions will be 

asked and how this data will be evaluated.  Another method may be 

asking a key question for discussion and feedback at a focus group. 



31 
 
 

Merton CIL Hate Crime Evaluation Handbook. Not for General Distribution 
 
 

Advantages Disadvantages 

Provides a more in depth 
evaluation and allows the 
interviewer to use probing 
questions when appropriate. Can 
combine both qualitative and 
quantitative data. 

This is a labour intensive option 
and can be costly. 

Opportunity to obtain and use 
quotes for funding and marketing 
purposes. 

Can be hard to compare findings, 
particularly on the qualitative 
aspect of the information 
collected. 

Allows the service user to have a 
clear voice and provide examples 
of experiences that they have had 
without necessarily setting a time 
restraint. 

It is likely that a smaller number 
of service users will be contacted. 

Can help with developing case 
studies for both annual and 
impact reports. 

 

 

Top Tips For Interviews 

Plan the interview well in advance to make sure any access needs are 
met and whether the interviewee has any other specific needs such as 
BSL. 

Prepare carefully before the interview to make sure the objectives are 
clear in your mind and make sure the interviewee does not stray too 
much off subject. 

Face to face interviews can provide a great opportunity to get in depth 
feedback on what can often be a difficult subject or experience. It is 
important to develop a good relationship to get the most from the 
interview. Gaining the trust of the interviewee will ensure more 
thorough and actionable feedback. 

Be clear at the beginning of the interview on how long it will last and 
that the information will be treated in confidence. 

After the interview write the notes up as quickly as possible so that 
you have an accurate summary. 
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Structured Interviews offer the opportunity to ask a predetermined  
set of questions to all users but as with all types information collection, 
there are positives and negatives. 

Advantages 
 

Disadvantages 
 

Service user clarity. If every 
interviewee answers the same 
questions then all responses can 
be looked at in an apples for 
apples way. 

 

Adherence as lack of flexibility to 
probe on certain questions on 
what is a very sensitive subject. 

Reduces bias from the interviewer 
so that there is consistency in the 
questions asked. 
 

Confining in that the interviewer 
may not feel that they can ask a 
question that they feel is 
important to them. 

Legally defensible if required. Can be bias to push for more 
positives and less with negatives 
when face to face. 

Example of a Structured Interview Template 

  

Example of a Structured Interview Template 

 Feedback form for service users 
 
Please can you help us with some feedback on our service? Any 
feedback you are able to give us will help us improve and develop 
our services so that they can be as good possible and so that we can 
continue running the service for disabled people in Merton. It will 
take about 10 minutes. Please be as open and honest as you can in 
your answers. 
 
Today’s date _______ 
 
Overview 

1) Before we ask our questions, what do you want to say about 
the service you received? 
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2) When you got in touch with Merton CIL, were we... 

Welcoming? Yes / No / Partly / Don’t know 
Compassionate? Yes / No / Partly / Don’t know 
Listening?  Yes / No / Partly / Don’t know 
Inclusive?  Yes / No / Partly / Don’t know 
Supportive? Yes / No / Partly / Don’t know 

 
Comments: 
 

 
3) Please complete this sentence: “Merton CIL is......” 

 
 
About the Service 
 

4) Which part(s) of the service you used was most useful to you? 
Eg was a specific bit of advice really helpful? 

 
 

5) Which parts were least relevant or useful? 
Eg was there any issues with the support given? 

 
 

6) Did you have any concerns or complaints about the service 
Merton CIL provided? 
  Yes     No     Partly    Don’t Know     N/A 

 
6a) If you did, were these addressed? 

 Yes     No     Partly    Don’t Know     N/A 
 
Please explain your answer 
 

 
7) What feedback do you have for the person who supported 

you?   
 

About You 
 

8) Did you feel you achieved what you wanted using the service? 
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  Yes     No     Partly     Don’t Know 

Please explain your answer: 
 

9) Has there been any improvement for you in any of the 
following areas? 
 
Financial security  Yes / No / Partly / Don’t know  
Independent Living Yes / No / Partly / Don’t know 
Confidence   Yes / No / Partly / Don’t know 
  
Health & Wellbeing Yes / No / Partly / Don’t know 
Feeling Safe  Yes / No / Partly / Don’t know 
 
Please explain your answer, or describe other improvements: 
 

And Finally 
 

10) Would you recommend this MCIL service to someone 
else? 
  Yes     No     Partly     Don’t Know 
 

What makes you say that? 
 

11) If you were in charge of the Service, what do you think 
you would do differently? 

12) [Only ask where signposted] We suggested you also 
contact another organisation ________________. How did that 
go? 
 

13) Please tell us anything else about your experience which 
you think is important 

  
14) Permission to use quotes / case study anonymously  

Yes / No 
 

15) Would you like to become a member of Merton CIL? It is 
completely free to join and you can leave at any time. 
Membership means you can have a say in how we are run, and 
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you get regular newsletters from us with information about 
events we’re running. 

Yes / No 
 
If yes, complete membership form and equalities monitoring form 
 
Thank you! 
Reference: ____/______   
Worker doing survey___________________ 
Which services has the person used in the last 12 months? 
   Advice & Advocacy    

   Hate Crime  

   Peer Support (including members groups) 

   Volunteering  

   Attended a Merton CIL event 

 
Feedback method? 
   Telephone     Face to face    Email    Post    Other 

 
 

 

Top Tips for Hate Crime Interviewing 

Choose a quiet place chosen by the victim as confidentiality is key. 

Explain what you need to know and exactly what happened so the 
right action can be taken to make them feel safe. 

Explain how the information will be used, though try to make it more 
of a discussion rather than an interview. 

Let the person tell the story, so limit probing in what will be a difficult 
time for them. 

Record the information verbatim as much as possible and do not 
interpret. 

Be sensitive to cultural and gender issues. Female victims might prefer 
speaking to a woman or that another woman is present at the 
interview. 

Use neutral and empathetic body language as well as the spoken 
word. 
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OBSERVATIONS 

What is it? Observing either an individual or individuals. 

How to use? Be specific on what you are looking to observe and make 

sure this is the most appropriate tool. 

How it works? The observing individual will make notes and record all 

observations. 

When to use? 

The observational evaluation tool has been used on the Pan London 

Hate Crime project to evaluate the impact of a piece of work when a 

service user has chosen not to participate in the evaluation process or it 

has not felt appropriate to use an alternative evaluation method. The 

results are based on the reflections of the Case Worker or Advocate. 

Advantages Disadvantages 

This allows you to evaluate a 
piece of work, when it has not 
been possible to use existing 
evaluation methods or an 
individual has chosen not to 
participate in the evaluation 
process. This is carried out by the 
Case Worker or Advocate. 

This can be unreliable because of 
bias and views made by the Hate 
Crime victim might not necessarily 
be reflected in the Observation 
results. 

Evaluation is instant but anything 
that is recorded can be seen by 
the service user if they ask for 
their file. Make sure what is 
written is respectful and as far as 
possible would reflect the service 
user view. 
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Top Tips For Observations 

Observational evaluations provide a framework to measure the impact 
of an intervention or stimuli. 

All the observations recorded must be evidence based with no 
interpretations. 

Be prepared to adapt the location and positioning of where the 
observations take place to get the best outcome for the research. 

 

FOCUS GROUPS 

What is it? A group of selected individuals offering opinion on selected 

topics. 

How to use? The focus groups last in the region of one hour, requires 

planning to get an experienced facilitator. 

How it works? The facilitator will lead the group, gathering feedback 

either by taking notes or recording the dialogue. Often there will be an 

option for those individuals not directly involved with the group to view 

through a two way mirror in a specifically designed focus group studio. 

However it is also possible to run focus groups in a more informal 

atmosphere such as a team meeting or as we do at Merton CIL at 

Craftivism and Chat. This is a forum for service users to meet socially 

and discuss issues that affect them. 

When to use? 

This method can be used to bring a cohort of individuals together to 

discuss topics and share common experiences 

Advantages Disadvantages 

Can explore a number of topics 
and can change track easily. 

Might be difficult to get the 
required number of people to 
attend. 

Feedback is immediate with 
multiple responses. Can be cost 
effective in an informal meeting. 

Sometimes the conversation can 
be led by one individual in the 
group. 
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Opportunity to probe the group on 
specific topics. 

Members of the group may be 
reluctant to talk about sensitive 
issues in front of others. 

Able to use props such as visual 
aids if appropriate to help with the 
discussion. 

The success of the focus group 
can be dependent on the ability of 
the facilitator. 

Able to gauge body language and 
emotion that can feed into the 
evaluation process. 

Statistically, the results might 
have bias. Time and expense also 
need to be considered. 

 

Top Tips for Focus Groups 

Explain at the outset the length of the focus group and in advance of 
the group make sure all access needs are catered for. 

It can be useful to get an independent moderator for focus groups to 
make sure there is no bias in the questioning. 

Ensure questions asked are open so that individuals in the group do 
not answer Yes or No. 

If possible record the conversations in the focus group so that you are 
able to refer back to the content and discussions. 

Do not allow one individual to dominate the discussion, bring in others 
within the group and ask for their opinion . 

Have a wipe board and flip chart available if possible in the room so 
points made can be recorded and referred back to.  

In order to help with a focus group, here is a 
guide developed for managing a focus group; 

SERVICE USER FOCUS GROUP 
HATE CRIME SUPPORT GROUP 

Feedback 
 
    Attendees:  

    Facilitator:  
Notes:  

 
Could everybody please give their name and say why they attend the 
Hate Crime support group?  
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Question 1: Thank you. Overall, how would you describe your 
experience of coming to the support group? 
 
Question 2: Sometimes people don’t come to every group, what are 
the things that stop you coming every month? 
 
Question 3: What do you think we could do to let more people know 
about the group? 
 
Question 4: Thinking about some of the different discussions you have 
had in the support group, what kinds of things have you talked about? 
 
Question 5: What other things do you think it would be good for the 
group to talk about? 
 
Question 6: If you’re ok to tell us, has anyone made a report about 
hate crime to Merton CIL or the Police or to someone else? 
 
Question 7: How has the 121 support been? 
 
Question 8: We’re getting to the end of the focus group, just a few 
more questions. Do you think we should keep running the group? 
 
Question 9: What else should we do to try to deal with hate crime 
against disabled people? 
 
Question 10: What is communication like with Merton CIL? 
 
Question 11: We work by a set of values at Merton CIL [show values] 
– does the Hate Crime Support Group meet our values?  
 
Question 12: We’ve finished our questions, but, we’ve got a few 
minutes left so if there is anything else you would like to tell us that 
you think is important, or that you think we should have asked about, 
please tell us – for example, you could tell us what you would do if 
you were in charge of the group. 
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Hate Crime Advocate Data Collection and Monitoring 

Hate Crime cases can be complex and in order to be able to carry out an 

evaluation all the relevant information needs to be recorded; 

In order to do this effectively it would be expected that the following 

information be recorded in relation to the Service User so that as much 

detail is recorded into the preferred data analysis system. This could be 

an excel report which would need to relatively sophisticated to 

accommodate all the detail or a Customer Relationship Management 

System (CRM) such as Charity Log. 

Data that is important to collect about the client/service user 

Information 
Recorded On; 

Example of What 
Might Be Recorded 

Why Is It Important? 

Allocated 
Worker 

Peter Smith All questions related to this case 
will be the responsibility of Peter 

Type of Crime Cuckooing To ensure that the correct 
resources and experience is 
available 

Client Number 1 To know how many cases Peter 
is currently working on 

Client 
Reference 

#HCREF Client reference identification is 
often used in communication 
between the HC Advocate and a 
Third Party 

Current Status Open As all this information is usually 
loaded into an excel file, it 
becomes easier to filter on all 
Open cases. If the work is not 
completed, there must be an 
actions box for next steps 

Date Closed 25.9.2019 Indicated the date when the 
Service User case has been 
successfully closed 

Referred By Victims Support Understanding where the 
referrals come from can help 
with ongoing dialogue to ensure 
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Hate Crimes are correctly 
referred 

Date Referred 27.11.2018 Can help in understanding the 
time lag between the initial 
referred date and the date it 
closed and align to the type of 
Hate Crime committed 

Risk Level at 
Referral 
(H/M/L) 

High If High, then additional 
protection might be required by 
the victim, perhaps from the 
police. Further information is 
available in the Hate Crime 
Toolkit published by Inclusion 
London 

Gender Male The gender of the victim may 
influence the appointment of a 
case worker 

Ethnicity Black British Helps to establish whether there 
is a racial bias towards Hate 
Crime  

Access Needs European Does the individual need the 
help of an Interpreter or BSL for 
example 

Impairment/s Physical 
impairment, 
learning disability 

Understand if any provisions 
need to be made in terms of 
access  

Impairment/s Physical 
impairment, 
learning disability 

Is there any bias towards a 
particular impairment 

Age at Referral 29 Helps with understanding the 
age profile of Disabled Hate 
Crime victims 

Date of Birth 01.01.1990  

Faith Christian Provides information as to 
whether faith was part of the 
Hate Crime motivation. All 
protected characteristics 
monitoring data helps us review 
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whether we are reaching all 
types of people 

Sexual 
Orientation 

Heterosexual  
Male 

Provides information as to 
whether sexual orientation was 
part of the Hate Crime 
motivation 

Marriage/Civil 
Partnership 
Y/N 

Yes Could the partner be under 
suspicion for inflicting Hate 
Crime 

Immigration UK Citizen Check recourse to public funds if 
they are not a UK Citizen or 
Settled Status 

Employed Yes Does the victim need support in 
informing his/her employer and 
any implications for potential 
absence 

Housing 
Tenure 

Social Housing Is the accommodation fit for 
purpose? Rights of the Service 
User at the property e.g. tenant, 
licencee or leaseholder. Is the 
perpetrator a neighbour and can 
the social landlord support with 
solution? 

Borough Tower Hamlets Helps to identify the Borough 
where Disabled Hate Crime is 
most prevalent and to help with 
future funding application. Might 
even be beneficial to record the 
Ward 

Number of 
Children      
(Pre 18) 

1 Is this child also at risk following 
the Hate Crime? Do Social 
Services also need to be involved 
if there is a clear safeguarding 
issue? Is the child living at the 
property? Check whether the 
child has a disability as there is 
potentially additional support 
from Education Healthcare Plan 



43 
 
 

Merton CIL Hate Crime Evaluation Handbook. Not for General Distribution 
 
 

Number of 
Children    
(Post 18) 

0 Can they provide any type of 
Support Network for the victim? 

Children 
affected by the 
Hate Crime 
Y/N 

Y Do Social Services need to be 
involved? Are the children at 
risk? Assess whether a 
Safeguarding referral is required 

Children 
affected by the 
Hate Crime 
who are 
Disabled 

Y Are the Hate Crimes linked 
between parents and children? Is 
there a strong relationship 
between the two? Assess 
whether a Safeguarding referral 
is required 

Pregnant Y/N N If yes, is the unborn child at risk 
following the Hate Crime 
incident? Develop a safet plan 
with the Mother. Does the 
Mother have capacity to look 
after the child when born. Do 
Social Services need to be 
informed? 

Substance 
Misuse Y/N 

Y If the victim is a substance 
abuser, could that have impaired 
judgement and accuracy of what 
has happened? Have they been 
referred to drug and alcohol 
team at the local council. A GP 
or Social Services can facilitate 
this process if needed 

Targeted by 
Multiple 
Perpetrators 
Y/N 

Y Did the victim know the 
perpetrators and has he been 
the object of abuse before. Is 
there a police record of what has 
gone on in the past as well as 
potentially Social Services or a 
Housing dispute 

Relationship of 
Perpetrator/s 
to victim 

Known gang 
operating on the 

Estate or for 

Have the police known about this 
gang, so can they identify the 
perpetrator of this criminal 
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example where 
the victim is 

married or as a 
couple. Co-
habitation 

activity. Opportunity to get an 
injunction. Important to know 
relationships to identify risks 

Repeat 
Instances of 
Initial Hate 
Crime Y/N 

Y If this is a repeat incident, was 
this bought to a successful 
conclusion before or have there 
been any learnings. A pattern 
can be identified and the abuse 
could be getting worse 

Number of 
Repeat 
Incidents 

4 Is there a reason why the 
number of repeat incidents has 
increased to 4 and not been 
dealt with in the past? 

Conflict of 
Interest Y/N 

Y Service User 1 is already a victim 
but Service User 2 is complaining 
against Service User 1, then the 
case for Service User 2 could not 
be taken on as it is a conflict of 
interest 

Client Baseline 
Questionnaire 
Y/N 

Y It is important that at the outset 
of the service user interaction 
that a Baseline Questionnaire is 
completed to gather information 
on the Service User 

Client Endpoint 
Questionnaire 

Y Has the victim completed this 
questionnaire to measure the 
pathway through this process 

Victim of Crime 
Y/N 

Y If a victim then has this been 
reported to the police or maybe 
social services 

Supported 
Client to 
Report to the 
Police Y/N 

Y If the case has been reported to 
the police has it been recorded 
appropriately for Hate Crime for 
example with a relevant Crime 
ID number 

Action Taken 
by the Police 

Insufficient 
Evidence Gathered 

It is important to know how the 
police investigated the crime and 



45 
 
 

Merton CIL Hate Crime Evaluation Handbook. Not for General Distribution 
 
 

by the Police to 
Link Suspects to 

Victims Residence. 
No statement 

Taken from the 
Victim 

what circumstances if any led to 
an unsuccessful prosecution 

Supported 
Client to Move 
House Y/N 

Y If the move has been supported 
it is now more likely that the 
accommodation is now 
appropriate/fit for purpose 

Action Taken 
by Local 
Authority 
Regarding 
Housing 
(description) 

No action yet 
taken by LA – risk 
level has not been 

confirmed by 
police 

If a housing issue then important 
that LA have this issue on their 
radar 

Supported 
Client to report 
ASB to Local 
Authority Y/N 

Y ASB can be the first step to Hate 
Crime developing 

Action Taken 
by Local 
Authority 
Regarding ASB 

Looking to obtain 
a part closure 

order 

Helps the victim to know that the 
LA are aware of the incident 

Supported 
Client to get a 
Harassment 
Warning Y/N 

N Why was there no Harassment 
Warning issued. Was the ASB 
not deemed strong enough? 

Supported 
Client to get a 
Harassment 
Order Y/N 

N Why was there no Harassment 
Order issued. Was the ASB not 
deemed strong enough? 

Supported 
Client to get an 
Injunction Y/N 

N At this stage an Injunction was 
not required 

No Formal 
Action Taken, 
General 

N The victim just needed general 
support rather than getting the 
authorities involved 
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Support Only 
Y/N 

General 
Support Given 

Emotional Support The victim at this stage has just 
needed emotional support to 
deal with the incident. Could be 
that the Caseworker will now 
signpost to more Specialist 
Support 

Referred Client 
on for Extra 
Support (Name 
of 
Organisation) 

Referred to a 
Group for LGBT 
and victims of 

violence (GALOP 
Charity) 

There are a number of Specialist 
organisations to help support 
victims across the community 

Risk level on 
Closure H/M/L 

L The risk level can be identified 
and if Low the Caseworker will 
feel that the victim is at little 
risk. If High however, the 
Caseworker will want to check 
with the victim on a regular basis 
to make sure the original 
perpertrator is not re-offending 

Referral 
Outcome 
(Safer/No 
Change/Less 
Safe) 

No Change Provides information on the 
outcome 

Time Spent 
(Minutes) 

3000 There is a value to the time 
spent and this can be quantified 
by looking at the time spent 
looking into this specific incident 

Time Travelling 
(Minutes) 

150 As above 

Total Time 3500 As above 
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Top Tips for Data Collection and Monitoring 

Your organisation might start using a data collection and monitoring 
system such as Charity Log. However data collection as highlighted 
above can be shared in excel. The first column above becomes the 
heading for each cell. 

Make sure the excel file is on a shared drive so the Hate Crime 
Advocates can update details as necessary. It would be worth having 
the document password protected due to sensitive nature of content. 

There is no hard and fast rule to say that you must follow the details 
in column 1 above. Each DDPO is different so think about the really 
key information that you need and ensure the Hate Crime Advocates 
are aware of what they need to complete. It will be worth organising a 
session with the Advocates explaining the structure of the excel 
worksheet and the key reasons for completion. 

Having this level of detail will then enable the DDPO to better 
understand the differences between different cases and the time taken 
to come to a resolution.. 

 

Hate Crime Casework 

Hate Crime casework is complex and time scales that it involves can be 

longer than any other types of crime 

Here is an example of how a Hate Crime was processed and the key 

timelines that involved. 

The best practice approach from the perspective of a victim is that they 

go to the police and report an incidence that may or may not 

subsequently be classed as a Hate Crime. 

One of the issues that might arise is that the police record the incident 

as a crime but not Hate Crime or might decide that the complaint is not 

valid. 

Otherwise the police will investigate and organisations such as Victim 

Support or the local DDPO will then offer the pastoral care. One of the 

issues that has arisen has been the introduction of GDPR. This means 

that when victims go to the police, they have to ask whether they can 
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forward the details to other organisations that will offer support. In a 

number of cases the individuals are too nervous or do not understand 

what is being as ked of them and consequently the level of referrals has 

dropped. 

Once that happens then; 

Process Implication 

DDPO gets a call 
from an 
individual saying 
that they have 
been a victim of 
Hate Crime. 

The DDPO will assign a Hate Crime Case Worker 
who will provide support to the victim. 

 That Hate Crime Case Worker will then meet with 
the victim and record a number of details. This is 
always a sensitive time for the victim as they may 
fear reprisals or that the police will not believe 
them. It is important to let the victim speak freely 
and record as much information as possible. 

Hate Crime cases 
can often emerge 
following initial 
investigation of 
another 
complaint. 

Identifying a Hate Crime can sometimes be the 
result of investigating another type of social issue. 
For example at Merton CIL, we met with an 
individual who had issues with housing and 
modifications were needed to help him cope with 
his Disabilities. As it transpired his Mother lived in 
the home as well and refused to have any changes 
made to the home. The individual who lived in this 
house with his wife and son, were being verbally 
and physically abused by the Mother. The Mother 
would shout abuse at both her son and wife and 
make unreasonable demands such as drinking the 
water she had used to wash her feet. The wife 
went out to work and was called a ‘whore’ by the 
Mother who had a very short temper. 

 In another example a Disabled woman is being 
harassed by a neighbour and suffers from a 
number of debilitating conditions as well as 
emotional needs following an abusive relationship. 
The issue can be that if she were to be re-housed 
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this might not be in the local area but in order to 
maintain a relationship with her daughter, this does 
need to be the case. Many Hate Crime cases are 
very complicated and have many layers adding to 
that complexity. 

 Many Hate Crimes can take 2-3 years to get to a 
resolution and even then that might not be the 
desired outcome for the victim. 

 

 

Recommendations for DDPOs 

Throughout the Partnership we are still looking at developing and better 

understanding the recommendations that can help the ongoing 

evaluation of Hate Crime. Examples from an existing DDPO 

• Work closely with the local police force and ensure that they share 

a breakdown summary of reported disability hate crimes. This will 

help to ensure that reported Hate Crime within the DDPO should 

be aligned to the records that police hold. Need to ensure that 

Hate Crime cases are correctly flagged by the police so they can 

follow up. 

 

• Encourage the local council website to signpost victims of Hate 

Crime to a range of support organisations, including individual 

DDPOs when they have capacity to accept cases. 

 

• For future service design and funding bids to reflect the fact that 

Hate Crime cases are almost always extremely complex and take 

much more time to address than other casework as we have seen 

in the example. 
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• To develop a first meeting exploration with a Hate Crime victim 

and goal identification template to support a consistent 

organisational approach as the service grows. The Hate Crime tool 

kit produced by Stay Safe East in 2018 outlined appropriate 

questions; 

Monitoring information – age, gender, sexuality, ethnic origin, 
faith disability as well as dates and times of the incident(s) 

Where were you? What were you doing? How did it start? What 
happened next? 

Each incident should then be noted down, if possible in the right 
order. 

Was anything said or shouted during the incident? 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. 
However it is important that you do not lead a witness or put 
words in their mouth. If the victim didn’t hear that well for 
example, ask them what they did hear. 

Did the person do something to you that made you feel unsafe? 

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? 

Any other person present or believed to have witnessed the 
incident must be named, with preferable their contact details 
and how the person knows them. Ask if it okay for you to speak 
to the witness, or would the victim want to speak to them first? 

Where there is a history of incidents, ask whether any records 
were kept. An obvious record would be the police reference 
numbers (CAD/CRIS). The victim may have kept a diary note 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. 

 

• DDPOs need to review and enhance supervision structures for hate 

crime workers, and consider external supervision for staff to 

discuss complex case work. 
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• To review policies and procedures to reflect the specific challenges 

of working with survivors of hate crime. For example if there is a 

lone working policy, need to consider the risks third parties may 

pose to staff. 
 

• It is important to use a database to capture service delivery and 

outcomes. This needs to be a comprehensive portal to help with 

the ongoing evaluation. There are a number of possible database 

options such as Advice Pro, Salesforce or Charity Log. 
 

• To progress with a skills audit of staff and take advantage of Hate 

Crime training opportunities through the Pan-London project. To 

help monitor this training and support needs a Baseline 

Questionnaire should be completed to better identify where the 

training needs are most acute. This is an example of a Baseline 

Questionnaire that Merton CIL has been using with their Hate 

Crime Advocates. 
 

• DDPOs should build links with local statutory and voluntary 
agencies and use the Community Trigger and Community Multi 
Agency Risk Assessment Conference (CMARAC) forums. 

 

• Create a monitoring and evaluation steering group to support the 

on-going development and evaluation of the Hate Crime service. 

Once a framework for evaluation had been agreed it may be worth 

the DDPO rolling and consider rolling it out to support evaluation 

of other services. 

 

• Hate Crime evaluation is a continuing evolving process and as such 
tools, implementation and ways of working need to be continually 
reviewed to ensure they are meeting the needs of all parties.. 
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The Overall Desired Outcomes  

1. Increase the levels of specialist support for Disabled survivors of 

violence/hate crime through the development of skilled Hate Crime 

Advocates. 

2. Enhance prevention of Hate Crime by raising awareness and 

ensuring survivors are supported and recognised sooner. 

3. Improve quality of support through evaluation and 

communications policy work. 

Further reading and research “Hidden in plain sight- Inquiry into 
disability related harassment”. Equality & Human Rights Commission. 
(August 2011).   

Glossary of Terms 

Evaluation Reporting on the outcome of a project based on 
a set of usually predetermined objectives. 

Monitoring Reflecting on the information currently available  
and whether improvements or changes need to 
be made to the information collection process 
going forward. 

Qualitative Data Information gathering technique based on 
individual or group views. 

Quantitative Data Is data that can be counted or expressed 
numerically. 

Data Data is a set of values. Data and information or 
knowledge are often used interchangeably. 

Gatekeepers An individual who will monitor and manage 
requests coming into a business. 

Pilot Before undertaking a full project, you might 
work with a subset of service users to try out 
different evaluation techniques known as a 
pilot. 

Cuckooing A situation where a group of people take 
advantage of a Disabled individual, move into 
their house and conduct illegal activities. 

ASB Anti-Social Behaviour. 

GDPR General Data Protection Regulation. 
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Injunction A court order by which an individual is required 
to perform, or is restrained from performing a 
particular act. 

 

 

 

 

 

 


