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Section 13 - Identification, Disclosures and 
Referrals into Specialist Domestic Abuse 

Support 
 

Total referrals into commissioned support services in 2015/16  
In 2015/16 there were a total of 5,833 referrals into the commissioned high risk and medium and 
standard risk services. This is the total for the referrals to the high risk service, all police triage, 
DASH risk assessor, outreach and helpline activity123. See the table below. 
 

 

Change in referrals between 2014/15 and 2015/16 
The 5,833 referrals latest in 2015/16 (see table below) was a 9% reduction in the previous financial 
year 2014/15 when a total of 6,410 were referred and the first reduction in the last four financial 
years. It is however still significantly higher than activity of 2013/14 when just under 5,000 referrals 
were received.  
 

 
 

                                                           
1
 Information taken from 2014/15 and the 2015/16 PMFs for the high risk and medium and standard risk contracts 

2
 Data is not unique individuals; therefore some victims may have been referred more than once to the service, or may have been referred 

to a number of different services. This applies to all financial years.  
3
 Monitoring of data in the PMF changed between years for the helpline and dash risk assessor. Where possible these have been 

separated. The DASH risk assessor referrals are discussed in the health section, and all health referrals are included in the total for the 
year.  
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The reason for the reduction is a fall in the number of police referrals to the medium and standard 
risk service a reduction of 23% from 2,857 in 2014/15 to 2,197 in 2015/16. This amounts to 660 
fewer referrals and even when inappropriate police referrals are removed, there is still a reduction of 
604. See later on in this section for more information on police referrals triaged by the medium and 
standard risk service. 
 
When the police referral activity is removed, there has been a noticeable 2% increase in overall 
referrals from 3,553 in 2014/15 to 3,636 in 2015/16. High risk referrals increased by 7%, outreach 
referrals by 2% and the helpline activity has stabilised (0% change). 
 

Breakdown of contacts with Support services 
High risk – the top three referrers into high risk support are the police, housing and other specialist 
domestic abuse support services. These three service types also saw the most significant increase 
in the number of referrals in 2015/16 compared to 2014/15 (+54, +29 and +32). 
 
Medium and Standard risk outreach service - the top three referrers into the outreach service are 
Children and Young People’s services (including MAST), the high risk service and the helpline. 
Referral activity as a whole and for all referrals remained on par with the previous year with the 
exception of floating support referrals which increased significantly by 17 compared to 2014/15. 
 
Health referrals are split by the type of services (A&E, GP, Midwifery), therefore are not listed in the 
‘top three’. When counted together health contribute 16% of all referrals / contacts with the 
helpline and structured specialist support services (952 out of 5,833), and when the helpline 
data is removed health services are around 31% (525 out of 1,544) of all structured support 
from IDVA and outreach.  
 

 For full referral activity details on the helpline see later on in this section, go to Section 15 for 
High Risk Services and Section 16 for the Outreach (Medium and Standard Risk) service.  

 

The Domestic Abuse Citywide Helpline 
The helpline service is commissioned by DACT (Sheffield City Council) and is part of the Medium 
and Standard Risk contract. The Sheffield Domestic Abuse Helpline has been available in Sheffield 
since 2010 and is a free phone number: 0808 808 2241.  
 
The citywide helpline provides support to the general public (victims, relatives, those who may be 
concerned for another individual) and for professionals (e.g. health, police, housing, social care, 
voluntary sector). The Sheffield helpline is the only dedicated helpline available within the four local 
authorities, unique in South Yorkshire although other cities such as Nottingham and Manchester 
have locally commissioned helplines.  
 
The helpline is free to access from any telephone line (mobile or landline) and is staffed by 
experienced workers, who have local knowledge which is essential for sign posting and referring 
victims towards the best support service to meet their needs). Contact with the helpline workers can 
also be made via email, should that be the preferred method of contact.  
 
Helpline workers can answer quick questions that people may have e.g. regarding civil law options 
available, they can complete a comprehensive risk assessment, provide safety advice and refer 
and/or signpost into support. They can also refer to the local refuge provision via the Supported 
Housing Pathway or search the national refuge database where this is required. It is an accessible 
service as calls can be taken in a range of languages and all genders can use the service.  
 
The Helpline contracts specifies the provider should offer a 24/7 service during the contract period. 
In January 2017 the helpline will extend its open hours to 8am to 8pm Monday to Friday (60 hours 
per week) and activity will be monitored closely to understand the impact of this change. Activity will 
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be monitored closely in the months ahead, to ensure that any decision to change to the contractually 
agreed 24/7 service and the need is there and therefore a feasible option going forward. 
 

Helpline Activity45 
The helpline is contracted to receive 1,400 calls per annum, of which 565 are required to be from 
health providers. In 2015/16 the helpline received a total of 2,092 calls, of which 427 were from 
health. The total is significantly higher (31%) than the contracted amount but the total of health calls 
is lower than expected (by 138).  
 
The total calls to the helpline in the last year suggest that on average the helpline receives 
around six calls per day.  
 
The main calls into the helpline are from professionals (together amounting to 57% of all calls).A 
further breakdown is as follows:- 

 Self-referrals (individuals) amounted to 833 calls or 43% of total calls. This is an average of four 
victim calls per day. 

 Children’s and Young People’s services (including MAST) amounted to 210 and 10% of calls 

 Health referrals amounted to 23% of the total helpline calls. Midwifery and health visiting 
services are the main health services contacting the helpline. 

 Housing services have seen a significant increase in the number of contacts to the helpline 
between the two years, with calls almost doubling: an increase of 40 calls in 2015/16. 
 

One of the roles of the helpline is to provide safety advice to the victims, which includes contacting 
the police when concerned for the victim’s safety. Some service users raised concerns over 
contacting the helpline because they were fearful of the police. This demonstrates that there is a fine 
line between the message given to the victim and how it is heard and interpreted.  
 
There is a lot of merchandise available citywide that advertises the helpline number for victims to 
pick up and/or read (posters, leaflets, business cards etc). Feedback from service users found that a 
number of them had used the helpline and had picked up the business cards in libraries and in the 
doctor’s surgeries. This shows that cards are picked up and actively used. There is a continued 
need for the business cards to be available across Sheffield in a variety of locations and services, 
and restocked. DACT supply cards to a range of services.  
 
It is forecasted that during 2016/17 the volume of calls to the helpline will remain at the same levels 
as they have for the last two years and therefore it is expected that the annual target for calls will be 
over achieved. Calls direct to the helpline are given priority as they are inbound calls.  
 
There is currently enough capacity in the helpline to receive more calls than commissioned for, 
because police triage calls (despite being lower than 2014/15) are also at their targeted amount and 
are still being responded to within the time required. Activity is monitored on a quarterly basis as per 
the contracted performance processes. This means there is an ongoing review of capacity and 
activity so any pressures in the system would be identified quickly.  
 

The effectiveness of the Sheffield domestic abuse helpline 
The helpline contract has one effectiveness measure which is that ‘80% of eligible referrals who 
make contact to take up the offer of risk assessment, brief advice/signposting, and/or referral to 
services’. Performance activity towards this target is limited, not only because this was a new target 
in the new contract in October 2015, but also because the reporting PMF processes did not 

                                                           
4
 All information is taken from the PMFs provided by the helpline service to DACT. 

5
 The helpline provider is currently Action, who won the contract in 2015/16 and started the contract on the 1

st
 October 2015. All helpline 

activity for 2015/16 is therefore 50% the current provider and 50% the previous provider of the contract.   
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introduce the monitoring of this target until April 2016. Activity in 2016/17 for the first two quarters 
shows the service is currently at 100% and is therefore over achieving on this target.  
 
The helpline outcomes currently measured (and only recently introduced) are the percentage of calls 
where brief advice, risk assessment, onward referral to a service and signposting to a service are 
provided. Of the total calls a number of outcomes may be offered (e.g. a victim may get assessed 
and referred to a service). The latest activity in 2016/17 YTD6 finds that 10% of all calls resulted in 
the victim receiving a formal risk assessment, 36% of callers were given brief advice, 42% of callers 
were signposted to another service and 26% of callers received a formal referral to another service.  
 
Given this is new information there is a continued need to monitor the outcomes in 2016/17 and use 
this information when introducing further effectiveness targets for the helpline.  
 

Action – Continue to monitor the health referrals to the helpline, to ensure the health referrals 
target for the helpline is achieved throughout the duration of the contract period. 

Action - Ensure helpline business cards are available across Sheffield in a variety of 
locations and services, to review the current locations and identify new locations and to 
ensure they are restocked. 

Action – Review the helpline service content on the website with service users and ensure 
the text elevates any victim concerns, and would encourage them to use it.  

Action – The helpline outcomes information needs to be analysed to understand the overall 
effectiveness of the helpline offer and further effectiveness measures introduced to the 
contract specification and an activity review during 2017 is required as the service moves to 
a 24/7 service to ensure this is the best use of resources.  

Triage of Police Referrals 
Triage of Police referrals is a local process to Sheffield. The process is used for police call outs to 
domestic abuse related incidents where the DASH assessment reveals the victim to be at either 
medium or standard risk of domestic abuse. High risk cases are immediately referred to IDVAs and 
MARAC.  
 
At the incident, the victim is asked by the Police if they would like to be referred for specialist 
domestic abuse support.   
 
Where consent is given, the contact details are passed onto the medium and standard risk provider 
and outbound contacts from the provider to the victim are initiated. For those who answer victims 
are offered an assessment, offered a brief intervention including safety advice and or an onward 
referral is made for structured support. 
 
In 2015/16 the police attended a total of 10,749 incidents for domestic abuse7. DACT commission 
the medium and standard risk contract holder to contact 2,000 referrals via the police referral triage 
system each year. This assumes that in one in five medium and standard risk incidents, the victim 
will accept the offer of domestic abuse support.  
 
This target was been achieved in 2014/15 when a total of 2,857 referrals were made however this 
reduced in 2015/16 to 2,197 referrals which was 303 below target and 660 referrals less than in 
2014/15. The table below shows the reducing trend. Since Q1 2014/15 the total referrals per quarter 
have slowly gone down (with the exception of an increase in Q1 2015/16) when they were 859 
referrals of which 656 were appropriate. The most recent information available shows that in Quarter 

                                                           
6
 Information provided by Sarah Cox, Action service manager for the medium and standard risk service. Data is for the first half of the 

financial year 2016/17. This information is to be provided quarterly on an ongoing basis from Quarter 3.  
7
 OPPC, September 2016. Domestic Violence and Abuse (DVA) Crime and Incident Risk Level Comparison 
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2 2016/17 there were 349 referrals of which 203 were appropriate. This is a difference of 510 
referrals between these quarters.   

 

The issue has been raised with the police, and work is ongoing to increase the police awareness of 
the triage system to ensure all victims are offered domestic abuse support via this process. The aim 
is to ensure this important opportunity to offer support to victims is not missed (as the current activity 
suggests this is the case) and for the referrals to increase (at least) to the 2,500 expected per 
annum.  
 

The effectiveness of the Police Triage System 
The effectiveness measures for the service are about the percentage (100%) of victim’s contacted 
following referral and the subsequent proportion (80%) who accepts the offer of support from the 
service.  
 
In the last six months of 2015/16, 98% of all those referred and appropriate had a contact or an 
attempt to be contacted made, which shows that the service is effective at following up the police 
offer. This means that victims are given an opportunity to discuss their situation with a specialist, can 
be assessed, referred into support and receive safety advice.  
 

Successful contacts - Each call with victims can take up to 45 minutes and an additional period 
following the call when input following the call, therefore for those who engage, this can be time 
consuming for the service and the worker capacity commissioned accounts for this.  
 

In 2015/16 there were a total of 1,699 (59.8% of the total) appropriate police referrals and 1,379 
contacts resulted in a successful contact (victim answered) and of these a total of 825 accepted 
some form of support. The majority contacted, 84% (701 victims) received brief advice and were 
signposted to support and 20% (166) had a risk assessment and a referral into domestic abuse 
support. This is encouraging because without this triage process in place it is likely that the 166 
victims who were formally referred into the service may have taken longer to access specialist 
support. 

 
This means that of the total police triage referrals in 2015/16 (2,197), 37.5% are then successfully 
contacted and receive some form of support from the domestic abuse service. This is extremely 
encouraging and suggests that the process is successful.  
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Given that in 2014/15 more police referrals were made than in 2015/16, there is a suggestion that 
the police need to ensure all offers are trained in the support offer, that the offer is made to those 
who are eligible and that the referrals are then made. With more referrals to the specialist team, 
more safety advice can be given and more offers of support can be made.  

Unsuccessful contacts - Around half (874 or 50% of those referred to the service) of the police triage 
referrals engage with the support offered. Some of the reasons for disengagement/ lack of contact 
include victims who have changed their mind and no longer want contact, incorrect contact details 
were taken by / given to the police or the victim does not answer the calls (up to three attempts are 
made). Discussions with service users also suggest fear (of the perpetrator) and changing / 
conflicting priorities may also be included in these reasons.  

Quality assurance of the helpline and police triage calls to victims 
The contract with the provider does not include a quality assurance process of the telephone 
(helpline and police triage referrals) service offered to victims. There are also no formal 
arrangements in place with SCC and the provider to complete case file audits of the helpline, 
although such audits have been held on an ad hoc basis in the past. Therefore it is recommended 
that a quality assurance process is put in place, as an effectiveness measure alongside the process 
targets already in place. 
 

Action –Ensure all police who are attending domestic abuse incidents are aware of the police 
triage system and referrals are made, with a view of increasing the police triage referrals to at 
least 2,500 per annum. Introduce a police triage referral process to the relevant South 
Yorkshire Police intranet page. Activity will be continually monitored to ensure this 
opportunity to offer support to victims is available. 

Action – Introduce a quality assurance process of the helpline/ police triage helpline offer 
which can also be used to explore where there are any opportunities to expand the service 
and the advice given to the victim or professional by the service.  

The Sheffield DACT Domestic Abuse Website 
The DACT website http://sheffielddact.org.uk provides a host of information for services users, 
family and friends of victims and professionals. Pages can be in read in a number of different 
languages. Email contact can be made directly with the helpline service. There are safety measures 
in place for the use of this website, with hide my visits and exit immediately tabs available.  
 
The domestic abuse section of the DACT website had 24,242 unique page views in 2015/16 and 
accounted for 68% of all traffic to the website. The top three pages with the most hits are the:- 
 

 /domestic-abuse/get-help/support-for-women/ (23% of traffic or 5,704 unique hits) 

 /domestic-abuse/      (16% of traffic or 3,914 unique hits) 

 /domestic-abuse/resources/marac-information-and-forms/ (5% of traffic or 1,301 unique hits) 
 

The top three pages with the longest average time spent on them were ‘support for women’, 
‘MARAC forms’ and ‘need somewhere-safe’ which may mean that these pages are being read and 
internet users are finding these sections of particular use. 
 
When the ‘get help’ section is considered in more detail http://sheffielddact.org.uk/domestic-
abuse/get-help/ it is found that this section had over 9,793 unique views (or 27% of the DACT 
website traffic). On the ‘get help’ pages, 58% went to the ‘get help for women’ page, 1,008 (10%) 
accessed the ‘get help’ page (which is shown in the figure below and has details for the helpline) 
and 821 (8%) went to ‘need somewhere safe’.  

http://sheffielddact.org.uk/
http://sheffielddact.org.uk/domestic-abuse/get-help/
http://sheffielddact.org.uk/domestic-abuse/get-help/
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This shows that these pages are the most important on the website and should be reviewed 
regularly and updated when required. 
 
It is likely that the pages are ‘bookmarked’ or on ‘favourites’ as most users accessing these 
webpages enter direct to the page they want (5,194 or 72% of those going to the support for women 
page, went to it directly).  
 
The website ‘get help’ pages are most likely to be accessed on a Tuesday, Wednesday and Friday 
with each day having 18% of the weekly traffic. Saturday has 15% of the weekly traffic, suggesting 
that the website activity is likely to be combination of professionals and victims / those affected by 
domestic abuse. 
 
Two thirds of all website traffic is between the hours of 9am and 5pm and 21% is between 5pm and 
midnight.  
 
The data is extremely encouraging. It shows that the website is being used. The domestic abuse 
section is entered on average 66 times per day, the get help section is accessed an average of 26 
times per day and the MARAC referral form page accessed around four times per day.  
 

Opportunities to explore to develop the website functions 
There is currently no Frequently Asked Questions page on the website. This would be helpful; since 
feedback from services users was that the reservations on contacting support services were based 
on their unanswered questions and their safety concerns. For example could they leave/ flee with 
multiple children? If they left the house would the perpetrator then have control of the tenancy? The 
house is in the victim’s name, what reassurance is there that the victim can leave and still have the 
house to return to? If a victim contacted the support services does it mean the police will get 
involved? Do the police have to contact the perpetrator?  
 
A quick review of the website finds that there is also no information on the website about what the 
police will do in the event of an incident being reported. Some information on this may therefore 
provide reassurance to the victim. 
 
The website does not have an electronic referral form, should a person (victim or professional) want 
to make a referral into support services outside of the helpline hours. This is an avenue to explore 
further.  
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The website has a list of support services in Sheffield. There is also a help@sheffielddact.org.uk 
email which is administered by the helpline.   
 

Action - Write a list of FAQs for service users to read and approve. The list will contain 
information to elevate most of their and other victim’s concerns over accessing support 
services. 

Action – Update the website on a quarterly basis, with particular focus on the get help 
section, get help for women section and the MARAC referral section to ensure all information 
in succinct, up to date and accurate. Consider adding a police tab to the ‘get help’ website 
which would explain the process to the victim and provide reassurance.  

Action – Consider with the DACT web developer and the helpline service how referrals into 
support services could be made using an online referral form and any quick questions could 
be raised by a quick form to the helpline. 

mailto:help@sheffielddact.org.uk

