Freephone 24hr National Domestic Violence Helpline
0808 2000 247

Purpose of the Helpline

The purpose of the Helpline service is to provide an effective 24 hour Helpline to respond to victims and survivors of domestic violence and abuse by offering information, support and referral to other services, to increase the safety and protection of abused women and their children and to empower them to make informed choices about their future.

The Freephone 24 Hour National Domestic Violence Helpline, run in partnership between Refuge and Women’s Aid, is at the heart of a co-ordinated national response to domestic violence, providing a gateway for women in crisis. 
The core customer base of the Helpline and the group that the Helpline is best equipped to respond to is women. This recognises that domestic violence and abuse is a gendered crime; rooted in societal inequality between women and men, which happens disproportionately to women. The Helpline will and does however, also provide support to:

· Friends and family seeking to support women and children who are experiencing, or who have experienced, domestic violence and abuse
· ‘Professionals’ supporting women and children experiencing domestic violence and abuse.

Men calling the Helpline will be also provided with initial support and will be signposted to specialist services that work with male victims of abuse. 

The Helpline is a crisis service that prioritises the safety of women and children and will assist them to a place of safety in a refuge if that is necessary or will empower them with information and support to make their own arrangements for safety.  Where necessary the Helpline will signpost callers to the most appropriate national, regional or local service or agency.
In order to access referral information, the Freephone 24hr National Domestic Violence Helpline use Routes to Support (RtS), the UK-Wide database of domestic abuse services and refuge vacancies.  Routes to Support, a unique resource, as the information it contains is updated continually and vacancies are added by the services themselves.  It is a secure system available to eligible refuge and community based services across the UK.  Refuges are asked to update their vacancies daily, on-line, to enable the Helpline and other agencies to make appropriate referrals. The database contains important service information to enable appropriate referrals such as specialist services for particular groups such as BME women or women with complex needs, facilities and resources for disabled women and support for children.  It also gives details of how to refer to a service, including non-public telephone numbers and information about out of hour’s referral procedures, which is invaluable for the Helpline.

Calling the Helpline is often a woman’s first step towards safety. Leaving a perpetrator is the most dangerous time for women experiencing domestic violence, with roughly 75% of all domestic violence homicides recorded in England and Wales occurring at this time. Being able to discuss safety planning and exit strategies in advance is therefore crucial to a woman and her children’s welfare and survival. The Helpline is the primary referral mechanism to the network of domestic violence services available across the country, facilitating immediate access to emergency accommodation, outreach services, and advocacy support for women pursuing legal justice through the courts.

 It gives women the chance to discuss options for action and to empower them to change their life and their children’s lives. The Helpline is staffed 24 hours a day by fully trained female helpline staff and volunteers. Helpline staff respond according to caller's needs and may for example:

· Refer women (with or with out children) to emergency safe accommodation.

· Provide information about legal, housing or welfare rights and options and signpost to relevant services and professions.

· Carry out online crisis and safety planning.
· Offer emotional support and (if appropriate) signpost to counselling services. 

· Refer women to face-to-face support via community based drop-in or outreach domestic violence services in their locality

· Signpost callers to the online Survivors Handbook and other available resources.
To ensure that as many women as possible get the support and information they need the helpline operate a voicemail service so that women can be called back at a time convenient and safe for them.  Whenever possible we will prioritise emergency calls – and where appropriate encourage non-priority callers to first visit our website - www.nationaldomesticviolencehelpline.org.uk - for information and initial support.  We also offer an email service for people who cannot, or who would prefer not to, use a phone. In an average year over 3,000 emails are answered by the team. 
In addition to offering confidential support and information, Helpline staff are a valuable source of practical help and information about housing rights and entitlements, information on getting injunctions or reassurance about calling the police.

The Helpline offers telephone translation services for callers whose first language is not English and BT Type talk for callers with hearing difficulties.

Due to high call volumes it is not always possible for a caller to connect immediately to a member of Helpline staff during the peak times of 8am to 4pm, Monday to Friday, but there is a voicemail service that provides information on, safety, alternative sources of assistance and allows callers to leave a message to be called back.  Messages are checked regularly and calls returned if it is safe to do so.  Callers are also reminded that the Helpline is a 24 hour service and if their call is not urgent they are invited to call outside of these peak times.
Helpline Statement of Values
The National Domestic Violence Helpline works within an agreed set of values. These values are:

· Promoting safety of callers and their dependents.

· Believing

· Working in a non- judgemental way/demonstrating unconditional positive regard

· Respecting confidentiality

· Working in a non- discriminatory way

· Empowering survivors through offering options and choices

· Maintaining professional boundaries

· Being a supportive team member

· Giving callers the time to talk
· Taking responsibility for keeping knowledge up to date and practicing reflectively
General information about domestic violence is available on the National Domestic Violence Helpline website:

 http://www.nationaldomesticviolencehelpline.org.uk
