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COVID-19 will have a detrimental impact on the safety and lives of clients 
affected by domestic violence and abuse (DVA) and their children. Home may 
not be a safe place for those affected by DVA. Self-isolation and social distancing 
may be a dangerous and difficult time for many, as routes to support and safety 
may be more difficult to access or be limited.  

Using the ASK process and supporting clients face to face with enquiries or 
disclosures about domestic abuse aren’t options at present.  

The ASK process (using a direct enquiry as part of the face to face advice 
process by ASK trained advisers and supervisors) can only be used face to 
face. This is because using ASK when the client cannot be seen, and we do not 
know if the client is in a safe and confidential place, can increase the client’s risk. 
The ASK Programme is also designed specifically to be used face to face and can 
only be used by trained advisers when a trained supervisor is also available to 
offer support if required.  

This guidance aims to inform safe telephone and web-chat enquiry 
sessions with clients who disclose experiences of DVA, or indicate during 
the advice session that they may be at risk of abuse, without being ASKed.  

Email enquiries: clients may also disclose experiences of DVA (or they may 
seek specific advice related to their options) by email. Points 3 and 7-13 of 
this guidance are also good practice when responding to an email enquiry.  

Advisers should note that it is unusual for victim/survivors to disclose 
experiences of DVA to someone they have not built up some relationship with, 
and therefore if a client does disclose by phone or webchat, it is possible (even 
likely) that their situation has become a serious concern.  

Leaving a partner, or family member, and the home is a very difficult action to 
take (even without any experience of abuse and without the current Covid 19 
crisis). Many victim/survivors may not want to leave, at least not immediately. 
This decision should be respected. Leaving, and the period afterwards, is often 
when abuse can escalate. Victim/survivors are experts on their situation. We can 
provide options, information, signposting and referrals. We should not 
suggest a client leaves their partner.  
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1. If a client discloses domestic or gender-based violence and abuse, or 
hints that they are unsafe at home, before continuing further with the 
enquiry: 

- Ask the client if it is safe to talk, a simple “yes” or “no” will do.  

2.  Then: 

- Ask if the client is alone to ensure that the alleged perpetrator isn’t 
in the same room.  

Be aware that the alleged perpetrator may be in the house or enter the 
house or room at any time.  

- Ask the client to either terminate the call if the alleged perpetrator 
comes into the room  

- OR (if the client was initially calling about an enquiry not specifically 
about DVA) ensure the client returns to the presenting issue. 

3. If the client indicates it is safe to continue the call or webchat: 

- Ask if the client is in any immediate danger. 

If the client (or children) are in danger, the client should be encouraged not to 
hesitate to get emergency help. These calls are free, so it doesn’t matter if the 
client has no phone credit.  

- Advise the client to contact the Police - Call 999  Text 999 Textphone 
0800 112 999 

- If it's not safe to talk : The client can call 999 from a mobile then dial 
55. The call will be transferred to the police. They will try to help by using 
simple yes or no questions. If the client is not able to talk, they should 
listen to the questions and instructions so the person on the phone can 
arrange help. 

- If the client calls 999 from a landline and says nothing, the call will be 
transferred to the police. The Police will help and they will be able to track 
the client’s location. 

4. If the client is at immediate risk of harm and they cannot get help 
themselves you should call the police. Follow the Immediate risk of harm - 
breaching confidentiality procedure.  

If a client isn’t in immediate danger but you feel they do need help you should 
encourage them to contact the police themselves as this is the quickest way for 
them to get help. You should also consider making a safeguarding referral when 
appropriate (see 10 below). In some circumstances you may need to breach 
confidentiality and call the Police without client permission because of our 
obligations under safeguarding regulations or because the client is at immediate 
risk of harm.  
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5. If the client indicates it’s difficult to talk over the phone: 

- Let them know about web-chat or email options which may be more 
suitable for them. 

- Ask if it’s safe to email them DVA signposting information  

6 . Use ‘closed’ questions when asking about safety and exploring options. 
Questions with ‘yes/no’ answers may help your client share that they are 
being harmed or abused and what they would find helpful, even if they 
cannot talk freely.  

7. Validate the client’s experience with phrases like: 

- -‘I believe you’  
- -‘This is not your fault’  
- -‘I’m really sorry to hear that, this must be very difficult for you’  

8. A client might be in an extremely vulnerable situation if self-isolating 
with the alleged perpetrator. If they can continue with the call or webchat: 

- - Ask the client what might help. 
- -Ask about what support the client has and what support they might 

need.  
- -Ask the client if the abuse is getting worse.  

9. If the client would like support and assistance to: 

- leave the home and seek a place in a refuge or other safe place 
- seek rehousing - note on 2nd May the Government announced new rules 

in England that those leaving their home due to domestic abuse and 
facing homelessness as a result will be automatically considered as 
priority by their council for housing  

- make the perpetrator leave 
- explore safe options but stay in the home 
- seek legal advice about options 
- discuss the situation with a specialist adviser 

 

- Provide details of the relevant support services listed below:  
- In England, the National Domestic Abuse Helpline Number is 0800 

2000 247.  
- In Wales, The Live Fear Free helpline - 0808 80 10 800 Text: 078600 77 

333. Email: info@livefearfreehelpline.wales 
- FLOWS (which is run by Royal Courts of Justice Citizens Advice) have a 

self referral form for clients wishing to obtain an occupation order or 
a non molestation order (see below) 

10. Consider whether a safeguarding referral is needed if there are any 
children and/or adults at risk and follow the procedures for safeguarding 
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Citizens Advice safeguarding. If there are children in the home and the client 
feels in danger you should consider completing a safeguarding concerns form 
and discussing with your safeguarding lead/supervisor.  

11. Clients may also need information about: 

-Their right to leave the home if they are at risk. 

- Understanding government guidelines – because perpetrators can 
misuse guidelines to restrict movement/access to social 
networks/spaces/child contact.  

-Child contact and child maintenance payments. 

- Financial insecurities, job loss, confusion over entitlement to government 
schemes. 

12. At the end of the enquiry remind the client that they may wish to 
delete their search record, or webchat record, if this might put them at 
risk.  

13. During the call/enquiry, or as it ends, you should obtain client 
permission for recording on casebook in line with our GDPR guidelines.  

You should consider asking the client for a nickname to record in the client 
profile rather than the client’s name and you may wish to only record part of the 
client's postcode. You should restrict (lockdown) access of the enquiry 
record. Details about recording DVA enquiries are in the ASK Guidance 
Pack at appendix 3.  

You should then record an Advice Issue Code for DVA (the codes are under 
Discrimination/Hate Crime & GVA) if you provided advice or information.  

14. These enquiries can be challenging. Consider the support you need as 
well, especially after a call. Seek out an opportunity to discuss the call in 
confidence with your supervisor.  

 
National domestic violence and abuse services during 
coronavirus crisis 
 Advisers can sign-post to the following national services - you can also find lots 
of these on our website:  
  

● The Freephone, 24hr National Domestic Abuse Helpline – 0808 2000 247  
● Rape Crisis services – telephone, live chat and Rape Crisis centres  
● National LGBT+ Domestic Abuse Helpline – 0800 999 5428  
● Men’s Advice Line – 0808 801 0327   

● The FLOWS service - phone, email and discussion forum service   
● The Mix - support for under 25s in the UK: 0808 808 4994  
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● Rights of Women - free telephone advice lines   

● Women’s Aid – live chat, email and local services  
● Signhealth – services for BSL and deaf clients experiencing DVA 
● Respect Phoneline – helpline, email and web chat service for domestic 

abuse perpetrators: 0808 8024040  
● Wales, The Live Fear Free helpline - 0808 80 10 800 Text: 078600 77 333. 

Email: info@livefearfreehelpline.wales  
● Imkaan- not a direct provider but lists specialist by, and for, BME 

victim/survivors in all regions  
● Southall Black Sisters 0208 571 9595 or email at 

info@southallblacksisters.co.uk or use the contact form. 
  
Further information on coronavirus and DVA:  

● Government advice page on coronavirus support to DV  
● Safe Lives - Domestic abuse and COVID-19  
● Women’s Aid - Safety advice for survivors  
● Women's Aid - advice for friends, family and community members 

● Welsh Women's Aid - Self care in isolation  
● Surviving Economic Abuse 

 

FLOWS Service - services for advisers and clients seeking legal assistance 
with Non-Molestation Orders and legal advice and DVA  

FLOWS (run by the RCJ LCA) provide CourtNav, an online platform that assists 
with the completion of a non-molestation order. This link 
https://flows.courtnav.org.uk/register will enable survivors to create a direct 
CourtNav account without having to be referred by an organisation or the 
FLOWS team first. CourtNav will be accessible 24/7 and directs survivors to 
domestically accredited legal aid providers who can assist them.  
Survivors can directly register for CourtNav and will be taken straight into the 
CourtNav system. They have also created a discrete self-referral app so that 
women can contact FLOWS without having to call or access an email account. 
The page can be accessed here: https://self-referral.flows.org.uk/   
 
Family Courts  
The Citizens Advice Family Court Domestic Abuse Service pilot is currently 
available to victim/survivors in 12 courts. Hearings are now being heard 
remotely via audio or video conferencing. Victims can access support from the 
Family Courts DVA service by phone using this referral page: 
https://www.citizensadvice.org.uk/familycourt/ 

(This guidance has been adapted from a briefing produced by IRISi (irisi.org), with contributions from 
Women’s Aid, Prof Gene Feder and Dr Joy Shacklock).  
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