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HOW TO RESPOND TO A COMPLAINT / REPORT OF AN INCIDENT     Prioritising the safety and wishes of the survivor   A survivor - centred approach puts the safety, wishes and interest of the survivor first, above all other  considerations. This means that the survivor should be  supported and  empowered   to   be in control   of what happens for them . What the survivor needs and wa nts must be at the centre of any  assistance we give. This approach:           Treats the survivor with dignity and respect.           Involves the survivor in decision making.           Provides the survivor with comprehensive information.           Protects privacy and confident iality.           Does not discriminate based on gender, age, race/ethnicity, ability, sexual orientation,  or other characteristics.             Considers the need for counselling and health services to assist the victim/survivor with  their recovery.       Recognising  a b use   The abuse of children, young people and vulnerable adults is not easy to identify.   Abuse begets  trauma.  Trauma disrupts a person's fundamental sense of safety, affecting mental health, behaviour,  and physical well - being. People experiencing trauma can  think and act in unexpected or non - typical  ways.   A child, young person or vulnerable adult may not tell anyone what is happening to them, but  there may be other behaviours/signs that indicate that something is wrong.   Be alert to all forms of  unusual behavi ours.        Listening to a disclosure of abuse   Although there may be possible signs of abuse, care should be taken to establish the facts and  understand the context. Where possible, a discussion should be had with the child, young person or  vulnerable adult b efore drawing conclusions.     It can be very hard for someone to speak about abuse they have experienced, witnessed or heard  about. Often, they fear there may be negative consequences for telling someone. It is vital that any  child, young person, vulnerable  adult or adult who has witnessed abuse can speak out, that whoever  they tell takes them seriously, and that the individual acts on what they have been told.      If a person suspects abuse, they do not need to be able to prove that it occurred and should simp ly  document what they are being told. By submitting an incident report (or informing  the organisation   in another way), this will prompt an investigation by Safeguarding Focal Points who are better trained  to assess abusive situations, identify problems, an d ensure the individual’s safety.      What to do when listening to a disclosure:      Accept what the child, young person or vulnerable adult says;      Keep calm and do not panic;      Do not appear shocked;      Assure them that they are not to blame for the abuse;      Never ask  leading questions, and try not to repeat the same questions;      Never push for information;  
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Prioritising the safety and wishes of the survivor

A survivor-centred approach puts the safety, wishes and interest of the survivor first, above all other considerations. This means that the survivor should be supported and empowered to be in control of what happens for them. What the survivor needs and wants must be at the centre of any assistance we give. This approach:    

· Treats the survivor with dignity and respect.    

· Involves the survivor in decision making.    

· Provides the survivor with comprehensive information.    

· Protects privacy and confidentiality.    

· Does not discriminate based on gender, age, race/ethnicity, ability, sexual orientation, or other characteristics.      

· Considers the need for counselling and health services to assist the victim/survivor with their recovery.  



Recognising abuse

The abuse of children, young people and vulnerable adults is not easy to identify. Abuse begets trauma. Trauma disrupts a person's fundamental sense of safety, affecting mental health, behaviour, and physical well-being. People experiencing trauma can think and act in unexpected or non-typical ways. A child, young person or vulnerable adult may not tell anyone what is happening to them, but there may be other behaviours/signs that indicate that something is wrong. Be alert to all forms of unusual behaviours.  



[bookmark: _Toc216364200]Listening to a disclosure of abuse

Although there may be possible signs of abuse, care should be taken to establish the facts and understand the context. Where possible, a discussion should be had with the child, young person or vulnerable adult before drawing conclusions.



It can be very hard for someone to speak about abuse they have experienced, witnessed or heard about. Often, they fear there may be negative consequences for telling someone. It is vital that any child, young person, vulnerable adult or adult who has witnessed abuse can speak out, that whoever they tell takes them seriously, and that the individual acts on what they have been told. 



If a person suspects abuse, they do not need to be able to prove that it occurred and should simply document what they are being told. By submitting an incident report (or informing the organisation in another way), this will prompt an investigation by Safeguarding Focal Points who are better trained to assess abusive situations, identify problems, and ensure the individual’s safety. 



[bookmark: _Toc213414666][bookmark: _Toc216364201]What to do when listening to a disclosure:

· Accept what the child, young person or vulnerable adult says;

· Keep calm and do not panic;

· Do not appear shocked;

· Assure them that they are not to blame for the abuse;

· Never ask leading questions, and try not to repeat the same questions;

· Never push for information;

· Do not fill in words, finish their sentences, or make assumptions;

· Be aware that the child, young person or vulnerable adult may have been threatened;

· Try to distinguish between what the individual has actually said and the inferences you may have made. Accuracy is paramount in this stage of the process;

· Do not allow personal doubt to prevent the allegation being reported.



[bookmark: _Toc213414667][bookmark: _Toc216364202]At the end of the disclosure:

· Reassure the child, young person or vulnerable adult that it was right to tell you. If they have the capacity to answer, ask them what they would like to see happen next;

· Let them know what you are going to do next, that you need to tell someone else, and that you will let them know what happens;

· Accurately write down what the person has told you. Sign, date and share your notes immediately with a nominated safeguarding focal point. An accurate account is essential in helping those investigating to decide what is best for the person;

· Seek help for yourself if you feel that you need support.






