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Foreword
By Elisabeth Carney-Haworth OBE & David Carney-Haworth OBE

Our children deserve the utmost support, 
understanding, nurture and love from all of those 
who are charged with caring for them.
Many children walk into to school each day with a 
metaphorical backpack full of pain, anger, fear, shame and 
worry; others have backpacks filled with joy, hope, excitement 
and love and some have backpacks with a mixture of emotions.

And yet we ask our teachers to do the impossible - to ‘teach’, 
to ‘educate’ these children without the ability to see inside each 
child’s backpack.

But Operation Encompass shines a light into a child’s living 
experience, giving teachers some kind of understanding, 
some kind of insight into what a child brings with them into 
school each day. Not just on the days that there has been an 
Operation Encompass notification but on each day.

To enable teachers to support our children we need to support 
the teachers - they need to be able to secure immediate access 
to a professional who can listen to their concerns and help them 
explore a range of strategies that they can use with the children 
in their care.

Stronger teachers lead to stronger children. 
Hence the unique Operation Encompass Advice and 
Helpline - a creative and powerful way in which we can 
support children by supporting their teachers.

We believe that this free Advice and Helpline helps our  
country address requirements placed upon us as part of  
the Istanbul Convention, especially as children are now  
recognised as victims of domestic abuse in their own  
right in England and Wales.

A simple concept which has already had the most profound 
effect in those schools that have availed themselves  
of this service.

It is what early intervention really means:

It does not rely on external interventions which can be  
costly, difficult to access and certainly not immediate in  
their implementation.

The advice from our helpline is immediate - it is helping schools 
to provide safe, secure, nurturing relationships within a safe, 
secure and nurturing environment for all our children.

‘Try to understand me, then try to support me but most  
of all love me enough to want to support me’.
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Executive Summary
An evaluation of the Operation Encompass Advice and 
Helpline service was carried out between October 2021 and 
March 2022. During this time 4 participants were interviewed 
to gain greater insight into the effectiveness of the helpline and 
how this is sustained over time. In addition, feedback has been 
gathered during each call (over 700 in total) over the last 14 
months which has been included in this evaluation. Feedback 
has also been included from the Psychologists who give advice 
on the helpline which is provided by Psychology Associates.

Results showed that the there was an overwhelming positive 
reporting of the usefulness of the helpline. This was due to the 
existence of this kind of immediate support and to the quality of 
the psychologist especially their compassion and competency. 

The impact of the advice and support highlighted how the 
helpline had encouraged and facilitated using strategies, 
sharing advice and increasing confidence in their practice. 
Longer term effects were also considered and implementing 
longer term planning and need for child specific advice were 
themes that emerged. Direct impact on the child was also 
considered as well as recommendations for improvements. 
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Introduction
This semi-structured qualitative study aimed to investigate the 
effectiveness of the Operation Encompass (OE) Teachers’ 
Advice and Helpline for schools and how this is sustained over 
time.  The helpline has been in place since April 2020 and 
feedback is sought and reported on routinely during each call 
by the Psychologist who answers the call. This study was an 
attempt to discover more about the experience of the caller  
and to explore any longer term outcomes for the caller or wider 
school communities as well as seeking further recommendations 
for improvements and understanding any views on the 
limitations of the service. Phone interviews took place with  
the callers between October 2021 and March 2022. 

The helpline was established during the COVID pandemic 
which was a period of stress and isolation for many teachers 
as well as most families. Information about the helpline 
was distributed at a time when education staff were being 
inundated with COVID related information and ever changing 
expectations and policies. Post-COVID, schools have been 
incredibly busy re-adjusting to new ways of working and 
catching up on teaching of missed subjects, while dealing 
with staff shortages. The degree of call uptake needs to be 
considered within this context. 

It is the first helpline that is open to all staff and is confidential. 
It is a unique service and goes partway to providing a 24 
hour helpline service as recommended within the Istanbul 
Convention, to which the UK signed up in 2012, to prevent 
and combat violence against women and domestic violence. 

The well-being of education staff is an important factor when 
considering the quality of teaching, retention of staff and the 
emotional containment of the children. One of the aims of the 

helpline was to help staff think about and implement strategies 
to protect the emotional well-being of children who have 
experience of domestic abuse. It has also been recognised that 
an important effect of the helpline has been to help teachers 
feel more supported, thereby improving their own emotional 
well-being placing them in a stronger position to help the 
children they work with. 

In addition to providing Psychologists for the advice and 
helpline, Psychology Associates also facilitates and delivers 
free training events to education staff in partnership with 
Operation Encompass to help raise awareness of the helpline 
and domestic abuse and promoting healthy relationship issues. 
There have been four trainings to date which have been well 
attended and received overwhelmingly positive feedback. A 
summary of this can be found in appendix 2.

Materials and Procedure
Psychologists on the helpline originally obtained consent 
from the caller for a follow up call between September and 
December 2021, while receiving routine calls. Once the 
Psychologist received consent, the participants’ contact details 
(either mobile number, email or both) were then forwarded to 
the researcher to schedule an interview. The researcher was 
an under graduate Psychology student on placement with 
Psychology Associates with no involvement with the helpline or 
OE, under the supervision of an Educational Psychologist. 

Consent was received from sixteen callers and four were 
interviewed (reasons for the difficulties in getting the volunteers 
to participate in the interviews are discussed under ‘limitations 
to the study’). Details such as gender, age and other personal 
information was kept anonymous. 
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The geographical areas of the interviewees’ schools was 
obtained. Interviews were conducted over the phone however 
not audio recorded; the interviewer, using a constructed 
question template (see appendix 1), noted the answers down.  
A semi-structured interview guide contained an initial 
introduction designed to introduce participants to the format 
of the interview and to re-affirm consent. These questions 
attempted to understand in more detail the experience of the 
caller and how the advice and support has been used on a 
personal and systemic level as well as identifying possible 
limitations of the service. Participants’ interviews lasted  
between 10-15 minutes and debriefing was not necessary  
once concluded. 

The questions formed natural clusters and under these the 
answers were analysed using thematic analysis. Various  
themes were identified and are discussed in the ‘Results and 
Discussion’ section. 

In addition to these service evaluation specific interviews, 
Psychologists ask for continuous service feedback with every 
OE advice and helpline phone call. The themes that emerged 
from this service evaluation are regularly supported by this 
additional immediate feedback from the helpline. Some 
additional quotes have therefore been provided from this 
feedback and clearly marked as such.

Feedback from the Psychologists was also sought in relation  
to their experience of providing support. These comments have 
been included under the relevant sections and identified clearly.

Limitations to the Study
There were some challenges during the recruitment process for 
participants. Although 16 educational staff members initially 
consented to be part of the study, when they were followed up, 
many were unavailable for various reasons including: sickness, 
maternity leave and non-responsiveness. Even after contact had 
been made and mutually convenient times arranged for the 
interview with the researcher, the potential participant was 
often unavailable at the arranged time.  

This could be a reflection of the busyness of education staff as 
well as there being a spike in COVID at the time, placing more 
pressure on staff resources. The isolation rules were still in place 
at the time and many schools were forced to shut due to staff 
shortages. The researcher used all possible methods of contact 
provided including email, mobile and school numbers to try to 
contact the potential participants. 

All records of contact with potential participants have been 
logged, keeping note of reasons for not responding and/
or availability. As a result, some of the data in this study was 
limited to four participants that used the helpline, gave consent 
and completed the interview. 
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Results and Discussion
Based on the question template, the questions were grouped 
into the following clusters: 

	 Demographics

	 Usefulness of the service

	 Impact of the advice and support

	 Change over time

	 Direct impact on the child 

	 Recommendations

 
Themes emerged under each cluster and quotes have been 
provided to illustrate these. 
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Demographics
As previously mentioned, the helpline is used  
nationally. The participants in this evaluation were based in 
Cornwall, Birmingham, Hastings and Leeds. This demonstrates 
the wide geographical reach and breadth of the helpline. 

Participants had a variety of roles including; senior learning 
mentor and pastoral manager, designated child protection 
and behaviour support worker, SENCO and DSL and lastly a 
head teacher (including; DSL, teaching, safeguarding and child 
protection). Interestingly, all interviewees had more than one 
role within their job that involved interlinking responsibilities.

Two of the participants had used the helpline once. Two others 
had used it twice.

Usefulness of the service
All participants were asked to rate the helpline in  
terms of usefulness between 0 and 5. Every participant rated 
it between 4 and 5. One of the participants who rated it at 4 
explained that in order to get a 5 they would have appreciated 
a 2 day course discussion with the Psychologist. This indicates 
that overall the helpline was viewed by the participants as 
either very useful or vital and would value the opportunity for 
more time with the Psychologist if made available.

The theme of quality of the psychologist emerged from this 
group of questions. This highlights the appreciation of  
having free access to a highly qualified Psychologist through 
the helpline. This is a rare resource within schools and staff 
have commented about this in the helpline phone calls. The  
two sub-themes that emerged under this were Compassion  
and Competency. 

Compassion
Participants felt listened to and heard by the Psychologist.  
One participant explained ‘Having someone to talk to  
for a start…’ had a significant impact on what had been 
useful from the help line call. This suggests that some school 
staff may struggle to find the right support at the right time 
within school to talk about the well-being of the children in 
relation to domestic abuse or other related issues. There is 
also very little time within the busy school day to take time to 
think and reflect upon a child’s emotional needs. The helpline 
provides this space.

The helpline also provides a safe and confidential space to 
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explore their own feelings and responses to the information  
they have received or their concerns about a child’s well-being 
as well as receiving practical advice. This helps to enhance 
their own emotional well-being and resilience in order to 
provide emotional containment for the children they work with. 
If education staff feel emotionally contained, it is 
likely to have a positive impact on the outcomes of 
the children.

Additionally, the participants described the Psychologist 
as “calm” and “open”, this could suggest the absence of 
judgement or hierarchy and demonstrates an ability to meet 
the caller’s needs with a compassionate approach. This 
suggests participants found the psychologists’ quality of being 
compassionate as an important factor when offering support. 

‘The lady I spoke to she was very calm…’

(The psychologist was) ‘…very open,’
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Competency 
Furthermore, competency emerged as a theme to describe the 
qualities of the psychologist. One participant described the 
clinician’s qualities as ‘brilliant’ and ‘very resourceful’.  

Participants reported how helpful it was to speak to someone 
with a high degree of expertise and knowledge on the 
psychological effects of trauma and the child’s particular needs. 

‘The person knew what they were talking about and 
pointed me in the direction for the right advice’

‘the advice was good and the advisor was very 
knowledgeable and helpful’ 

Overall, the participants placed high value on the advice and 
support given by the Psychologist. The Psychologists degree 
of competence was a significant factor in the usefulness of the 
service they received. Some commented that the advice was 
new and different from what they may have received from their 
direct education colleagues. 

‘Brilliant in giving answers, asked if I had any 
questions…very resourceful’

‘…fresh perspective on a particular case”

‘mindset of looking at it slightly differently’.

Other examples from routine calls that support this theme 
include:

“Helpful - first port of call - speaking to someone is  
really valuable.”

“You’ve been fantastic”.

“This has been so helpful… it has been great to  
talk to someone else and think about next steps  

to inform our response and help the family.  
It’s great to get another opinion and some helpful 

guidance about how to progress.” 

“extremely helpful…I’ve been writing things  
down and what you have said really helps us… 

given me great ideas”.

The feedback from the Psychologists who provide advice in 
relation to this theme includes:

“I feel we are able to provide emotional containment 
and empathy for stressed staff - I think this is a huge part 
of the helpline and often captured in a comment before 
ending the call e.g. “So helpful to talk it through or have 

someone who understands to talk to”.
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“It has been clear how much the staff in schools 

need and value the immediacy of such support, the 
opportunity to have a ‘human voice’ that brings 

a psychological lens and can offer a high level of 
expertise, guidance and support ‘in the moment’.”

“There has been, without any exception, a very positive 
response from callers that have fed back the usefulness of 
advice, and time to talk through concerns with someone. 

This has impacted on their own wellbeing, provided 
validation, assurance and often some alternative or 

new actions for them to take forward. There has been 
a sense of gratitude, relief, and appreciation that this 

advice is freely available without any referral systems or 
paperwork involved”.

“There’s been a real diversity of experience, knowledge 
and competence in the people whom I’ve spoken with 
thus far on the helpline (parents, teachers, therapists, 

pastoral care leaders, DSL’s) I think this is why 
therapeutic skills are helpful in answering some calls - 

adapting language and support accordingly”.
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Impact of the advice and support
The sub themes that emerged under this cluster were Using 
Strategies, Sharing Advice and Increasing Confidence in their 
Practice.

Using strategies
Many participants praised the strategies given by the 
Psychologist, one participant kept a record of every strategy 
provided to refer back to when needed. Another participant 
described the impact being about the strategies provided not 
only helped the child, but the whole family:

(in describing what was helpful) ‘the practical advice 
given and support i.e. strategies to help with the child 

and the family’

‘I have quite a bit of experience but the helpline gave 
strategies I was unaware of’ 

(The strategies) ‘Worked with the child and family, now I 
always ask for permission to ring and allow the parents 
to be aware, give the parents any advice and work with 

the child with any given strategies’  

Another participant gave an example of how the advice had a 
positive impact on one of their students:

‘I used all the strategies suggested such as emotional 
literacy, such as painting, was open with him (the child) 

and gave him a talking card so he [the child] is now 
able to leave the classroom whenever he is overwhelmed 

without having to give an explanation’

Other examples from routine calls that support this theme 
include:

“It’s been really helpful; I’ve been scribbling away”

A comment from the Psychologists on this theme included:

“Callers often comment that there has been a  
useful suggestion or two which they will think about 

putting in place following the call”

Sharing Advice

Although the helpline Psychologist only advises one person at 
a time, participants stated that sharing strategies and further 
information and advice with all colleagues is a standard 
practice at school and the advice from the helpline follows 
this process. One participant stated they are the only person 
available to call the helpline within their school. It is then their 
role to disseminate the help and advice. Therefore, suggested 
strategies may have affected even more individuals (both 
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teachers and students) across the interviewed schools than 
anticipated.  This implies the helpline is having an impact 
on whole schools and Multi-academy trusts as well as the 
individual teacher and child. Comments made included:

‘We have a system, an internal communication called 
CPMS. Lots of schools use this to record info from 

behaviour issues to child protection, to home issues, any 
of the helpline info is put on there as evidence, every 

member of staff has access to the information and can 
tag any member of staff to the information’

‘We have a DSL meeting once a week  
where we go through anything we’ve done  

like that and share with the deputies’ 

‘The pastoral team have used it….who work with  
families as well as the children – any advice is  

passed on to the teaching staff’ 

Use of the OE website and the 
sharing of this information was also 
highlighted as the caller had been 
directed to this in the call:

‘and I was able to use the 
websites provided’ (to share  

with the staff team)

Other examples from routine calls that support this theme 
include:

“The caller told me that our conversation  
had been extremely helpful and that she now  

had some good ideas to go back to the TA with  
and some broader plans for support.”

“Following a call to the helpline for advice and 
guidance for a particular child of concern, the caller 
then explained they would be feeding this back to the 
Headteacher Lead (for 3 other schools in the area) to 
explore further opportunities for coordinating support”

“A helpline call led to a request for a ‘Conference 
call’ involving different schools. This went ahead with 
staff from 2 schools including Headteachers, Senior 

Leadership Team and Designated Safeguarding Leads”

In their feedback a Psychologist noticed:

“It has felt very meaningful work to be involved with, 
knowing this is helping individual staff, that will often be 
cascaded within schools (and has led to staff briefings 
and wider training) to the benefit of so many children 
and young people. The additional resources provided 
as part of the helpline have also been extremely well-
received when these have been shared during helpline 

calls and during OE training sessions”.
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Increasing confidence in their Practice
Participants described feeling more confident in their work after 
using the help line. Some participants echoed the helpfulness 
of the feedback, suggesting the service has boosted morale by 
providing reassurance in their work. Examples of how it has 
been helpful include:

‘In a positive way [affecting practice]  
very helpful feedback’ 

‘I’d like to hope to think anything I learn makes  
me a better practitioner; I’d probably use the  
helpline again if I was in a similar situation’

One participant commented that the helpline has helped  
them in:

‘Decision making, how to actively support a child, 
anything to support the family’

This suggests the service has provided more than individual 
advice, it has had an impact on self-efficacy and this has been 
reflected in their ability to support students.

‘Gave me more confidence in what we are  
actually doing is on the right lines and doing  

the right thing for our children’ 

Other examples from routine calls that support this  
theme include:

“Thank you so, so much, this really does help me… 
this service needs to continue as it helps me,  

staff in school…supporting the children”.

From the feedback from the Psychologists, one commented:

“It is clear that staff with varying levels of  
knowledge and understanding are calling and this  

is reflected within the range of roles/positions.  
The helpline is able to provide tailored advice and 

guidance, building in wider psycho-education and links 
to further resources/training as appropriate”. 
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Change over time 
A theme that emerged from this question was  
implementing longer term planning and need for child 
specific advice. These themes highlight that using the 
helpline was an integral part of putting longer term 
plans in place as well as providing child specific 
advice on a case by case basis over time.

Implementing longer term and strategic planning
This theme emerged from the callers ability to think, formulate 
and put a longer term plan into place after their discussion with 
the Psychologist. One participant explained the information 
provided has helped them:

‘In a positive way, very helpful feedback from one lady 
in particular has helped them (the staff) to formulate 

plans of support to put in place’. 

Additional feedback from the calls indicated that a conference 
call generated  as a direct result of the helpline:

“… informed strategic planning and cascading 
information, guidance and advice to all staff”

The helpline has also allowed education staff to think about 
outside agencies that can also be contacted to help the child 
and family. This has allowed for more multi-agency and 
systemic planning and working.  

‘…when I did use the helpline, involving another  
agency helped the child indirectly because it  

supported the family as a whole’.

(using the helpline) ‘means they (staff) are able to  
share ideas and develop a plan with colleagues,  
getting new ideas and professional input which  

they may not have thought of previously’. 

Need for child specific advice
This theme covered the need to talk with a psychologist on a 
child-by-child basis, as the advice may need to differ depending 
on the particular situation. 

‘As a school we look at each case individually,  
there are similar experiences but very unique to them, 

not one size fits all. I tend to ring again on every  
case because of this. What I found with two  

different times I rang, I had very different advice.  
Would ring again as it is really valuable’ 

The caller valued that the advice was nuanced and particular 
to each child, rather than homogenous. This highlights the need 
and importance of individual support and advice on each child 
if required.

A Psychologist commented in their feedback:

That “providing tailored support for the child/young 
person and contributing towards school culture” – was  

a huge element of their experience.
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Direct impact on child
One participant described how the advice had a  
direct impact on the child; the suggested strategies (previously 
mentioned) had made a significant improvement for their 
student. Another participant had a student struggling who 
needed space from the classroom on multiple occasions, the 
advice given has now allowed him to leave whenever he 
becomes overwhelmed, which removes the anxiety of having to 
explain himself and therefore, directly impacting his well-being 
during class time. This has increased his engagement with 
learning and improved his capacity for social development. 

‘He (student) has calmed down a lot, I first had  
him come to me nearly every morning and afternoon 

(when he kept leaving the classroom), now  
I haven’t seen him this week’ 

Feeling empowered to contact another agency also led to 
improvements for some children. This has also been highlighted 
in the previous theme of Implementing Longer term planning.

There was recognition that the helpline can not always 
immediately solve the issues, but equipping the staff with 
increased confidence and strategies to be able to respond 
to the child’s needs has had a direct impact on the child. In 
some cases it has allowed the child to talk more about their 
circumstances and feelings which can lead to positive change. 
One participant noted:

‘Realistically it’s not a magic wand, in my experience it 
gives them permission to open up about their situation”  

Recommendations 
Some recommendations were made for additional  
services/direct support for the children and parent  
experiencing domestic abuse such as a helpline for the  
children and groups for vulnerable women or men.

‘we need something for the women that come in,  
family sessions, children groups, and something for  
who is the victim and give guidance to the adults’. 

‘Peer support group’ (would be helpful)

‘Intensive support for the child (is needed), which is  
more than the school can offer, we can offer  

counselling but it is very specific for these children,  
not just the helpline, the country needs this’ 

Altering timings
Most participants suggested they would change the opening 
times for the helpline (currently 8am-1pm) as “mornings are 
usually more busy”. Some participants reported having the 
help line open in parallel with school hours (8am-3pm) would 
be more appropriate “because a lot happens during that time 
at school”. Teachers may be unaware of student concerns 
during OE’s current timings; also, teachers may not always 
have availability to call due to lessons, meetings and other 
commitments. 
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 Evidence from the regular data gathered shows that 40% 
of the current calls occur outside of the hours of 8am to 
1pm. Thus, in addition to the mornings, participants suggest 
there would be more opportunities to call if the service had 
availability in the afternoons. Some quotes included:

‘Needs to be more till 3-4pm or  
10-2 in the middle of the day’

‘8-3 would be ideal, give more time in the afternoon’

‘It would be better if it tied in with school hours 
(3:15)…1pm is a bit early’

Other examples from routine calls that support this theme 
include:

“School day would be better in terms of timings”

“Fed back that it would be better if could call later  
(NB Call was at 1pm and they’d tried calling the  

line just after 1pm past 2 days)”

Comments on how to improve the service from the Psychologist 
included:

“Extending (the helpline) across the school day”

Improve Advertising & Understanding
It was commented upon that not all schools and education 
settings are aware of the helpline and this was put down to 
lack of advertising and marketing. Two participants commented:

‘Yeah, I would recommend it, if it was more advertised 
it would get more used, the advice was good and the 

advisor was very knowledgeable and helpful’

‘It was responded to very quickly which was good, 
maybe they don’t advertise it enough, (the helpline) 

wasn’t my first thought when I needed advice’ 

From helpline in house meetings within Psychology Associates, 
it has been noted by the Psychologists on the helpline that 
some callers are confused between the OE service and the 
helpline. Callers sometimes phone asking for more information 
about the incident of domestic abuse, rather than support and 
advice. However when they are informed about the purpose 
of the helpline, they make use of the support and implement 
the advice. Perhaps increased advertising, information and 
awareness about the helpline could improve uptake of the 
helpline and reduce the number of misunderstandings. 

There was a strong recommendation that the 
helpline remains available permanently. The 
participants would also recommend that others use the  
helpline. One participant could not make any recommendations 
for improvement:

‘I don’t know if the helpline could do  
any more than they already are’  
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Another caller summarised their experience as such:

‘Most definitely (would recommend the service), she was 
fantastic in her response, so many different strategies 

and what to do with it , helped me feel more confident, 
allowed me to ring back at any time. As I’m new at the 
job, it was really useful. I think your service is excellent 

and something we need’

Some examples from routine calls that support this theme 
include: 

“Would definitely like the helpline to stay in place long 
term. Would like to still be able to call for advice”

“Yes please to helpline being available long term as it 
was very helpful.”

“The lead caller also explained he would be contacting 
the NEU Union as he thinks they will be supportive of 

this helpline and how it is focussing on supporting staff 
to support the students. He was keen to help generate 

interest and uptake to help sustainability and this being 
in place longer term”.

The issue around marketing and awareness raising has 
also been identified by the Psychologists as highlighted 

in the following comments:

“I think it is the ongoing challenge of raising awareness 
of the help and advice line”.

“I always promote the helpline in all my training to 
schools and education staff, I am constantly surprised by 

the lack of awareness of the service”
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Conclusion
In conclusion there was a unanimous positive 
response to the usefulness of the helpline with 
regards to the impact, change over time and direct 
effect on the child. There was no negative comment 
made about the advice and helpline. The quality of the 
Psychologist appeared to be a key component of this impact 
in their compassion and level of competence. Callers greatly 
appreciated the different psychological perspective and level  
of expertise they received from the call and this helped them  
to feel more confident and empowered to plan and make 
longer lasting changes within their system. This also had a 
direct impact on the child.

When considered alongside the continuum of violence 
against women, the advice and helpline could be seen to act 
preventively at every stage. Education staff feeing more 
confident, contained and equipped in their work 
around issues of domestic abuse may well help to 
prevent situations escalating to being even more 
high risk. 

All callers recommended the helpline continue 
permanently. Suggestions were made about extending the 
time and availability of the advice and helpline. However, it 
was also highlighted that there is a lack of awareness across 
schools of the helpline and it’s purpose. More advertising and 
information sharing was recommended. 

Eleanor Manning 
Undergraduate placement student 
Psychology Associates
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Appendices 
Appendix 1 – Interview Script
Psychology Associates

OE Advice and Helpline Service Evaluation Questions 2021

“Hello please may I speak with ………

My name is Eleanor Manning from Psychology Associates who 
run the Operation Encompass Advice and Helpline for teachers. 
I am phoning because you have previously given consent to 
a colleague of mine on the helpline to take part in our service 
evaluation. I would like to ask you some questions about the 
service and how you have used the advice. It will take up to 
about 30 minutes. Are you happy to proceed now or would 
you like to arrange a more convenient time?”

When they agree “I am not recording this interview but I am 
writing your responses in your own words to the questions. Do 
you give consent to continue?”

1.	 What is the geographical area of your school?

2.	 What is your role within the school?

3.	 How many times have you used the advice and helpline?

4.	 �Are you aware of anyone else in your school using the 
advice and helpline? How many and how many times have 
they used it?

5.	 �With regards to your or a colleague’s experience of using 
the advice and helpline, how useful was it? (0-5)

6.	 If so, what was useful about it?

7.	 How did you use the advice?

8.	 �Did it increase your awareness and understanding of how 
to support a child affected by Domestic Abuse? If so in 
what way?

9.	 If so, did you share this with your colleagues?

10.	Did it affect your practice in any way? How?

11.	 �Has any change (personal, organizational) been sustained 
over time?

12.	 �Have you noticed any effects on the child/children subject 
to an OE alert after applying advice from the helpline or 
as a consequence of contacting the helpline?

13.	 �Do you have any suggestions or recommendations to 
improve the advice and helpline? 

14.	 �Would you alter the timings (currently 8-1pm)?

15.	 �Would you recommend the continuation of the service? 
Why?
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Appendix 2
Summary of free training feedback provided by Operation Encompass and Psychology Associates:

Training Name Training 
Date/Time

Number 
of Places 
Booked

Feedback

Recovery and Resilience 
Planning in Schools and 
Education Settings - Exploring 
the Increased Risks of Domestic 
Abuse Post Lockdown – A 
Virtual Training and Reflection 
Session

20th 
October 
2020, 

80 •	 “It was all incredibly helpful, thank you so much.
•	 “Thank you, the training was most helpful.”
•	 “Thank you – it was just fantastic to hear about you. You are shining brightly in these difficult 

times.”
•	 “This was great, informative and full of facts and ideas – many thanks.”
•	 “This was a really helpful training. It reinforced my learning and helped remind me of the 

importance of schools. I will certainly share the message with schools that I work with.”

Supporting Healthy 
Relationships and Child Victims 
of Domestic Abuse in Schools 
and Education Settings

12th 
October 
2021, 

97 •	 “I really enjoyed the vibrancy of the session.”
•	 “That was absolutely amazing as usual. A nice bite size training and with lots to think about.”
•	 “Thank you - very helpful information and positive ideas to take forward.”
•	 “Super presentation. It was clear and helpful and I felt very comfortable to ask any questions. 

I’ve taken away a lot of great advice from today.”
•	 “I found the training really informative and relevant to my work. Thank you so much.”

Supporting Healthy 
Relationships and Child Victims 
of Domestic Abuse in Schools 
and Education Settings

30th 
November 
2021, 

97 •	 “This training was really informative and easy to follow – the gold standard in training.”
•	 “A huge thank you – such an important area to flag and I will be sharing the support line with 

colleagues and signposting to Operation Encompass.”
•	 “This was really useful information. I work with young people in care and this will easily 

enhance the work that I do.”
•	 “The hosts were very knowledgeable, able to answer any questions and offer further 

resources.”
•	 “I really enjoyed the training. Your wealth of knowledge is amazing and it is so wonderful to 

know there is so much wonderful work happening for our children and young people. Thank 
you.”

Supporting Healthy 
Relationships and Child Victims 
of Domestic Abuse in Schools 
and Education Settings

25th 
January 
2022, 

85 •	 “Thank you so much for this very informative training.”
•	 “I found this very useful as I was unaware of a lot of the information and resources.”
•	 “Thank you so much for all of this advice, information and awareness. It is all very useful for 

my role in my primary school setting.”
•	 “A very interesting, enjoyable and useful course. Both speakers were very knowledgeable and 

were easy to listen to.”
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