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Mending Broken Mirrors: Domestic Abuse User Voice People 
and Professionals Group

Their experiences and views are vital to make sure that local services best meet people’s needs. 
We wanted to make sure that the group’s work looked at the different levels of involvement. 

• How individual professionals listen to voices 
• What each service does to listen and respond to voices
• How feedback can influence ‘the bigger picture’ in planning services and pathways   

across Oxfordshire

Contact Sarah Carter, Strategic Lead for Domestic Abuse, at Sarah.Carter@Oxfordshire.gov.uk 

Thank you to all of the people involved in making this happen, and to everybody who takes 
the time to look through our work. 

The Domestic Abuse Service User and Professionals Group was a meeting of survivors of domestic abuse who are current or previous users of local specialist 
services, a range of local professionals, and a member of Oxfordshire County Council’s Engagement Team. Later named Mending Broken Mirrors, we met four 
times over Spring/Summer 2016.  We wanted to improve the way we get feedback from, and really listen to, the people who use local services. Together we 
found out some key messages about what happens locally now, and shaped what we will do to listen to these voices in the future.  We gathered some good 
ideas about how to involve people, and we built a ‘house’ and worked out what is going on now and ideas for how we can do it better in the future.

To have effective services, we need to listen to the people who use these services.  We found ways to hear the voices of the following people:

Adult victims of domestic abuse

Who do you want 
to hear you?

Children of victims

How do you want 
to tell them?

What help do you want 
them to give?

Young people who could be a 
victim, a perpetrator, or both

Adult perpetrators of 
domestic abuse

We asked:
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The name Mending Broken Mirrors, and the imagery used throughout this booklet, were chosen by the group as 
representative of both the journey of survivors after domestic abuse, and the group’s intention to improve how we 
listen to their voices in strategy and services going forward. Kintsukuroi, the Japanese art of repairing broken pottery 
with a lacquer mixed with powdered gold, treats breakage and repair as part of an object’s history and adding to its 
beauty rather than something to be hidden. The group wanted this philosophy to be visible in our booklet’s design. 
The sunflowers are an indulgence, as our meetings always had fresh flowers (and biscuits) on the table.
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Summary of Key Messages

Feeling SAFE and SUPPORTED in getting help 

Working with PERPETRATORS of domestic abuse

We spoke about what people who use services want, what is being done at the moment by 
professionals in terms of listening to voices, and what could be done to improve finding out and 
listening to service user voices. 

Professionals who work with perpetrators shared feedback on their behalf

Perpetrators want to be able to speak 
openly without being defensive; they want 
to be listened to

Being spoken to respectfully is really 
important and impacts on how you 
‘engage’ with a service 

Meeting, talking and working needs to 
be in a safe place and group members 
expressed anxiety about the impact of 
the restructuring of children’s services 

Effective work with non-abusive parents 
and their children should feel empowering 
and choice-based rather than enforced 

Practical considerations to getting to 
groups (times, childcare, transport) 
are essential and can be the difference 
between someone getting help or not 

Being told what do all the time and not 
supported to change is not an effective 
approach
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There are lots of issues emerging around services for survivors of domestic abuse. At the moment these include:

Gaps

• There’s no clear ‘move on’ from Refuge and it feels like there are constant knock backs. Domestic abuse needs to be in the Housing Strategy and housing providers need to be part of 
planning and partnerships 

• Quotes from Oxfordshire Domestic Abuse Service include:  
“Housing is massive in this.” 
“People need a light at the end of the tunnel; the need for certainty in time of turmoil.” 

• There are really long waiting lists for support, such as counselling and mental health services 
• There are lots of issues that come as a result of being in temporary accommodation, like survivors and children not being able to access services
• People from Black, Asian, Minority Ethnic and Refugee (BAMER) communities can be ignored and their needs not met. They need to be included. Each group needs to be heard;  

everyone should be heard
• Police support can be too centred around court and prosecution – it’s not just about that for survivors and families 
• Programmes for perpetrators are vital 
• Work with 16 - 17 year olds is an unclear area and professionals need training to know how to best work with this age range and feel confident in doing so
• There are serious concerns about the changes to children’s centres and the impact this may have on preventative and early intervention work with children experiencing abuse
• When moving on from one service to another the handover period is important; people don’t want to have to repeat their story over and over again and professionals should inform one 

another where relevant
• Agencies need to talk to each other and reflect together, especially when they’re working with different members of one family

• Lack of a whole family (‘think family’) approach: When the abusive parent and non-abusive parent are staying together it is useful for perpetrators to undertake programmes as well as 
survivors of abuse. It is also better for recovery when non-abusive parent and child groups for therapeutic interventions happen at the same time

• Young people aged between 18 and 25 years: There is a significant gap in support for this age bracket; unless they are a care leaver most service involvement ends at 18 years old. These are 
emotionally young people.  Are adult services tailored enough to their needs? 

• BAMER communities: Those experiencing abuse in these communities are generally not coming forward; we need to make sure we hear their voices and we work in a way that works for 
them

• Female perpetrators: there’s no specialised support available
• Under 11s: There’s very little help and support for young children who are victim and witness to abuse and almost nothing for under 5s. There’s also very little for children under 11 who 

perpetrate ‘child on parent’ violence
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Making feedback count and working with feedback

Where could we do better?  

• When working with one service, feedback emerges about experiences of another – how is 
feedback amongst services shared at the moment? Could there be protocols and processes to 
improve how this is shared? 

• Could user voice be brought together into one shared agency forum? How would we do this?
• Could we have an agreed protocol to get feedback into the right places?
• How can we ensure that people find out what has happened as a result of their feedback? 
• Are exit surveys done consistently? How are these shared? How are these used to affect 

change?
• Online and social media – is this a potential area for us to develop? 

Positives

Challenges 

• Contract and quality checks of commissioned services by Oxfordshire County Council have 
been helpful in listening to service user voice and making changes happen

• The Building Respectful Families adolescent on parent violence programme has a feedback loop 
that means the programme is highly adaptive to the needs and experiences of those on the 
course

• Oxfordshire Domestic Abuse Service (ODAS) work with children in refuge in a playful, creative 
and fun way as this is the way children say they want to be worked with

• In some larger organisations ideas from service users are escalated and then nothing happens. A 
better feedback loop may be needed and / or a route of influence so voices are heard

• There are examples of information that comes from service users through one organisation not 
always getting to, or being adequately acted upon by, the organisation that the feedback   
is about
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Who do you want to hear you? How do you want to tell them? What help do you want them to give?

As an activity in our meetings group members reflected on the help those affected by domestic abuse want, and how they want to access this. The table below is a compilation of the responses.

Who do you want to hear you? How do you want to tell them? What help do you want them to give? 

Women victim/
survivors
and the 
professionals 
who work with 
them

• Someone who can give practical help 
• Oxford City Council 
• Everyone 
• Someone to properly listen and advise, support and be honest 
• Someone who cares, is experienced, non-judgemental, takes 

time to listen  
• Local Authority
• Police
• Council
• Amongst people with the same issues
• Housing
• Support Services
• Court system: providing restraining orders to clients, 

professionals and police Referrals / Dashes to be completed by 
all professionals 

• Police / complaints and they are rude (lost statement)
(Uniformed police woman said “well why don’t you leave - I 
would have, I wouldn’t have stood for that.”   
“But they are always like that” - referring to the police)

• Face to face but I would also like to be able to get help by 
phone or online

• In writing 
• Raising awareness by public talks, events, conference talk 
• In my own time 
• Home 
• Safe place 
• Let me be myself – everyone is different in how they respond 

and react – allow my feelings – denial, avoidance, anger etc 
• Face to face - because it has the power appeal to the heart
• Want to know and understand the effects my domestic 

violence relationship has had on my children
• With support from legal organisations such as shelter, as often 

refused help via housing register
• To provide them with training. Include solicitors and inform 

them of champion training. But it’s whether they have the time 
to attend

• Phone/email

• Access to housing when I’m ready to leave refuge  
• Realistic options and steps as to how to get help and also I 

want to be able to get support with whatever action I choose 
to take 

• Spreading the awareness of domestic violence through the 
media and any other public means of communicating 

• Advice, support and practical help 
• I don’t always know
• A way out, listen to me and believe me 
• Advice but don’t tell me what to do 
• Allow me to tell my story in my own way on my own terms
• Understanding change and action
• Then I would like help in “fixing it”. Teach our children healthy 

relationships, early
• Clear pathways for domestic abuse victims, similar to homeless 

pathway for women in refuge
• Understanding, pro-actively, empathy, tailored to individual.
• As above, awareness information is key
• Listen, keep documents together
• Better understanding and training from officers. 

Young People • Professionals who can do something to change it
• Someone (an adult) to ask me
• Someone I know and like (already have a relationship with)
• Professionals I already get on with
• My family; social worker; support worker – those who can help 

and understand
• No-one. Couldn’t tell anyone

• Without actually having to directly say what I want to say
• Face to face in private 
• Face to face, 1-2-1 in private 
• When I am ready, when I feel like it
• When the person I want to tell is there and available 
• Safely (I worry about getting myself into trouble or someone 

else into trouble)
• In my own time, online / anonymous
• His mum and sister knew but didn’t do anything - just said he 

was just like his dad

• Acknowledge that they understand, do something to change it. 
Tell me what was done 

• Support, to be heard and understood. To protect and advise
• When I am ready 
• Don’t rush me, respect my confidentiality 
• Keep my family together 
• Don’t talk about my business and spread it around 
• Info about what is going to happen next 
• More support so I knew I could have help and get away from 

him

Perpetrators • Social care 
• Partner
• Making changes 
• No one 

• Speak to them (as in face to face) • Listen
• Understand
• Support
• Be positive
• Be non-judgemental
• Assist in changing my behaviour

Children of 
Victims

• Social workers
• Education
• Someone I know

• Through the child’s voice
• To be heard and not judged

• To treat every young person as if they were the most 
important student case they have

Child on Parent 
violence (CPV) - 
Families

• Social workers
• Professionals 
• School
• Young people / parents 

• Speak to them 
• Want to be believed and for people to know the isolation and 

fear

• Support
• New ideas
• Understanding 

Child on Parent 
violence (CPV) - 
Organisations

• Funders
• Other professionals

• Presentation and info about, and demonstrating the impact of, 
CPV and building respectful families

• Funding, financial help
• Hours, time 07
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Our house
As an activity in our meetings group members shared some examples of the ways in which service user voice is currently heard and responded to across Oxfordshire, and some examples of what 
will be added in future as a result of our learning. The table below is a compilation of the responses.

Victims Children of Victims Young People as Victim and / or Perp  Perpetrators

Strategically • Oxfordshire Domestic Abuse Service has 
contract and quality reviews by Oxfordshire 
County Council where residents are consulted 

• When commissioning domestic abuse 
services Oxfordshire County Council has a 
service user on the interview panel

• Donnington Doorstep is in the process of 
securing funding which will enable them 
develop a young people steering group 

• Stonham Home Group has audits where 
commissioners meet with young people in 
the supported housing service for feedback 
on their service provided 

• Learning from the Aloud project will be used to inform strategic development and commissioning 
of new services by Oxfordshire County Council

• Learning from the Mending Broken Mirrors work will be used to inform strategic development and the commissioning of new services. Oxfordshire County Council will be facilitating a new User Voice 
Coordination Group. Service Users will also have the opportunity to be involved in the implementation plan that came out of the strategic review

As a service / 
programme

• Building Respectful Families tailors the 
programme to the families on it and the 
co-ordinator’s discussions with families are 
fed back to facilitators. There are also three 
evaluations throughout the programme 
and another three months after to track 
outcomes

• Oxfordshire Domestic Abuse Service 
completes exit reviews with refuge residents, 
house meetings, 1:1 meetings, contact with 
managers to escalate any issues

• Leys Children’s Centre does case studies 
looking at experiences from beginning to end 
of support period with staff and family input 
and reflection. Used as a self-evaluation tool 
and fed into development

• Leys Children’s Centre produces case studies, 
focusing on mothers and their children, with 
service users input

• Leys Children’s Centre no longer uses 
the domestic abuse outcomes star as an 
evaluation tool following feedback that it 
wasn’t user friendly and/or useful

• SAFE! Project clients complete evaluations 
and provide feedback at the end of their 1:1 
programme 

• Building Respectful Families feedback loop as 
outlined in victims column

• Stonham Home Group writes to service users 
and asks for feedback, as well as taking part 
in surveys 

• Donnington Doorstep holds ‘youth voice’ 
events. These are open access sessions for 
young people to express and share their 
thoughts and opinions for staff to escalate or 
support with the next steps. These are held at 
the Donnington Doorstep Centre with food 
provided and travel costs reimbursed

• Any future perpetrator programmes 
developed for Oxfordshire clients will include 
ways of collecting the voice of service users, 
such as via exit interviews, for a responsive 
service and strategy

As an 
individual

• Oxfordshire Domestic Abuse Service has an 
informal feedback loop; where issues are 
raised with staff these are escalated and then 
outcomes fed back to service users

• Building Respectful Families has an informal 
feedback loop as above

• Oxfordshire Domestic Abuse Service staff 
are listening through play and expression via 
children’s worker in refuge

• Community Rehabilitation Company has 
an informal feedback loop; those on the 
Building Better Relationships programme 
can feedback to key worker in 1:1 sessions, 
this is then fed back to programme staff and 
influences programme delivery.
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Listening to voices and being involved – getting it right 
• The work must make a difference
• Managers should hear and act on what they’re told 
• Service users should be told what’s happened as a result of their voice and involvement and thanked for their input
• Make sure that everybody is heard, different people need different things; make sure service users represent a range of 

ages, ethnicities, religions, sexualities and gender identities
• The relationship must not be exploitative; participants must be valued and compensated wherever possible
• This kind of work can bring stuff up for people who have experienced domestic abuse, and they have a right to get help 

from a professional known to them before and after their involvement
• The safety of service users is at the heart of suitable involvement
• Survivors of domestic abuse shouldn’t be expected to bring their own stories to the table and share them unless that’s 

their choice, rather only their thoughts about the services available
• Professionals should speak in plain language, avoid ‘service speak’, and make sure everybody understands
• Service user voice involvement is vital and cannot be an optional extra to services and strategy

Evaluation feedback from Mending Broken Mirrors: 

       I’ve learned there are a lot of 
people behind domestic abuse 
running services. I’ve learned that I 
am not alone.  Coming here makes 
me feel less alone.  – Service User

       It’s been really lovely to know that 
all this is going on and that everybody is 
trying to help.  It’s a big deal coming here 
– don’t underestimate the anxiety, nerves 
and depression.   – Service User

       You can get quite cynical, it’s 
been really nice, it’s been a really 
good experience of involving people 
in a way that matters and feels 
good.         – Service User

      I feel optimistic for 
the future because 
of this work.     – Professional

       I was involved with ‘Child J’ and this 
part is for her.  We have to have ways of 
people being involved and being heard.  
We can’t not listen to people.  We have to 
break the cycle of not listening and then 
we will have a huge impact.           – Professional

       It’s been great to 
be in a group with 
service users.     – Professional

“
“

“

“

“

“

“
“

“

“

“

“
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More Chances For Us To Listen 
Mending Broken Mirrors showed us just how much we need to listen to the voices of those using 
domestic abuse services, and how much enthusiasm there is from survivors, their families and 
professionals for this to be a central part of our work in future. 

Going forward, Oxfordshire County Council will be facilitating a new User Voice Coordination Group 
for domestic abuse services and pathways. Service users, and service user voice leads from key 
organisations, will meet twice a year to pull together and act upon all of the work and learning from 
different agencies, and address the ‘questions to consider if we want to do this better’ on page 3.

Oxfordshire County Council has recently completed a Strategic Review of Domestic Abuse and is 
now inviting service users to be involved in as much of the implementation plan as possible. Some of 
the opportunities for involvement include:

Sitting on the tender panel for Oxfordshire 
County Council domestic abuse service 
commissioning

Providing feedback on the specification 
for the domestic abuse pathway
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Involvement in the development of our 
domestic abuse communications strategy

Involvement in our domestic abuse training 
development work
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       People are like stained-glass 
windows. They sparkle and shine 
when the sun is out, but when 
the darkness sets in, their true 
beauty is revealed only if there 
is a light from within.

“ 

“ Elisabeth Kübler-Ross


