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“The RSQM and TPQM … offer assurance to both those 
commissioning services and victims that the services on  
offer are of a high standard. I urge any organisation that delivers 
RJ or RJ training to apply for the relevant quality mark.”

Dr Phillip Lee, Parliamentary Under Secretary of  
State for Victims, Youth and Family Justice
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RJC films launched
To mark International Restorative Justice Week, the RJC 
released six new films that tell the stories of people who  
have participated in restorative justice. They include the  

stories of Emma, a survivor of rape, Annabel,  
a burglary victim, and Jason, who was  
convicted of possession of a firearm and  
armed robbery. They explain why they  
chose to take part in restorative justice and  
how they benefited. The films are available 
at www.restorativejustice.org.uk/IRJWfilms.

White Paper supports use of restorative 
approaches to tackle violence in prison
The Ministry of Justice has published 
Prison Safety and Reform, a White 
Paper setting out their 
plans for reform of the 

prison system. It proposes establishing an 
overarching statutory purpose of the prison 
system, empowering governors and employing 
more staff to improve prison safety. The 
White Paper also encourages governors to take a restorative 
approach to dealing with lower-level violence.

Restorative justice successes at the  
Howard League Awards
RJC member and Restorative Justice 
Quality Mark (RSQM) holder Remedi 
won the prestigious Organisation of 
the Year award at the Howard League’s 
2016 Community Awards, which 
celebrate the country’s most successful 

community projects encouraging desistance from crime. The 
Restorative Engagement Forum’s Police/Youth Engagement 
Project won in the restorative approaches category. The runner 
up was the Cambridgeshire Restorative Justice Hub.

 
Victims’ Commissioner calls for wider access  
to restorative justice
Baroness Newlove, the Victims’ 
Commissioner for England and Wales 
has released the second part of her 
review on restorative justice and 
called for more victims of crime to 
be offered restorative justice. The 
report recommends that Police 
and Crime Commissioners should 
consider how they monitor the 
number of victims being offered 
restorative justice and that police 
and restorative justice service providers 
should develop local procedures to ensure 
the offer of restorative justice is consistently applied.  
This report is discussed in more detail on page 25.

http://www.restorativejustice.org.uk/irjwfilms
mailto:safi@restorativejustice.org.uk
http://www.restorativejustice.org.uk
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Happy New Year and welcome to the 
 first Resolution of 2017. By the 

time you’re reading this I will just be 
back from a much-needed Christmas 
break after a very busy 2016 for the RJC 
and the restorative practice field.

Among a number of other important 
events, a handful stand out as of real 
significance for the restorative practice 
field. The first, inevitably, was the 
result of the European referendum. 
Not only will the Brexit process tie up 
the government in complex and time-
consuming negotiations for at least the 
next two years, limiting capacity for work 
in other areas, but it also led to a change 
in prime minister, a new cabinet and 
a whole new team of ministers in the 
Ministry of Justice and the Home Office.

Dr Phillip Lee is now the minister at the 
Ministry of Justice with responsibility for 
restorative justice. In a video recorded 
for the RJC’s AGM in November he 
said: “My vision is for good quality, 
victim-focused restorative justice to be 
available at all stages of the criminal 
justice system so that victims can access 
it at a time that is right for them”. This is 
a welcome restating of the government’s 
commitment to restorative justice, which 
is invaluable in ensuring its ongoing 
development.

Second, amid a slew of government-
initiated reviews and other reports, 
some real positives emerged. Martin 
Narey’s review of residential children’s 
care promoted the use of restorative 
practice, as did a review of the 
criminalisation of children in care chaired 
by Lord Laming. The report of the Justice 
Committee’ inquiry into restorative 
justice strongly backed it being made 
more widely available, as did a review 
of restorative justice services by the 
Victims’ Commissioner. Whatever their 
impact individually, collectively these 
reports serve to maintain momentum 
around restorative practice and to keep 
pressure on the government to ensure 
that progress continues to be made.

The third, as the year came to an end, 
was the growing consensus around 

the need for radical criminal justice 
reform. Riots in Bedford, Birmingham 
and Swaleside prisons, among others, 
focused public attention on a prison 
system that has been pushed to 
breaking point. The problems inherent 
in the structure of the new probation 
landscape also began to publicly 
emerge. The prisons White Paper, Prison 
Safety and Reform, is a first step, but it 
increasingly feels that something more  
is required. This may, and should, 
present opportunities for the restorative 
justice field.

An example of the sort of work that 
could flourish in a justice system that 
is better focused on rehabilitation is 
Charlotte Calkin and Paul Mukasa’s 
innovative work, described on page 
four, to reintegrate prisoners with their 
families. Using a restorative approach, 
they aim to rebuild a prisoner’s family 
links by tackling the harm caused to 
the offender’s family by both their 
offending and their time in custody. The 
case described here demonstrates the 
significant impact that it can have.

Another area where the justice system 
will need to do more is in dealing with 
fraud, which has become an increasingly 
prevalent problem, in part due to the 
opportunities created by the internet. 
As discussed on page 12, it can have 
a particularly significant impact on 
the elderly, and restorative justice 
can play a vital role in helping victims 
to get their confidence back. This is 
important, valuable work that makes a 
real difference to vulnerable people. It’s 
encouraging to see it happening and to 
hear about people who it has helped.

Because it is – as always – the stories 
of people who have participated in 
restorative justice that I find most 
compelling and inspiring. Rachael’s 
experience of meeting the man who 
killed her husband in a road accident, 
which she also discussed at our AGM, is 
a powerful reminder of the difference 
that restorative justice can make. 
“Restorative justice gave me everything 
that I failed to get from the traditional 
justice process,” she said, adding:  

“I got answers, and some peace of 
mind.” Similarly, Alli’s account of meeting 
the man who broke into her house 
shows how, in her words, restorative 
justice has helped her to “address the 
pain and begin to move forward”.

Meanwhile Hannah’s story, recounting 
how restorative justice helped her to 
rebuild her relationship with her son 
after he attacked her, demonstrates 
how restorative practitioners are using 
restorative justice in some of the most 
difficult and challenging situations. It’s 
not easy, nor is it a quick fix. But done 
properly, with the support of experts and 
other agencies, restorative practice can 
make a real difference. And it is making a 
difference, not only in the justice system 
but also in schools, care homes and 
communities around the country.

As we head into 2017, I am therefore 
feeling optimistic. There is, though, 
clearly still much work to do. And that is 
where you, our members, come in. We 
need your help to enable us to do our 
job. We need the stories of people who 
have participated in restorative justice 
and examples of innovative restorative 
work. As always, if you are able to help 
please do not hesitate to contact me. In 
the meantime, enjoy 2017 and thank you 
for your support for restorative practice 
and for the RJC. 

Jon Collins 
Chief Executive, RJC

Introduction
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Marianne*, a persistent offender,  
  was nearing the end of a prison 

sentence and wanted to take part in 
restorative justice with victims of a 
series of burglaries she’d committed. 
She was put in touch with Charlotte 
Calkin and Paul Mukasa from Restorative 
Gloucestershire. Six of Marianne’s 
victims wanted to participate in some 
sort of restorative intervention and 
Charlotte and Paul facilitated two 
conferences shortly after her release.
Charlotte said: “Marianne was really 
struggling at the time. She was in hostel 
accommodation, and over the course of 
doing the conferences with her, we came 
to realise how perilous her situation 
was in terms of the support that she 
needed.”

Marianne’s relationship with her 
family had broken down, and she was 
struggling with feelings of isolation. 
She had a history of drug abuse, 
and although she had stopped using 
while in prison, staying off drugs was 
becoming a challenge. Paul said: “All 
of Marianne’s problems seemed to 
stem from needing more contact 
with other people. We signposted 
her to various support organisations 
and volunteering opportunities, but 
she never really engaged with any of 
them. She just kept coming back to the 
issues she was having with her family, 
particularly her mother.” 

Charlotte added: “It was very clear 
to us that if she was going to make it, 
she needed more support than she 
was getting. Paul and I thought about 
whether it would be helpful to have 
a restorative intervention between 
Marianne and her mum, to heal some of 
the harm there, and we were starting to 
explore that option before circumstances 
changed.”

Marianne’s boyfriend was released 
from prison shortly afterwards, and the 
situation quickly spiralled out of control 
when they both started using drugs and 
committing burglaries again. Marianne 
ended up back in prison. Her case 
received a great deal of local publicity, 
and Charlotte got in touch with the 
victims who had taken part in restorative 
justice with her. “Interestingly, they 
didn’t see Marianne’s reoffending as 
a failure,” Charlotte said. “They were 
very clear that while they were sad 
to hear she was back in prison, they’d 
gone through restorative justice for 
themselves, not for her, and they’d got 
what they needed from it.”

A year later, Charlotte received a call 
from Marianne’s probation officer. She 
explained that Marianne hadn’t felt 
she’d had enough support the first time 
she was released, and that she wanted 
to take part in further restorative work if 
Charlotte and Paul thought it would help. 
“I don’t trust many people, but I trusted 
Charlotte and Paul,” Marianne said. 
“They weren’t tied in with probation, or 
the police and I felt that they were there 
to help me. They seemed kind.”

“Marianne’s two triggers were lack of 
purpose and loneliness,” Charlotte said. 
“She’d been in a miserable room in a 
hostel where there was drug use, and 
there was an inevitability about her 
reoffending. She’d been hugely impacted 
by meeting her victims the first time 
around, but it just wasn’t enough.”

Paul and Charlotte agreed that Marianne 
needed more support, but this time they 
decided that it would be more useful 
to look at her relationships with her 
family than with her victims. Charlotte 

said: “As is so often the case, Marianne’s 
mum Linda* was as much a victim in 
this situation as anyone else, but it was 
completely unrecognised. Marianne 
had stolen from her to support her drug 
habit, but like many parents, Linda had 
never actually reported it.” Marianne, in 
prison for the second time, was feeling 
the rift with her mother keenly. She said: 
“I’d tried calling my mum, but she didn’t 
want to speak to me. I really regretted 
what I’d done, and I was lonely – I just 
wanted my family back.” Charlotte 
and Paul talked to Marianne about the 
possibility of a restorative intervention 
with Linda. 

“I hadn’t been in contact with Marianne 
while she was in prison, and I wasn’t 
sure I wanted to – I’d had enough,” Linda 
said. “I’d tried to help her for so many 
years that I was just worn out with it. 
Charlotte and Paul met with me and 
Marianne’s sister. They spent a lot of 
time finding out how I’d been affected 
by Marianne going to prison, and what 
my fears were about being back in touch 
with her. When they described what they 
wanted to do I was a bit sceptical, but 
it made me feel that maybe they could 
help us talk to each other.” 

Linda continued: “I’d been thinking 
about getting in touch with Marianne 
anyway, but I didn’t feel I could do it on 
my own. I’d been through it so many 
times before, and I no longer trusted her. 
But Paul and Charlotte made me feel I 
had a bit more support, so I decided to 
go ahead with the meetings.” Marianne 
added: “Our relationship was not good 
at all. We hadn’t talked about anything 
at that point – how I was feeling, how 
she was feeling or what would happen 
when I came out of prison.”

Initially, Marianne and Linda were asked 
to write a list of things they wanted 
to talk about, in order to manage 
expectations and avoid anything which 
might trigger conflict. Linda said: “Setting 
my boundaries in advance meant that I 
felt safe, and I knew that we would only 
talk about the subjects we’d agreed on.” 
The first of several meetings took place 

Using restorative approaches to reintegrate 
prisoners with their families 

Restorative justice is 
proven to reduce offending, 
but without the right 
support mechanisms in 
place on release from 
prison, many offenders 
quickly return to crime. 
In this article, Charlotte 
Calkin and Paul Mukasa 
explain how restorative 
justice can help reintegrate 
offenders with their families 
and support desistance. 
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10 days before Marianne came out  
of prison.

The meetings were structured in 
the same way as a victim-offender 
conference, with an outcome agreement 
outlined at the end of each session. 
“The first meeting took about three 
hours,” Charlotte said, “and about an 
hour of that just focused on the outcome 
agreement. Linda was very clear that 
for her, giving Marianne money was a 
trigger – it was too closely linked to her 
drug abuse.” Instead, Linda agreed to 
take Marianne shopping on a weekly 
basis to get her food. “They negotiated 
an arrangement where they could tiptoe 
back into a relationship, but with strict 
parameters in place.” 

Linda said: “I felt more hopeful after the 
first meeting, and Marianne seemed 
sincere about wanting to stay off drugs 
and not reoffending. I was still cautious, 

though. I knew things weren’t going to 
be fine overnight.” For Marianne, the 
meeting was also positive. “It wasn’t all 
about what I’d done, it was about how 
we could repair the relationship,” she 
said. 

The first time Marianne had been 
released from prison, she had quickly 
started using drugs. Now, with the 
outcome agreement in place, she and 
her mother were able to put together a 
plan for the whole of her first weekend 
after release to support her desistance. 
Charlotte said: “She wasn’t alone at 
all from the Friday morning of her 
release to the Monday, so she instantly 
overcame the first hurdle of not using 
drugs.”

Over the next few months, subsequent 
meetings were held, and each time the 
boundaries between Marianne and her 
mother shifted slightly as they started 

to trust each other more. “By spacing 
the meetings out over a year, it gave 
Marianne and Linda a safe space to talk 
about issues which would otherwise 
have been highly inflammatory – the 
‘elephant in the room’ stuff,” Charlotte 
said. “We didn’t focus on it all the time, 
but in each meeting we would give them 
a chance to share some of the harm that 
had happened over the years. And each 
time an issue was talked about, it lost a 
little bit of its power.”

Linda found the parameters set by the 
meeting very helpful. “As and when 
things cropped up, I was able to talk 
about them in a controlled atmosphere,” 
she said. “It meant we could talk about 
things without an argument flaring up. 
As the meetings went on, I started to 
understand how hard things were for 
Marianne, and I began to believe her 
more. I could see her side of things, but 
it also gave me the understanding that 
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there was a limit to what I could do to 
support her – it wasn’t always my fault if 
something went wrong.”

Marianne and her mother made cautious 
progress in rebuilding their relationship, 
but the process was not without 
setbacks. Charlotte said: “Marianne did 
start using drugs again during that time, 
but – for the first time – it didn’t result 
in her offending because she didn’t want 
to risk the breakdown of her relationship 
with her mum. It wasn’t worth it.”

A year after Marianne’s release, her 
partner also came out of prison. He 
met Linda for the first time at one of 
the restorative meetings facilitated 
by Charlotte and Paul. “We went to 
his prison with Marianne and Linda 
just before he came out,” Charlotte 
said. “This time, we helped them to 
collectively put ground rules in place for 
his release, which was really helpful.”

Linda said: “I’d never met him and I 
wasn’t keen on them just popping round, 
so it was a really good way of allowing 
me to express any concerns – you feel 
like you can be more honest and open 
in the meetings because there are 
boundaries in place.”

“It hasn’t been plain sailing and there 
have been some tough times, but there 
have been loads of victims not created 
because Marianne hasn’t reoffended,” 
Charlotte said. “If you consider how 
many crimes Marianne and her partner 
were committing on a weekly basis, 
that’s potentially a lot of victims over 
a two-year period. They’re both really 
trying hard to stay clean and out of 
trouble now, and that’s because of the 
building up of the family relationships. 
That’s what’s made the difference.”

Linda said: “Being in contact with me 
and the wider family helps Marianne to 
keep one foot in reality – it keeps her 
grounded. Before, she was isolated, and 
I do think having family around helps. I 
know it’s not easy for her, but she seems 
determined not to reoffend and have a 
normal life.”

She continued: “I can say ‘no’ to 
Marianne now, without feeling guilty. 
And having those boundaries in place 
means that we can have a relationship. 
That wouldn’t have happened without 
Charlotte and Paul – I really needed 
their support, and I’d never had any 
before.”

Marianne is very clear about the 
importance of family support. She said: 
“When my relationship with my family 
broke down, I got into more trouble 
than ever before. I’d been on drugs, but 
I’d never done burglaries or anything 
which had landed me in prison. Without 
them around, I felt so lonely. Having the 
support of your family makes you want 
to try harder to be better at staying off 
everything.”

Marianne and Linda now meet for lunch 
once a week, and are in regular contact. 
Marianne works full time, and she and 
her partner are both off drugs and are 
expecting their first child. “Things are a 
lot better in my life now,” Marianne said. 
“And that would never have happened 
without restorative justice.”

Charlotte and Paul stress the 
importance of recognising that crime 
creates ‘victims’ in a number of 
different ways. “Parents of offenders 
– or anyone close to them, really 
– are often harmed by crime even 
if they aren’t physically injured or 
stolen from,” Charlotte said. “There’s 
emotional damage which can be 
extremely hard to come to terms with.” 

She continued: “The work we did with 
Marianne and her family is an expansion 
of ‘straight’ restorative justice. Each 
meeting strictly follows the format of a 
restorative conference, so it’s not family 
mediation, which wouldn’t have focused 
on the impact of harm in the same way. 
And because the meetings were held 
at three-monthly intervals, the family 
were held to account by the outcome 
agreements between each meeting. 
Over a period of time, the triggers which 
caused conflict between them were 
diffused.”

The evidence for the importance of 
family connections to rehabilitation 
is very robust, supported by a large 
number of studies carried out both 
in England and Wales and overseas. 
Families can both provide support for 
an offender during their sentence and 
help motivate them not to reoffend on 
release. Paul said: “Family support is a 
huge thing for people. What we do is 
allow that support to continue, but with 
boundaries.”

He continued: “Normally, that isn’t an 
issue for parents, but when the daughter 
or son has offended, particularly against 
the family, they need those boundaries, 
and they need to be able to say what 
sort of support they’re prepared to give. 
Having those limitations actually enables 
people to give that support. You have to 
have a series of interventions, though, 
because over time the support they’re 
giving develops, and the need for the 
boundaries decreases as people become 
more trusting. Boundaries, like risk, are 
fluid.” 

Paul and Charlotte are among a growing 
number of practitioners working with 
families in this way. As proposed prison 
reforms place an increasing emphasis on 
rehabilitating offenders, there is reason 
to push for the wider use of inter-family 
restorative conferencing. “There’s a 
huge need for prisons to start doing this 
type of work,” Paul said. “Restorative 
family conferencing can maintain existing 
family bonds and support, which quite 
often deteriorate with people who are 
in prison for a long period. And it can 
also help to mend broken relationships 
which break because of the offending 
behaviour or the prison sentence.” 

Charlotte concluded: “People working 
in prisons need to be able to recognise 
where this type of work could benefit 
offenders in terms of supporting their 
reintegration on release. There is no 
doubt that repairing supportive family 
relationships could be hugely beneficial 
for a vast number of offenders.”

*Marianne and Linda’s names have been changed. 
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In the run up to Christmas, the long- 
  awaited review of the youth justice 

system conducted by Charlie Taylor was 
finally published. Commissioned by 
the then Secretary of State for Justice 
Michael Gove in September 2015, the 
review had reportedly been set for 
publication earlier in the year, with 
its recommendations expected to be 
accepted wholesale. Instead, the fall  
out from the European referendum  
saw Gove defenestrated and the  
report parked.

Finally published, the review sets out 
an ambitious blueprint for a more 
devolved youth justice system. Its main 
recommendations include scrapping 
the Youth Justice Board, abolishing 
the legislative requirement for youth 
offending teams (YOTs) to exist, 
devolving custody budgets, and creating 
Secure Schools (custodial establishments 
set up within schools legislation and 
governed and inspected as schools). 
There is also a real focus on diversion.

The government’s response is arguably 
more modest in scope. The Youth Justice 
Board will, it would appear, survive to 
fight another day. Taylor’s proposal for a 
Youth Justice Commissioner to replace it 
is never mentioned. Any reform to YOTs 
appears likely to be modest and some 
way off, while proposals on courts and 
sentencing are to be discussed further, 
suggesting that they will never get off 
the drawing board. Secure Schools will, 
however, go ahead – this is perhaps 
the area in which the review and the 
government’s response are best aligned.

So, where is restorative justice in all 
this? Taylor’s review, as part of his 

reconceptualisation of the system, states 
that “the needs of victims will be at the 
heart of the youth justice system and 
wherever possible a restorative approach 
will be used so that they can have the 
assurance that the child understands 
the effect of his or her behaviour and, as 
much as possible, puts things right”. This 
is a welcome recognition that restorative 
principles should be at the heart of the 
way in which we deal with young people 
who have offended.

Similarly, when discussing diversion, 
the report states that “the needs of 
the victim must be considered in any 
diversion scheme or intervention, 
and where appropriate a restorative 
approach should be used”. The use 
of restorative justice in care homes is 
championed, as it was in Martin Narey’s 
recent review of children’s residential 
care. In addition the report recommends 
Children’s Panels, a radical new way 
of sentencing young people who have 
offended, and explicitly states that 
restorative justice could play a part in 
the plan that a panel would develop 
to prevent the young person from 
reoffending.

On these proposals, though, the 
government’s response is largely either 
silent or discouraging. Restorative 
justice is never mentioned. Little is said 
on diversion and care homes are not 
discussed. The proposed Children’s 
Panels, potentially genuinely innovative, 
appear stillborn, with the response 
stating that there are a “range of legal 
and practical issues which would need 
to be considered in the design of such a 
system”. There is, it would appear, little 
appetite to explore how those issues 
might be addressed. 

This comes soon after the 
publication of the government’s 
response to the Justice Select 
Committee’s inquiry on restorative 
justice. The committee had 
recommended that “the government 
continue to embed restorative justice 
in the youth justice system and in 
particular consider following the 
model of youth conferencing used 

in Northern Ireland”. In their response 
the government stated baldly that “we 
have no plans to introduce the Northern 
Ireland youth conferencing model at this 
stage”.

It would appear, then, that wholesale 
reform of the youth justice system to put 
restorative justice at its heart is unlikely. 
This is, of course, disappointing. At the 
RJC we have promoted the development 
of an approach based on the Northern 
Ireland model and it’s disheartening that 
this has not yet been taken up.

There are, however, still opportunities. 
The new Secure Schools should embed 
restorative practice into the way that 
they are run. Meanwhile, the best YOTs 
continue to show how restorative justice 
can be mainstreamed within existing 
structures and now that their future 
appears more secure, more must be 
done to ensure that others follow their 
lead. And work in Surrey, for example, 
shows how restorative justice can be at 
the heart of work to divert young people 
from the justice system. Again, it’s an 
example for others to emulate.

Charlie Taylor’s report was, arguably, the 
right report at the wrong time, delivered 
just too late to avoid being caught up in 
the political turbulence caused by Brexit. 
The government is, however, not done 
with it yet, with further youth justice 
reforms due to be set out in the Spring. 
It is to be hoped that these next steps 
make further progress on ensuring that 
restorative justice is available to every 
young offender and their victims.

Charlie Taylor’s review of the youth justice system 
and the government’s response are available 
at www.gov.uk/government/publications/
review-of-the-youth-justice-system.

The Taylor Review, restorative justice and  
the youth justice system

The report of a Ministry 
of Justice departmental 
review of the youth justice 
system was published in 
December. Here, the RJC’s 
chief executive Jon Collins 
explores its findings and 
their implications for 
restorative justice.

Review of the Youth Justice System in 

England and Wales 

By Charlie Taylor 

 

 

December 2016 

http://www.gov.uk/government/publications/
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“It was 22 May, the second anniversary 
of my mum’s funeral, and so it was 
already a difficult day for me. When I 
got home from work with my two young 
daughters, I noticed that all the drawers 
of a piece of furniture that sat in the 
hallway were open, and there was a lot 
of stuff from the cupboard all over the 
floor. I just assumed that it must have 
been my daughters who had caused the 
mess, but when I went into the living 
room all the drawers were pulled out 
there, too, and there was stuff all over 
the floor.  

“I called the police and my partner, and 
then my neighbour to see if they could 
look after the girls. The main thing that 
hit me was that my cameras, which held 
a lot of personal family footage, were 
missing. I had downloaded some but  
not all of it, including the last six months 
of my mum’s life. That was really hard  
to take.

“When I went upstairs I saw that the 
chest of drawers where I kept all of my 
jewellery had been completely emptied, 
and our bedroom had been trashed – 
the burglar had been very thorough. 

“The police arrived, and they were very 
supportive. Losing the footage and the 
jewellery was devastating – I felt like I 
had lost my mum all over again. I wanted 
to show it to my daughters, and to be 
able to hear my mum’s voice and see her 
face. The burglar had denied me that, 
and it physically and emotionally wiped 
me out. The loss of my jewellery was also 
very upsetting. It had huge sentimental 
value for me, and I had looked forward 
to passing it on to my daughters. 

“A couple of months after the burglary 
I received a call from the police saying 
that they had found the offender. His 
name was Tom*, and it turned out 
he was already in prison by then for 
other offences. As there was no follow 
up criminal justice process that I was 

When Alli’s house was burgled, losing irreplaceable 
memories of her mother left her distraught and 
with unanswered questions. Here, she explains how 
restorative justice gave her the chance to tell the 
offender how much he’d hurt her so that she could 
move on with her life. 
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directly involved in, it left a void. I 
received notification of his court case 
and sentencing, and that was the end of 
it. I still had a lot of questions, and I felt 
that I had no closure. 

“A year later, I received a phone call from 
Victim Support. They told me about 
restorative justice, and asked if I wanted 
to take part in the process and meet 
Tom. I surprised myself by being instantly 
keen – I felt a need for something more. 
Two restorative justice facilitators called 
Stephanie and Pete got in touch and 
arranged to come and see me to take 
me through the process. They were very 
thorough, and placed an emphasis on my 
safety and feelings.

“I was incredibly nervous about the 
meeting as I knew it would open up  
old wounds, but I felt strongly that I 
wanted to participate. I needed Tom to 
see the impact and effect of what he 
had done. I didn’t want to shout at him, 
but I wanted him to see how hurtful his 

actions had been. His prison sentence 
was an impersonal punishment, and  
I wanted him to understand the 
personal impact he had had on me  
and my family.

“I felt anxious on the morning of the 
meeting. I was absolutely sure that I 
wanted to do it, but I knew that it would 
also be really difficult for me. When I saw 
Tom, though, I was surprised because he 
wasn’t at all as I had pictured. He spoke 
first, and apologised straight away. The 
process was handled sensitively, and 
it was made clear throughout that the 
process was for my benefit, not Tom’s. 
He looked genuinely shocked when I 
explained the circumstances around the 
burglary. I felt that he was remorseful, 
and that what I had to say had an impact 
on him. 

“Meeting Tom gave me closure. He made 
clear that if he could recover the items 
he had taken that were so valuable 
to me he would, but that it would be 

impossible to do so. That was important 
for me to hear, as it helped me to stop 
hoping that I might get some of it back. 

“After the meeting I felt that I had done 
as much as I could do to make Tom 
understand the real impact of what he’d 
done, and for me there was no mystery 
to him anymore. I would recommend 
restorative justice to other victims. It’s 
important to be aware that it’s not going 
to be easy, but if you feel in your heart 
that it’s a way to move on from what’s 
happened to you then go for it. 

“The restorative justice process has 
definitely helped me to move on. It 
still hurts hugely that I won’t ever get 
my camcorder footage and some of 
my jewellery back, but the process has 
nonetheless helped me to address the 
pain and begin to move forward.”

The RJC would like to thank Avon and Somerset 
Neighbourhood Restorative Justice Panel and Alli 
for sharing her story with us. 
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I  started in restorative justice almost 
  by accident. I’d just retired after 29 

years in the police and wasn’t sure what 
to do next when I saw an advert for a 
restorative justice co-ordinator role. It 
was close to home, part time, with no 
travelling – I thought it would be perfect 
until a ‘proper’ job came up. 

I may have ended up doing it almost  
by accident but I very quickly realised 
the power of restorative justice, and  
I’ve been an advocate of it ever since. 
The last five years have been the best of 
my career.

Initially my role, along with two others, 
was to co-ordinate the roles of the police 
officers and Police Community Support 
Officers who did all of the restorative 
justice work within the force. We’d 
quality assure it, oversee it and do the 
evaluation. After three or four months 
of doing that I felt we were underselling 
ourselves and we needed to deliver 
restorative justice too. 

I arranged for a number of us to do 
three-day restorative justice facilitator 
training jointly with the probation 
service. Since then, I’ve been on various 
training courses. I’ve been on victim 
awareness courses, serious and complex 
courses, and on train the trainer courses 
so I can now deliver restorative justice 
training myself. 

My role now is very varied and I never 
know what will happen from one day 
to the next. I have four co-ordinators 
working for me, and someone working 
in the local prisons. I manage their 
caseloads, make sure we get referrals, 
then risk assess and allocate them.

I act as the link between police 
colleagues, the victim 
awareness programmes 
we run in the prisons and 
other criminal justice 
agencies. Additionally, I 
regularly update the local 
Office of the Police and 
Crime Commissioner. 
The PCC has been very 
supportive here in 
Lancashire, funding my 
role and the other roles 
that we have, so I need to 
keep the OPCC updated 
on what’s happening. I 
also try and spread the 

word about restorative justice, giving 
presentations to universities, colleges, 
churches, and women’s groups, 
among others. 

I’m still an active restorative justice 
practitioner, and regularly meet with 
victims and offenders to arrange and 
run conferences – that’s a big part of my 
role. It’s also the part of my work that I 
enjoy the most.

Running a meeting and seeing that 
magic moment when the victim starts to 
understand the offender gives you the 
satisfaction of a job well done. 

There was a manslaughter case I ran 
last year – two young lads had killed 
another young man at a party. There was 
an argument and a misunderstanding, 
and then one of them hit him and when 
he fell down the other one kicked him 
in the head. At the end of reading her 
victim statement in court, the mother of 
the boy who died told the two offenders 
in the dock that she’d never forgive 
them. She went into the conference 
not expecting an apology. But part way 
through, one of the lads lifted up his 
head, looked her in the eye and told 
her how sorry he was. He wrote her a 
letter afterwards – I was with her when 
she read it, and she was in tears. She 
called him by his first name for the first 
time, and said that now she can actually 
start to forgive him. That was a brilliant 
moment – it’s what makes my job 
worthwhile.

In the future, we are hoping to establish 
a role dedicated to delivering victim 
awareness courses in the prison – after a 
lot of the courses many offenders want 
to meet their victims, so it generates 
referrals. We also want to get into the 

harder to reach groups, 
like victims of hate 
crime. A lot of police 
officers and the public 
still don’t know what 
restorative justice is 
about or the benefits. 
We need to get the 
word out there so more 
people can benefit  
from it, and I hope  
it’s something I’m 
involved in for many 
years to come. 

Phil Cawley
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In a new report published by the think  
  tank GovernUp, we argue for more 

local control over criminal justice. Not 
because devolution is a good in and of 
itself. But because doing so is likely to 
be the best way of improving outcomes 
for the public at a time when demand is 
rising and budgets are being squeezed.

Our criminal justice system is not in 
good health. There are record backlogs 
in our courts, victims are having to wait 
longer than ever to get justice (the 
average criminal case takes nearly six 
months to be resolved), our prisons 
are overcrowded and increasingly 
dangerous, and the same proportion of 
people leaving prison (60%) reoffend 
as over a decade ago. This is impacting 
public confidence – only 55% of those 
who have been a witness say they would 
do it again.

The government introduced Police and 
Crime Commissioners (PCCs) in 2012 
in order to address the accountability 
deficit in policing. Yet while PCCs now 
have a mandate to improve policing 
and cut crime, their leverage over other 
parts of the justice system is negligible. 
The Crown Prosecution Service (CPS) 
and the Courts and Tribunals Service are 
centrally managed and report upwards 
to Whitehall, rather than downwards 
to citizens. Prison governors work 
towards targets set nationally by the 
National Offender Management Service. 
Probation contracts are commissioned 
centrally by the Ministry of Justice. 

We argue that local leaders should be 
empowered to join up services across 
a local area in order to shift investment 
from costly reaction towards prevention, 
tackling crime and reoffending at source. 
But another often understated benefit of 
justice devolution would be that it would 

open up new avenues for 
local innovation, none 
more so than in the use 
of restorative justice. 

In particular, justice 
devolution would enable 
PCCs to drive a completely different 
approach to the way low-level and first 
time offenders are dealt with. At the 
moment, when an offender commits 
a crime that doesn’t warrant a formal 
charge or prosecution, the police 
and CPS have to choose from a menu 
of centrally prescribed ‘out of court 
disposals’. These include cannabis 
and khat warnings, penalty notices 
for disorder, simple and conditional 
cautions, and community resolutions.

There are two problems with this. 

First, the current system of out of court 
disposals, having developed organically 
over a number of years, is now overly 
complex, leading to inconsistency and 
confusion. A 2015 Home Affairs Select 
Committee report found evidence of 
huge variation in the extent to which 
out of court disposals were used: for 
example, in Cumbria something like 70% 
of all cases went to court, whereas in 
Gloucestershire it was closer to 30%. 

Second, many of the disposals that 
continue to be used are both ineffective 
and costly. Disposals like simple cautions 
do not change the behaviour of the 
offender, nor do they offer any real 
justice to the victim. They are also 
bureaucratic and costly to administer, 
taking up an average of over seven hours 
of police time (equivalent to tens of 
millions of pounds – a College of Policing 
report into simple cautions in 2013 
estimated that there were over 200,000 
cautions a year). Similarly, there is little 

evidence that cannabis 
or khat warnings are an 
effective way to deter 
future criminality. 

Rather than forcing the 
police and CPS to choose 
from a centrally prescribed 
list, we should empower 
PCCs to design their own 
system of out of court 
disposals. PCCs would 
then be able to design 
a more straightforward, 
escalatory process which 
emphasised genuinely 

restorative disposals, scrapping the 
use of simple cautions and cannabis 
warnings altogether if they so choose. 
This would enable the police to more 
effectively address the underlying causes 
of offending behaviour while putting 
victims at the heart of the system. 

Some will argue that devolution in this 
area would risk a ‘postcode lottery’, with 
offenders receiving different sanctions 
depending on where they live. To a large 
extent, however, a postcode lottery 
already exists. And empowering PCCs to 
design responses to low-level offences 
would create an incentive to simplify 
the complicated system we have now. 
Moreover, as a quid pro quo for greater 
devolution, PCCs could be required to 
establish scrutiny panels in their areas 
so that decisions to use out of court 
disposals were transparent and regularly 
reviewed for appropriateness.

Simply offering more of the same 
solutions will only produce more of 
the same results: long delays in justice, 
overcrowded prisons, high rates of 
reoffending and low public confidence. 
Instead, the government should seize the 
opportunities presented by devolution, 
empowering local leaders to innovate 
and put restorative justice at the heart of 
how low-level offenders are dealt with.

Examining the case for justice devolution is 
available at http://crestadvisory.com/examining-
justice-devolution/. Crest Advisory provides 
advice on strategy, policy and communications to 
PCCs, mayors and local authorities.

Justice devolution – what would it mean for 
restorative justice?

A new report, Examining the case for justice 
devolution, has proposed significant reform 
to the criminal justice system. Here, Harvey 
Redgrave, Director of Strategy at Crest 
Advisory and the report’s author, summarises 
the implications for restorative justice.

http://crestadvisory.com
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An increasing number of people are becoming victims 
  of fraud. In 2016, 1.9 million people were victims – an 

increase of 46% from the previous year. There are many kinds 
of fraud, but one that is increasingly seen involves persuading 
people to part with their credit cards. 

Sam Allan is a restorative justice co-ordinator with Camden 
Youth Offending Service, where they are dealing with a 
growing number of fraud offences. She said: “Over the last 
four years I’ve seen a new sort of fraud becoming prevalent. 
It’s constantly changing, but basically involves someone ringing 
up the victim pretending to be the police or the bank, and 
convincing them that their card has been defrauded. They then 
send out a ‘courier’ to get the card, and PIN, from the victim. 
Sometimes they ask them to withdraw and hand over large 
sums of money to ‘help’ with the investigation.”

Elderly people are the most frequent target for this kind of 
crime. In recent research, Age UK identified a number of 
factors such as increased social isolation, technological naivety, 
and a higher risk of mental infirmness which make them more 
likely to part with their cards and their details. Many of the 

victims that Sam encounters have also recently experienced 
difficult life events – such as deaths of friends, cancer or 
other serious problems – which have left them increasingly 
vulnerable. 

Annette was going through chemotherapy when she 
received a call from a young man about her bank card. 
She said: “I had breast cancer, and as you can imagine I 
wasn’t feeling brilliant and my mind wasn’t quite working 
as it should. I had a phone call... They asked me loads of 
questions, and then they asked me what my PIN was. I 
stupidly gave it to them. I wouldn’t normally have done that, 
but my brain wasn’t really working properly.”

When the offender makes the call, they attempt to keep the 
victim on the phone for as long as possible to confuse them 
and prevent them seeking advice from friends or relatives. 
Susan was initially called by the same young person as 
Annette. “He said he was from the fraud squad and that my 
card had been used in two locations and that £700 had been 
taken,” she said. “He told me they would send a courier to 
pick up my card and they would see if it had been cloned. He 
sounded very genuine. I was panicking, and I fell for it hook, 
line and sinker.”

Susan continued: “He kept me on the phone for two hours, and 
kept putting me on to different people.” This kind of fraud is 
based on the offender gaining the victim’s trust and using it to 
their advantage. There are ‘suckers lists’ available online, which 
publish names of older people who have previously fallen for 
similar types of fraud. 

“There’s a lot of shame attached to this sort of crime for the 
victims,” Sam said. “I’ve met a lot of elderly victims of fraud 
who are full of self-blame and self-loathing, lying awake at 
night. Many of them don’t tell their families because they are 
so ashamed. They’ve worked their whole lives for the savings 
they lost in these crimes – it’s their inheritance to pass down 
to their children. They can’t bear to admit they got taken in 
and lost it.” 

Keeping the crime – and their victimisation – secret actively 
prevents people from coming to terms with what has 
happened and moving on. Many are afraid of being judged 
as foolish or senile, but internalising their experience and 
feelings means that they lack vital social and family support. 
Michaela only discovered after her grandmother’s death that 
she had been a victim of fraud. Michaela went on to take 
part in restorative justice as a proxy victim. “We didn’t know 
until after she’d died that this had happened,” she said. “My 
grandmother kept it totally secret – none of us had any idea. I 
don’t think she could bear to tell any of her family.”

Restorative justice for the direct victim can prove particularly 
effective in these cases, and older people are often very keen 

Restorative justice and elderly victims of fraud

Fraud is on the rise in the UK, and elderly 
people are particularly vulnerable 
to becoming victims. They are also 
more likely to suffer serious emotional 
consequences from their victimisation. 
This article focuses on the part restorative 
justice can play in supporting elderly 
victims and helping offenders realise the 
true impact of what they have done.
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to take part in restorative processes. Both Annette and Susan 
took part in a restorative process with the young person who 
had initiated the frauds against them. “I wanted him to know 
how it had affected us,” Annette said. “People do these things 
and don’t think of the consequences. It’s all very well taking 
money off people but they’ve got to know what effect it has on 
their victims. I wanted to get across how it had made us feel 
as a family – my daughters are both grown up but they were 
really upset about it. I wanted him to know and to think twice 
about doing it again.”

Sam has also found that many older people want to take part 
in a restorative process in order to help the young people who 
have offended turn their lives around. She said: “Hearing from 
their victims makes a huge difference to the young offenders. 
It makes what they’ve done real. And making it really personal 
can make them understand what they’ve done to someone 
else. They start to identify the victims with their own parents 
or grandparents.”

For many elderly victims face to face conferencing is not 
possible. Sam said: “A lot of older people can’t go on to meet 
the offender directly – they’re too frail and vulnerable. Talking 
it through with the facilitator is often the first time they have 
discussed it. But once they have talked through their feelings 
we can work on them writing a letter to the offender to explain 
how the crime affected them. It’s a very helpful process.”

Annette and Susan, however, took part in face to face 
conferences with their young offender. Both felt that the 
conference offered them an insight into his life and some 
empathy for how he came to commit the crime. Most 
importantly, though, it gave them the chance to put the 
crime behind them and to take something positive from 
what happened. Susan said: “I got what I wanted out of the 
conference. We’ve kept in touch and corresponded. Sam’s 
told me how things are going and he’s getting on very well. 
He says it’s had a big impact on him, meeting us and talking 
to us. And I feel really good about that.”

As online crime and fraud increase, exploring new ways of 
supporting victims is essential. Sam said: “Any type of crime 
which leaves the victim feeling ashamed or to blame for 
what has happened can be very destructive. In those cases, 
restorative processes can offer support and a safe space in 
which to talk about what has happened without feeling judged. 
And with vulnerable participants, we can tailor the process 
according to their needs.”

She concluded: “Not only does it offer the victims a chance 
to talk about what happened, but it confronts the young 
offenders with a real person – not just a voice on the end of a 
phone line. That can really make them think twice about doing 
it again.”

Annette’s story

“I got a phone call from someone who said he was a police 
inspector. He said that my card had been compromised 
and asked me to ring the bank and stop the card. I rang 
the number on the back of the card and they told me I 
was speaking to the fraud squad. They asked me loads of 
questions, and then asked me for my PIN. I stupidly gave it 
to them. 

“Later, someone came knocking on the door, looking 
immaculate and very professional. I handed my card over 
to him. My husband and I thought something didn’t feel 
right. I called the bank again and obviously they didn’t know 
anything about it, so we called the police. 

“I felt really stupid and annoyed with myself for falling for 
it. The money he’d taken was towards a holiday for when I 
finished chemotherapy. I felt really vulnerable and abused 
that someone would do that do us, and I was at a very low 
ebb already. 

“The police found the young man, Dominic, two days 
later. Then I got a call from Sam at Camden YOT who 
asked if I would meet Dominic in a restorative justice 
conference. 

“I wanted to get across how ill I’d been and how he’d made 
me feel. People do these things and don’t think of the 
consequences, and I wanted to make him think twice about 
doing it again. I agreed to take part, with my husband there 
for support.

“In the run up to the conference we had a lot of phone calls 
with Sam, and we met her and her colleague for an hour. I 
was nervous about how Dominic was going to act – that he 
might come in like he hadn’t got a care in the world, but he 
came in and apologised straight away. 

“Dominic gave us a bit of his background which helped us 
understand why he’d done it. It was gang related, and he 
owed his cousins a favour for protecting him. He’d helped the 
police with their enquiries as soon as they caught him, and 
that made us feel quite differently about him.

“I think Dominic got a lot out of the conference, and he’s 
written to us since. He’s stayed in employment and he’s trying 
really hard to do something positive with his life. 

“I got what I needed from the conference. I’d certainly go 
through that process if anything happened again.” 



14Resolution

“I’ve got four children, and we all lived 
together. Chelsea was 21, Callum was 
16, Ciaran was 11 and Casey was six. 
Callum was always a very angry child. He 
doesn’t like authority and he was bullied 
a lot at school. Physically, he’s had a 
lot of problems – he has epilepsy and 
weight issues, which other kids always 
picked on.

“It was June 2015, and everything 
seemed normal. Callum had been a bit 
grumpy, but sometimes he gets like that 
when he’s about to have a seizure. We’ve 
got a corner sofa in our house, and if you 
sit on the bit where the two chairs join, it 
comes apart and you fall down the crack. 
Callum’s a big boy – at 16 he was six feet 
tall and around 20 stone. I asked him, 
calmly, not to sit on the join in the sofa 

in case he fell down. He jumped up and 
stormed off into the kitchen, which took 
me by surprise. I followed him into the 
kitchen to find out what was wrong, and 
the next thing I knew I was coming to on 
the hallway floor. 

“I didn’t know what had happened at 
the time – I’d never been unconscious 
before – but I know now that Callum had 
head-butted me. As I came to, he was on 
top of me, punching me. 

“Chelsea and Ciaran had both 
witnessed the attack, and Ciaran was 
hitting his brother with a plastic broom 
to try and get him off me. Chelsea was 
screaming and shouting at him, and 
Callum got up, walked out of the front 
door and sat on a wall opposite the 

house. I jumped up from the floor and 
noticed that my hand was covered in 
blood. 

“Meanwhile, Chelsea had called the 
police, who turned up and arrested 
Callum. I went to the hospital because I 
had a massive cut on my right hand – I 
still can’t use it properly – and my dad 
took the youngest two kids to his house. 
I went straight from the hospital to the 
police station, where I had to give a 
statement. 

“At the time, I had a mix of emotions. I 
was scared, and I was also angry that I’d 
allowed Callum to do that to me. And I 
was frustrated, because I didn’t know 
why he’d done it. I’m his mum – I carried 
him for nine months, and he’s never had 

Adolescent violence in the home 
(AVITH) can leave parents torn 
between asking for help and wanting 
to protect their child. Here, Hannah 
explains how restorative justice 
helped her to rebuild her relationship 
with her son after he attacked and 
wounded her. 

Hannah’s
story
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any contact with his father. I just couldn’t 
understand why he’d hurt me. 

“It wasn’t the first time Callum had hurt 
me. The police had been called several 
times before, but I’d never wanted to 
pursue it. His anger had only ever been 
towards me – he never hurt anyone else 
– and I’d got as far as going to make a 
statement but had backed out at the last 
minute. I hadn’t wanted to get Callum in 
trouble. He was my son, and I felt that 
for him to hurt me meant that I’d let him 
down in some way – I blamed myself. 
The last time, though, I started to worry 
that he’d hurt one of his siblings next, 
or someone else. That’s what made me 
press charges. He needed to be stopped, 
and I knew I couldn’t back down. 

“I hated knowing that Callum was 
locked up. The police said that because I 
was the victim, I wasn’t entitled to know 
what was going on, even though I was 
also his mum. When he was released, 
Callum went to stay with my mum. That 
meant that it was difficult for her to see 
me, or Ciaran and Chelsea, who were 
going to be witnesses when Callum 
went to court. The police had to be 
informed if we went to visit, and Callum 
had to be sent out or made to stay 
upstairs. 

“It impacted on everyone’s life, not just 
mine and Callum’s. Chelsea still doesn’t 
want to have anything to do with Callum. 
Casey – luckily – was asleep when Callum 
attacked me and she was too young to 

really understand what was going on. 
But Ciaran was so upset by what he’d 
seen that he doesn’t want to leave my 
side, even now. He can’t bear shouting, 
and if he thinks something bad’s about 
to happen, he’ll scream. He’s had to have 
a lot of counselling.

“Callum pleaded guilty, so I didn’t 
have to go to court. My mum went 
to court with him, but nobody would 
tell me what was going on, and I had 
no support. It was the most awkward, 
horrible situation – I was Callum’s victim, 
but I’m also his mum. I still cared about 
him, and I didn’t want him to be at court, 
but I knew he had to be there. He had to 
realise that he couldn’t carry on the way 
he was. 
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“Callum was given a 10-month referral 
order which was supervised by 
Northamptonshire YOS. After the court 
hearing, I carried on visiting my mum, 
but I still couldn’t see Callum. I hated 
him, but I loved him. And even at my 
mum’s with the whole family around, I 
was still scared that Callum would go for 
me again. 

“One of the hardest things for me 
was the lack of support. My mum was 
completely on Callum’s side – she just 
said I had to get over it – so I had no 
support from her. Even my partner, 
Ciaran’s dad, wasn’t able to support me 
because he was so angry with Callum 
about what he’d done. Chelsea didn’t 
want to talk about it, and I didn’t have 
any close friends around, so there was 
no-one to turn to. 

“A couple of weeks after the court case, 
Darren Carson from Northamptonshire 
YOS came to see me and told me about 
restorative justice. I was in a terrible 
state at the time, and my immediate 
reaction was very negative. I didn’t think 
it would work, and I wasn’t interested in 
taking part. I was depressed. I couldn’t 
cook, clean, or do Casey’s hair – I 
couldn’t even dress myself. 

“But then Darren came round to see me 
for a second time, and I started to open 

up more about how I was feeling. At that 
point, I said I’d take part in restorative 
justice, but I was still a bit doubtful about 
whether it would help. It wasn’t that 
Darren persuaded me, but he did make 
me see that it was something I should do 
for me, and not for anybody else. And I 
needed to make myself better so I could 
be strong again, and make everyone 
around me better. 

“I wanted some kind of relationship with 
Callum, and I wanted to know why he’d 
done it – I needed to hear his version 
of events. My mum and my other kids 
wouldn’t talk to me about it, so I still 
didn’t know exactly what had happened 
that night. Everything seemed to be 
geared around what Callum needed and 
wanted, not me as a victim. 

“Darren helped to prepare me for the 
meeting, and Darren and his colleague 
Carly Muir did the same with Callum. 
It took several months before we were 
both ready, but finally the date was set 
for Callum’s 17th birthday, in February. 
I didn’t sleep the night before. I was 
very emotional, replaying the whole 
incident in my head. I couldn’t have 
done it without Darren. He made it very 
clear that if I didn’t want to talk about 
something, he wouldn’t let it come up, 
and that if I needed a break at any point I 
could leave the room. He was brilliant. 

“I went into the meeting wanting to 
know why Callum had done it, and 
how it had made him feel. Darren 
was facilitating, and the meeting took 
place at his office. Callum’s supporter, 
Carly, arrived, and then Callum. At 
that point I felt physically sick and 
wanted to run out of the room, but 
I knew I had to go through with it – I 
needed answers. 

“I started by telling Callum what I could 
remember of that night, and how it had 
made me feel. Then Callum told me his 
version of events. It didn’t match up, but 
I already knew it wouldn’t because of the 
preparation Darren and Carly had done. 
Next, I told him about the impact on 
the rest of the family. I wasn’t trying to 
hurt him, I just wanted him to listen and 
understand how many people had been 
affected by what he’d done to me. I don’t 
think Callum had really thought about 
any of that before. I said that I could live 
with the scars on my hand, and the fact 
that I could no longer use it properly, 
but it was the scars he’d left on my heart 
that I couldn’t deal with. I think that was 
what really got through to him. 

“Callum still didn’t really tell me why 
he’d done it, but I think that was because 
he didn’t know himself. He did seem 
sorry, though. I’ve never seen him more 
sorry for anything in his life. I could see 

AVITH is increasingly recognised as a form of domestic abuse. 
It most commonly involves physical violence from a child 
towards a parent, although siblings, carers and wider family 
members may also be involved. Here, Darren Carson from 
Northamptonshire YOS explains how restorative justice can 
provide a safe, effective intervention. 

If you say ‘domestic violence’ most people instantly assume 
you’re talking about intimate partner violence. In the youth 
offending world, we see a lot of child to parent violence, and 
it’s not just physical, it’s psychological. Like intimate partner 
violence, there’s an element of coercive control which needs 
to be recognised. While it may come to us as a case of criminal 
damage in the home, or assault, there are still elements of 
coercive control or threatening behaviour. Often, the parent is 
afraid of the child. 

As soon as I met Hannah, she told me that she needed to talk 
to Callum and explain to him what he’d done, because she’d 
never had that chance before. While I knew that restorative 
justice could give her that opportunity, I was very clear with 
Hannah from the start that if at any point I thought it wasn’t 

going to work I’d be blunt and tell her straight away. It was 
about managing her expectations. 

We spent a huge amount of time preparing Callum and Hannah 
and we had a lot of specialist input, as we would in any case 
involving domestic violence. Carly, Callum’s case worker, is a 
qualified social worker. We also got input from the facilitators 
of a programme for young perpetrators of domestic violence 
which Callum attended during the preparation period. I had 
case supervision not only from my line manager, but also from 
Charlotte Calkin, who’s highly experienced in working with 
domestic violence survivors. I was surrounded by specialist 
input and people who would question whether the decisions 
being made were the right ones. 

It was very important that we made sure Callum and Hannah 
wanted to take part in a restorative justice process for the  
right reasons. It was essential to make sure that Hannah was 
safe and in a stable position, and I monitored her against  
the victim cycle of recovery, right from disorganisation when  
I first met her to reconstruction, acceptance and being  
able to move on. There was no way I was going to let her  
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the shock in his eyes – I got through  
to him. 

“I felt brilliant when I walked out of that 
meeting. I’d bottled everything up for so 
many months that it was a huge relief 
to tell Callum how I’d been feeling. And I 
was proud of myself for going through it. 
I felt as if I’d been slouching for months 
and I was finally walking tall again. When 
I got home and saw my partner, he said 
that the difference in me was amazing – 
it was as if all the anger I’d had inside me 
had just gone. 

“Ciaran needed to see that I was OK 
before he was able to accept his brother 
back into his life, so it had a positive 
effect on him, too. He still has the odd 
day of getting angry and bringing it up, 
but he’s had a lot of counselling which 
has helped him to realise that anger 
and violence isn’t the way to deal with 
things. And he doesn’t want to follow in 
his brother’s footsteps. 

“Callum’s gone back to college now, 
and I deal with all of his epilepsy 
medication and hospital appointments, 
so I’m back in his life. He’s had a 
couple of bad moments, but he’s 
getting better, and I hope he’s about 
to go into a semi-independent living 
environment so he won’t have to be 
at my mum and dad’s. He’s a child in 

a grown man’s body, so hopefully that 
will help him. 

“Callum and I aren’t as close as we  
used to be, but if it wasn’t for the 
restorative justice we wouldn’t have  
a relationship at all. At the beginning,  
I said I didn’t believe in it, but now  
I can’t praise it enough. I had no  
support from anywhere else, and the 

restorative justice process helped me 
to get back to myself, and rebuild a 
relationship with my son. It works, 
and I hope other parents in my 
situation can get as much out of it  
as I did.”

The RJC would like to thank Northamptonshire 
Youth Offending Service and Hannah for sharing 
her story with us. 

take part in a restorative process until she’d moved  
right through that cycle and was resilient enough and  
ready for it. 

We did lots of work with Callum, too, to make sure his  
reasons for taking part were right. He had admitted guilt  
and was clear right from the start that he understood what 
he’d done was wrong. Carly, in particular, did a great deal of 
work on his cognitive thinking, victim awareness and how  
his actions affect others. Like all YOSs, we have a risk 
management system which involves bringing together a  
risk panel of all the services involved in working with that 
young person. The key to these types of cases is that they  
need to be very carefully managed and involve a lot of 
professionals from different organisations – police, social 
workers and domestic violence specialists, among others. 
Collectively, they put the right checks and balances in place  
to make sure that no further harm is done. 

Parents are often reluctant to report AVITH. If a young person 
smashes something up in the home, for example, while it may 
technically be criminal damage, parents don’t always report 

it because they don’t want to involve the police and would 
rather deal with it themselves. It can be very embarrassing 
for parents to admit that they can’t control their own kids’ 
behaviour, or even that they’re frightened of them. That’s 
another reason why AVITH goes unreported. But more than 
that, they love their kids, and they don’t want them to get into 
trouble. Their need to protect their child can cause a lot of 
emotional conflict. 

If you’re going to use restorative justice with any kind of 
domestic violence, you have to be able to make defendable 
decisions as a practitioner. It needs to be risk managed 
properly, and you have to have the right people in place to 
challenge your thought processes and decisions. Supervision, 
support and joined up working with other professionals are 
absolutely essential. It’s a very specialist area, and you need 
people around you who know their stuff. If you speak to 
anyone working in a YOS, they’re dealing with a lot of AVITH 
and other types of conflict in the home. And that’s where 
restorative justice can be used, because it brings someone into 
the home who can listen to all the parties and get them talking 
again, but in a safe, controlled way.
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Monmouth Comprehensive School, a mixed secondary 
  school with 1,650 pupils, first started to adopt 

restorative practice in 2007. This was implemented through 
teaching, learning, curriculum design and a consistent model 
of conflict resolution based on restorative principles, including 
removing the term ‘detentions’ and getting students to 
talk through what happened instead. Gradually, restorative 
practice became part of every aspect of school life, and in 
2014 Monmouth became the first comprehensive in the UK to 
achieve the RJC’s RSQM. 

Andy Williams is the deputy headteacher at Monmouth, and 
was the driving force behind the school achieving formal 
recognition for the quality of its restorative work. “Restorative 
practice has transformed the culture, language and ultimately 
all relationships within the school. It has informed leadership 
at every level, which is now far more collaborative, allowing 
us to move towards a ‘done-with’ approach, as opposed to a 
‘done-to’ one,” Andy said. “Restorative processes have become 
integrated into teaching and learning to the extent that it has 
become completely natural and part of the DNA of teaching at 
Monmouth.”

For any school considering applying for the RSQM, there are 
real benefits to making sure that restorative approaches are 
fully embedded in this way rather than being used only as 
a response to conflict. At Monmouth, part of the process 
of becoming a restorative school involved re-evaluating the 
curriculum to support that aim. “The curriculum is now more 
focused on form tutor engagement, allowing for 7.5 hours of 
contact per fortnight. With this extra time, boys and girls are 
encouraged to explore their thoughts and feelings through 
learning and now do so much more freely and maturely than 
was the case before.”  

Since becoming fully restorative, the school has witnessed 
significant benefits, which extend into the local community. 
Andy said: “We have seen an 80% drop in exclusions, a 70%  
fall in youth offending referrals and a 48% reduction in 

antisocial behaviour on Monmouth’s streets. 
We feel that none of this would have 
happened had we not decided to become 
restorative.” 

In a climate where increasing emphasis is 
placed on league tables and grades, many 
schools are unnecessarily quick to exclude 
pupils who may be disruptive or falling behind. Andy said: 

“This is a really depressing sign of the times, where schools 
resign themselves to focusing only on the profile of a particular 
type of student to the detriment of others who will be allowed 
to fall by the wayside.” 

He continued: “In this respect, Monmouth has been fighting 
a somewhat lonely battle by opting not to go with the trend 
and to not exclude the most vulnerable and needy.” In fact, 
the school’s results speak for themselves – 97% of Monmouth 
students are leaving with at least five qualifications, no one 
leaves without a single qualification and there have been no 
permanent exclusions for eight years. “We feel what we’re 
doing is right and we’re seeing the benefits of our restorative 
approach paying off,” Andy said. “Young people feel included 
and valued and are getting positive results because of the time 
we are investing in them.”

For any organisation, achieving the RSQM involves building a 
portfolio of evidence which demonstrates not only the rigour 
with which restorative processes are carried out, but also the 
way in which restorative practice is embedded into the ethos. 
This includes leadership, strategies, and the way in which staff 
are managed. This is no less relevant for a school than for a 
youth offending team or a prison working restoratively. Andy 
said: “The restorative setup is a challenge for new and existing 

What can the RSQM offer  
restorative schools?

As restorative justice becomes 
increasingly mainstream in the criminal 
justice system, the use of restorative 
practice in schools and early intervention 
settings is also growing. The RJC’s 
Restorative Service Quality Mark (RSQM) 
has recently been revised and updated, 
and this article looks at what it can offer 
restorative schools. 

Monmouth Comprehensive receiving the RSQM from the RJC’s CEO, Jon Collins.
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staff at the school so it’s important that there is a rich seam of 
professional development and support on hand. 

“Training on restorative principles is provided at Monmouth 
for new teachers and every week there are professional 
development workshops that look at restorative principles, 
either directly or indirectly. Restorative approaches are 
now part and parcel of the ongoing seam of professional 
development at the school.”

While the RSQM is designed to assess and accredit 
organisations where a restorative service is fully mature, the 
process itself is developmental. The initial healthcheck tool 
allows organisations to work out whether they are ready 
to apply, but when they do, the process allows them to 
consolidate systems and processes. Andy said: “The RSQM 
provided us with a structure and a focus for drawing together 
all of the pieces of the jigsaw that are happening across the 
school. It offers cohesion. It allowed us to audit our culture 
and to find out where there were missing pieces in our 
restorative culture.”

Andy concluded: “In any change leadership programme you 
need to look at what current needs are. Schools should ask 
themselves if they are being faced with similar challenges 
years after year, such as the types of pupil getting excluded. 
If this is the case and change is needed, the RSQM can offer 
the structure to allow you to make it happen. It did for 
Monmouth.”  

Limited RSQM offer for schools

If you work at a restorative school, or 
know someone who does, now is an 
excellent time to apply for the RSQM. 

The RJC has a strictly limited number 
of RSQM applications available for just 

£1,500 plus VAT – a saving of £2,500 on the standard fee. The 
offer is open on a first come first served basis to schools and 
other organisations using restorative practice outside of the 
criminal justice system.

To find out whether your schools is ready for the RSQM, a free 
healthcheck tool is available at www.restorativejustice.org.uk/
RSQM

For more information, please contact  
standards@restorativejustice.org.uk  
or call us on 020 7831 5700

More schools are now following Monmouth 
Comprehensive’s lead and applying for the RSQM. These 
include Iffley Academy and Joseph Norton Academy, 
which between them cater for pupils with a range of 
complex educational needs, including significant social, 
emotional and mental health difficulties.

“At the Iffley Academy we aim to 
support the social, emotional and 
academic growth of students through 
the development of meaningful 
relationships and the delivery of an 
appropriate curriculum by experienced, 
dedicated and skilled staff. We use a 

restorative approach because we believe that we have the 
responsibility to ensure that our students understand how 
their actions make others feel, and to offer support with 
emotional literacy and communication. 

“We have been using a restorative approach with our pupils 
for a number of years and decided that as an outstanding 
school we wanted to develop our already strong practice 
standards further by applying for the RSQM. We are 
currently in the process of setting up a free school and 
working towards the RSQM will ensure that there is a 
structured and standardised approach across our Multi 
Academy Trust.”

Debbie Grayson, Teacher, Iffley Academy 

“We have chosen to 
work towards the 
RSQM to help our 
pupils reflect on their 
actions, consider the 
thoughts and feelings 

of others and to make better choices in the future. We 
hope to create a restorative atmosphere throughout our 
school, in which pupils feel able to communicate safely 
and appropriately. Our plan is to do this by modelling 
and embedding restorative principles throughout the 
school day, meeting and greeting pupils in the morning, 
sitting together at meal times and facilitating restorative 
meetings when required.”

Darryl Jones, Pastoral Welfare Leader,  
Joseph Norton Academy 

http://www.restorativejustice.org.uk/rsqm
mailto:standards@restorativejustice.org.uk
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Too often, research findings fail 
to inform practice, while the 

experiences of those working in the 
field are commonly absent from 
research. Ultimately, we in the research 
community must help those involved 
in delivery to integrate the wealth of 
available evidence into their activities. 
To that end, this article describes some 
recent and ongoing research projects.

Many researchers are studying recent 
developments in restorative policing. 
Using Freedom of Information requests, 
Professors Clare McGlynn and Nicole 
Westmarland found that most police 
forces in England and Wales are 
using Level 1 restorative justice with 
domestic abuse. The most common 
outcomes were apologies and financial 
compensation, with few conferences 
taking place. The researchers expressed 
concern that some processes are 
inappropriately being labelled as 
restorative, and that cases are being 
resolved informally “without appropriate 
risk assessments, training of officers in 
relation to domestic abuse or support 
for survivors”. They also studied the 
use of restorative approaches in cases 
of domestic abuse by one force. They 
found that, out of 62 cases over a 
nine-month period in 2015, conferencing 
was used only 21% of the time. This 
research is summarised at http://bit.ly/
McGlynnWestmarland

Dr Kelly Stockdale examined the 
implementation of restorative justice in 
one police force and found differences 
in the ways in which different ranks 
understood restorative justice and a 

lack of detailed knowledge that left 
many officers unable to use restorative 
processes properly (see http://bit.ly/
KellyStockdale). Dr Laura Cutress also 
looked at the use of restorative justice by 
the police. She questions the suitability 
of officers to act as facilitators and 
highlights the need for comprehensive 
guidelines for police officers who use 
restorative processes (see http://bit.ly/
Cutress). 

However, research in this area is often 
complicated by the fact that many forces 
do not distinguish between restorative 
justice and other forms of informal 
dispute resolution. In many forces, the 
concept of restorative justice has been 
stretched far beyond the definition used 
by the RJC and the Ministry of Justice. 
My own project is one of several to 
respond to this. It aims to identify the 
factors which either enable or act as 
a barrier to adherence to restorative 
principles in the context of police-led 
delivery (see http://bit.ly/IanMarder). 
Elsewhere, Professors Joanna Shapland 
and Adam Crawford are undertaking 
research with Remedi and three police 
forces. This study aims to inform good 
practice that is sensitive to the needs of 
victims.  
More information can be found at 
http://bit.ly/ShaplandCrawford

Meanwhile, Dr Brian Payne and 
colleagues from the University of 
Gloucestershire have studied the 
innovative Youth Forums Project, 
which uses restorative work to improve 
relations between young people and 
police officers. The report concludes that 

“the approach taken in the Youth Forums 
was found to be effective in identifying, 
challenging and resolving negative 
perceptions that the participating police 
officers and young people hold”. In a 
press release, Payne argues that “the 
findings […] make a strong case for the 
continued deployment of innovative 
police/community engagement 
initiatives that can have a real and 
sustained positive impact on relations”. 
The report can be found at http://bit.ly/
BrianPayne

Anyone who is interested in the use of 
restorative justice in universities should 
look at a recent study from Dalhousie 
University in Nova Scotia, Canada. There, 
restorative justice was used after female 
dentistry students became aware that 
some of their male colleagues had 
posted offensive material about them in 
a Facebook group. The report concludes 
that the restorative process was 
experienced positively by those involved, 
with the participants stating: “As the 
process developed we have worked 
through the harms and issues that 
divided us. At the end of this process [we 
are] united in our commitment to ensure 
our experience matters for the future.” 
This report is available at http://bit.ly/
JenniferLlewellyn

Finally, I strongly recommend the 
resources made available by the 
European Forum for Restorative Justice, 
who have conducted several large-scale 
studies comparing the use of restorative 
justice in different countries. They 
publish reports and shorter practical 
guides on, among other issues, the 
initiation of restorative justice, its use 
with domestic and sexual violence and 
judicial training in restorative justice. 
These resources are available at http://
bit.ly/EUForumRJ

The Community of Restorative Researchers 
tries to increase the accessibility of research 
evidence by releasing podcasts and research 
summaries and by hosting online groups. For more 
information, see www.facebook.com/groups/
communityofrestorativeresearchers

What’s new in restorative justice research?

Researchers have published thousands 
of articles on restorative justice. However, 
much of this information is behind the 
paywalls of academic journals or is too 
lengthy to be of practical use. Here, 
Ian Marder, a PhD researcher at the 
University of Leeds and the founder of 

the Community of Restorative Researchers, discusses  
the findings of some recent research.

http://bit.ly/mcglynnwestmarland
http://bit.ly/shaplandcrawford
http://bit.ly/kellystockdale
http://bit.ly/cutress
http://bit.ly/brianpayne
http://bit.ly/jenniferllewellyn
http://bit.ly/euforumrj
www.facebook.com/groups/communityofrestorativeresearchers
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Q   Restorative justice facilitators need to maintain 
neutrality, but in some cases the logistics of the case can 
potentially compromise that. This could be when they 
have a dual role – for example, a uniformed police officer 
who cautions a young person and then becomes their 
facilitator in the restorative process. Alternatively, when 
a facilitator drives a victim to and from a restorative 
conference it could be perceived as showing bias 
towards the victim. What’s the best way of managing the 
risk of not being perceived as neutral in these situations?

A   As John Burnham argued in his book Family Therapy, 
neutrality can be seen as “a worker’s ability to side with 
everyone and therefore with no one in particular”. But 
this is an area that many practitioners struggle with and 
many facilitators occupy roles which can risk conflicting 
with the need to be neutral and impartial in the delivery 
of restorative justice. Recognising this is a good first step. 

   It is arguably, therefore, helpful to accept that nobody is 
inherently neutral, neither facilitators nor participants. 
Everybody is a product of their lives and experiences.  
That said, a facilitator’s personal opinions, while difficult 
to prevent, have no place in a restorative process. Self-
awareness is therefore very important, as all facilitators 
need to understand what they are bringing with them  
into the process.

   Overall, though, if the facilitator models the founding 
tenets of restorative justice – such as fairness, respect 
and empowerment – this will help participants to feel 
that they are being treated in a neutral manner. Perhaps 
most importantly, open and honest discussion with all 
participants is essential. One of the most powerful tools 
that a facilitator has is communication. We use it to  
assist the harmer and harmed to move forward. We  
must use the same tool to acknowledge, accept and 
discuss difficult topics. If a participant does not feel  
the facilitator is neutral, it is essential to discuss this in 
order to find a way forward.

   Always being clear and transparent about your role 
and why you are doing certain things, like travelling to 
a prison meeting with the victim in the same car, will 
also help to prevent perceptions of bias. Ensuring that, 
where possible, all participants have access to the same 
opportunities (for example help with transport or the 
right to have a supporter present at the meeting) will also 
help to create a sense of fairness. Using a co-facilitator 
can also be very useful, helping to ensure that you can 
provide a check on each other’s neutrality and to make 
sure that all participants are fully supported throughout 
the process.

   Facilitators should also ensure that they have appropriate 
avenues to discuss their personal feelings about a case. It 
is essential to recognise the biases that we hold and find 
constructive and safe ways to bring them into the open, 
away from the participants in a restorative process. It is 
important to ensure that you are regularly reflecting on 
your own practice. Being part of a peer supervision group, 
for example, can provide a space to be reflective. And 
being observed by either a colleague or manager, looking 
at things like your body language, is also a good idea. 
Constructive feedback is valuable. 

   Remaining neutral is not always easy for a facilitator. As 
I said, facilitators are the same as those who participate 
in restorative justice – a product of their experiences. 
But taking active steps to ensure that you are acting in a 
neutral way, communicating honestly with participants, 
and regularly reviewing your own practice will all help to 
ensure that perceptions of bias are avoided or, if they do 
occur, are dealt with effectively.

The RJC would like to thank Lilma Braithwaite for her help with the 
question in this issue. 
 
If you have a work-related question you’d like to see discussed in  
the next issue of Resolution, or you’re an Accredited Practitioner  
who would like to help answer those questions, please email  
enquiries@restorativejustice.org.uk

A problem page 
for restorative 
practitioners

At the RJC, we support restorative 
practitioners by publishing guidance and 
creating peer support networks, like our 
mentor scheme. In this regular feature, 
we look at real questions brought to us 
by practitioners in the field, which will be 
answered by a different RJC Accredited 
Practitioner in each issue. 

mailto:enquiries@restorativejustice.org.uk
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Surrey County Council’s HR team was in a difficult position. 
According to its employee survey conducted in 2011 and 

2013, both the reporting of staff complaints and employee 
satisfaction levels with formal HR outcomes were low. A third 
of staff had been affected by workplace bullying, and the 
council was at one point described in the pages of the Evening 
Standard by a former member of the leadership team as 
having a “culture of institutional bullying”. Low-level negative 
behaviour over sustained periods of time 
was having a cumulative effect on staff 
and there was a risk that these problems 
were becoming entrenched. Like many 
councils in England and Wales, Surrey was 
also coming under increasing pressure to 
find ways to save money. 

Abid Dar is the senior equality, inclusion 
and wellbeing manager at Surrey County 
Council and leads on the restorative 
programme. “The level of bullying at 
Surrey wasn’t pandemic, it was just 
very impactful,” he said. “What 20 years 
as a conflict resolution specialist has taught me is that early 
intervention is key.

“There are many reasons why employees delay taking action 
when problems arise, but waiting often has unintended 
consequences, like deeper emotional damage and the erosion 
of personal confidence. What we wanted to do was to remove 
some of the barriers that were preventing staff from reporting 
unhappiness and to offer a safe, neutral and accessible space, 
where judgement would not be cast.” 

The aim was to find a way of reducing workplace grievances 
in the first place by growing preventative cultures, but also 
to bridge the gap between informal HR processes and more 
formal action. Surrey Council’s youth justice team were already 
carrying out innovative – and highly effective – work using 
restorative approaches, which inspired Abid and his colleague 
Rakhi Saigal, to try adopting them for their own purposes. 

When Surrey Council first set up what would become the 
Restorative Framework, there were very few examples of 

restorative HR within the workplace to replicate, so the model is 
based on the advice of the Surrey Council youth justice service, 
the internal mediation service expertise already within its 
workforce, a trained team of HR advisors and a network of local 
workplace fairness champions. Abid said: “Staff felt that there 
were few forms of dispute resolution that were taken seriously 
other than formal HR processes. The move to restorative HR 
was about making use of the wider spectrum of soft skills 
already held by council workers in areas outside of HR.”

The Framework that Surrey Council now operates consists 
of five key components – fairness champions, restorative 
facilitation, mediation, the coaching network and the HR 
advisory team. Although this all-encompassing restorative 
network itself is new, the five constituent parts have been 
built up over time at different intervals. Mediation had been in 
operation for six years, fairness champions for four years, the 
coaching network for three years, the restorative HR advisory 

service for two years and the restorative 
facilitation for one year. 

The five individual components have all 
received the support and endorsement 
of the chief executive of the council, 
David McNulty, who said: “I feel the 
Restorative Framework functions well 
and creates a positive and confident 
culture. It’s helping everyone at Surrey 
County Council to live our values and 
making us a better organisation to  
work for.” 

The first stage in accessing the Restorative Framework can 
involve a one to one support conversation with fairness 
champions, and there are 60 champions in over 30 different 
areas across the council. Fairness champions help individuals 
decide what restorative route to follow and what further 
support is available. “In some cases,” Abid said, “having the 
opportunity to discuss concerns informally with a trained 
fairness champion may lead to a satisfactory resolution in 
itself, requiring no further action.” Fairness champions are 
trained to deal with employees experiencing a range of 
different scenarios, such as stress, reasonable adjustments and 
flexible working.

“It’s about having the options that people are most 
comfortable with,” Abid said. “During mediation, for instance, 
we start off with the principle that nobody is wrong, and the 
mediator doesn’t have a position as to what has happened.” 
Mediation, although it can be used at any time and situation, 
is typically used in the more serious cases dealt with within 
the Framework, and there are currently around 30 trained 
mediators in Surrey.

Restorative practice is being applied 
in an increasing number of different 
settings, and one of the fastest growing 
areas is human resources (HR). This 
article looks at Surrey County Council, 
where the use of restorative approaches 
has transformed the corporate culture. 

Restorative HR and  
Surrey County Council

What we wanted to do 
was to remove some of 
the barriers that were 
preventing staff from 
reporting unhappiness 
and to offer a safe space 
where judgement would 
not be cast.”
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The remaining cases dealt with within the Framework, typically 
involving low-level poor behaviour, can be handled through 
restorative facilitation. This allows for employees to have a safe 
conversation but using shorter sessions than with mediation. 
Abid said: “All 40 of our facilitators have been on restorative 
facilitation training, and receive regular refresher courses. A 
wide variety of employees are trained restorative facilitators, 
from assistant directors to PAs.” 

He continued: “Becoming a coach requires a longer five-day 
period of training. A coach can be used on an ongoing basis, 
during or after a restorative facilitation or mediation. The 
coach doesn’t get involved in any of the others steps, but 
employees might agree to work with a coach as part of an 
agreed, longer-term package of action, to enable wider 
restorative outcomes.” 

Having this range of approaches, which bridge the gap 
between low-level complaints and the most serious HR issues, 
means that resolutions can be tailored to the needs of the 
individuals involved. Abid is very clear about the advantages 
this has over more traditional – and less flexible – HR 
processes. “Going straight down a formal route removes a 
degree of control from employees,” he said. “You can end up 
almost industrialising conflict. Many of the wider relationship 
factors can get overlooked in what can often become 
adversarial processes. 

“While not being traditionally formal, a good, structured 
restorative conversation, with an intention towards resolution, 
as opposed to just a chat, can be the most productive. It also 
makes business sense, as getting employees back on track as 
quickly as possible improves continuity. The 
thing about the workplace is that in most 
scenarios, employees need to continue to 
work together after the intervention, and 
therefore a formal approach, which is divisive 
from a restorative perspective, is often not 
ideal.” 

Lorraine Juniper is the IMT programmes 
manager at the council, and manages over 
100 projects across Surrey. Lorraine first used the restorative 
framework two years ago when some of her teams were not 
working well together or effectively managing project loads. 
Despite being initially sceptical of what restorative HR could 
offer, she took Abid’s advice and offered team members 
individual restorative conferences so that they could talk about 
what they felt was going wrong in an informal setting.

“Initially when employees came to me they were surprised 
that I was not offering any solutions to the problems they 
presented, but just listening to what they had to say,” Lorraine 
said. “This was hard to get used to for me too, but after a while 
I found that just by asking certain questions, my team would 
start to think differently about their problems and to find 
alternative solutions for themselves.” 

She continued: “Once the process got going, it uncovered all 
sorts of unknown issues lurking beneath the surface and more 
people wanted to get involved. Some undesirable behaviours 
we discovered were responses to solvable problems, such as 

not being able to cope with workload. There were also times 
when employees just wanted to be listened to.”

As the restorative processes gained momentum among 
Lorraine’s team, trust began to develop, and people started 
to manage situations more effectively before conflict or poor 
behaviour set in. “Because the employees came up with the 
solutions themselves, it was much more impactful,” she said. 
“There was a definitely a cultural and a behaviour change. It 
did so much more than just fix the problem.”

The Restorative Framework is helping to move Surrey 
County Council towards its goal of having a leaner HR service 
by making wider use of an existing set of skills within its 
workforce, offered as an internal non-HR self-service. Now, 
15% of cases that would previously have been resolved 
formally are being resolved through the Restorative 
Framework. On top of this, tribunal claims have also fallen. 
This has had a significant impact for an organisation with over 
11,000 employees. Although the Framework spans the entire 
workforce, the HR Advisory Service at the council has an early 
opportunity to engage colleagues in restorative practice, 
through effective case management.

This required a culture shift for the HR team, some of whom 
were initially resistant to the new, devolved, approach. “There 
was a period of adjustment for HR professionals, often used to 
doing things in a more traditional, industry standard way, but 
the majority have come to appreciate that having a restorative 
skillset is essential in their line of work,” Abid said. “It has 
allowed staff the opportunity to broaden their horizons, to 
expand their organisational development offering and to 

secure better quality outcomes.” The new system 
has also freed up time for HR staff to dedicate to 
complex cases where their skills are most valuable. 
“We’re seeing fewer tribunals as a result of the 
Restorative Framework, but for those who do 
proceed, more restorative solutions are being 
found as a result of the approach becoming fully 
embedded within the HR team. This has made the 
formal process less adversarial and daunting for all.” 

The Restorative Framework looks to be going from strength 
to strength, and in December 2016, Surrey County Council 
appointed a new senior advisor to pull together, launch 
and promote a fully integrated and operational Restorative 
Framework, as an internal, self-service resolution system. 
Abid believes that allowing employees to engineer their 
own solutions is one of the main reasons behind the success 
of the initiative. He said: “Being employee-led means that 
hundreds of people, rather than just the HR team, are 
promoting restorative practice within Surrey. It’s a model 
created centrally, but devolved for local usage, with the onus 
of responsibility shifting progressively onto local employees.” 
Additionally, fairness champions, mediators, restorative 
facilitators and coaches have indicated how much job 
satisfaction the Framework gives them by letting them use 
their wider skills in a way that benefits other employees. Abid 
concluded: “Restorative HR is about empowering and enabling 
employees to take charge of their own workplace experiences. 
It’s worked brilliantly for us, and I hope many more councils 
will follow suit.”
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One of the RJC’s priorities is  
 promoting the use of restorative 

practice within schools, and as such it’s 
important that we consider how best to 
do so. At the RJC’s 2016 AGM one of our 
roundtable discussions therefore tackled 
this issue. 

The discussion focused on how to engage 
school leaders and our starting point was 
to recognise the increasing number of 
schools in England which are now part 
of Multi Academy Trusts (MATs), where 
the trust boards hold individual schools 
to account against their education vision. 
There are several dozen MATs, including 
ones in Diocesan groups, larger MATs 
with a national profile and perhaps 30 
or more individual schools, and then the 
majority which are small with fewer than 
10 schools. Meanwhile some schools 
remain part of local authorities with local 
governing bodies.

The landscape is therefore extremely 
complex and for some years now 
Department for Education (DfE) 
ministers have not issued practice 
guidance to schools except on national 
priorities such as implementing Prevent, 
or British Values. If, then, the RJC and 
our members want to successfully 
promote the use of restorative practice 
in the education sector, we need to 
engage with MATs as well as with 
individual schools.

With this in mind, we need to consider 
how we at the RJC can best engage with 

MATs, as well as support the work of our 
members with individual headteachers. 
This question is one which the RJC is 
exploring with colleagues to see what 
approach is manageable and practical. 
I recognise this is specifically England 
focused and I am not addressing here 
schools which are still under local 
authority control. 

Our roundtable group at the AGM 
identified starting points for engagement 
with MATS around three strategic 
messages – restorative practice can 
play a role in enabling culture change 
in schools, restorative leadership can 
support a school’s development, and 
restorative work can contribute to 
positive Ofsted judgements (by, for 
example, demonstrably supporting the 
development of social, moral, spiritual 
and cultural skills). Members of the 
group recognised current and emerging 
evidence for each of these strategic 
messages.

With this in mind, we began to explore 
what the specific offer might be to MATs. 
Perhaps it is first of all a chance to help 
MAT boards evaluate their vision and 
values against restorative principles, 
then engage using restorative leadership 
processes to support the development 
of restorative work in the schools in the 
MAT and with their local partners. 

In addition, the group suggested two 
elements of current work in schools 
to which restorative practice can 
immediately be applied, which should be 
of interest to MATs.

First, in July 2016 the government 
published Action Against Hate, an action 
plan for tackling hate crime. Among its 
goals, it states: “We will work to give 
young people and teachers the tools to 
tackle hatred and prejudice.” It goes on 
to set out actions including: 

•  Providing materials for teachers on 
handling sensitive issues.

•  Refreshing resource packs produced 
by the Crown Prosecution Service for 
schools on hate crime. 

•  Assessing the level of anti-Muslim, 
anti-Semitic, homophobic and 
other bullying in schools in order to 
understand the circumstances.

•  Supporting projects and programmes 
to reduce levels of bullying.

These are all areas where restorative 
practice and an underpinning restorative 
ethos is highly relevant and potentially 
hugely beneficial.

Second, in September 2016 the 
National Children’s Bureau published 
A whole school framework for 
emotional well-being and mental 
health, which is supported by the two 
headteacher associations in England. 
This opens up plenty of opportunities 
to promote restorative work to 
schools at all levels.

So how can we capitalise on these 
opportunities and use them as a 
chance to open a dialogue with  
MATs about what restorative practice 
has to offer? The RJC can play a  
role here by gathering evidence, 
including from members and our 
headteacher champions, about 
the benefits of restorative practice 
and promoting the DfE’s own 
evidence, published in 2012, on the 
effectiveness of restorative practice  
in anti-bullying work. 

As a national body for the restorative 
practice field we can also engage with 
the headteacher associations, the DfE 
and national organisations such as 
governors groups. 

The priority, though, is to clarify what 
it is we should be promoting and 
how that is best done. We also need 
examples of good practice and that is 
where you, the RJC’s members, can 
help. The more we know about what 
currently works, whether in academies 
or in local authority schools, the better 
we can promote it to school leaders 
and, specifically, to MATs. So please get 
in touch and help us to get restorative 
practice firmly embedded in the new 
school landscape.

Working with school leaders

At the RJC’s AGM in November 2016, 
one of the issues covered was how best 
to engage with Multi Academy Trusts. 
Here Graham Robb, the RJC’s chair, 
summarises the discussion.
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During International Restorative 
 Justice Week, the Victims’ 

Commissioner, Baroness Newlove, 
published the second report of her 
review of restorative justice, which 
looked at the quality of restorative 
justice services from the victims’ 
perspective. This was a follow-up to 
a previous report, which considered 
what a quality restorative justice 
service looked like according to 
service providers. The report looks at 
the provisions and entitlements for 
restorative justice that are set out in the 
Victims’ Code and in the government’s 
Restorative justice action plan, which 
states that restorative justice should 
be available at all stages of the criminal 
justice system. 

Within this context, the review 
highlights some stark findings from 
the Crime Survey for England and 
Wales 2015-16. It reports that only 
4.2% of all victims of crime were 
offered the opportunity to meet with 
their offender – significantly lower 
than the previous year and the lowest 
proportion of victims offered restorative 
justice since 2010. This is despite the 
government allocating £23m in funding 
for restorative justice services between 
April 2013 and March 2016.

The report found that many victims 
were not initially aware of restorative 
justice and were reliant on criminal 
justice agencies to inform them about 
it. However, almost half of the 35 
victims interviewed for the report 
were only made aware of restorative 
justice after the offender had been 
sentenced, and some victims reported 
that police staff had blocked their 
access to restorative justice before an 
offender had been sentenced. According 
to victims, the police reasoned that 
meeting the offender before they had 

been sentenced could be interpreted 
as leading the witness or that it could 
affect the sentence length the offender 
received. 

Despite these concerns, the majority 
of those who did take part reported a 
positive experience and were satisfied 
that they received a restorative justice 
service tailored to their needs. Many 
victims said that they participated in 
restorative justice to help the offender 
and aid their rehabilitation. Many also 
took part because they wanted to 
find out why they had been targeted 
and to assist their own recovery. Most 
reported that they had got what they 
wanted from it. Overall, victims were 
satisfied with the way that the facilitator 
explained the restorative justice process 
to them and the review concluded that 
restorative justice service providers have 
taken into account the issues that matter 
to victims so that their experience is of a 
good quality. 

Many victims also stated, though, 
that taking part in restorative justice 
brought out unexpected emotional 
needs that they were not prepared 
for. This highlights the importance of 
restorative justice services working in 
partnership with local support agencies 
to ensure victims’ emotional needs are 
met throughout and after the restorative 
justice process.

In order to address the findings of the 
review, the report sets out a series 
of recommendations to criminal 
justice agencies, intended to enhance 
restorative justice provision. They 
include:

•  Police and Crime Commissioners 
should consider how they monitor 
the number of victims being offered 
restorative justice.

•  Police or restorative justice service 
providers should develop local 
procedures to ensure the offer of 
restorative justice is consistently 
applied.

•  Restorative justice service providers 
should work towards a quality standard 
or indicator.

•  Restorative justice service providers 
need to ensure there is effective 
partnership working, to enable 
referrals to be made during and after 
the restorative justice process.

•  Further analysis from the Ministry of 
Justice is required in order to establish 
how to increase public awareness of 
restorative justice.

Given that almost half of the victims said 
that their motivation for participating 
in restorative justice was to try and 
reduce the risk of the offender repeating 
the crime, the review also suggests 
that consideration should be given 
to whether victims could be kept 
informed of any future offending after 
the restorative justice activity has taken 
place.

Discussing the findings of the report, 
Baroness Newlove said: “The decision 
to participate in restorative justice is 
first and foremost a personal choice. 
The reason why one victim may choose 
to participate will not be the same for 
everyone. However, access to restorative 
justice services needs to be consistent 
and available to all – including offering 
all victims the opportunity to participate.

“I want to see victims fully informed 
about restorative justice, so they can 
make the choice that is right for them. 
If criminal justice agencies really are 
committed to delivering restorative 
justice services, then awareness needs 
to improve – beginning with offering 
restorative justice to victims.”

The reports of the Victims’ Commissioner’s review 
of restorative justice are available at http://
victimscommissioner.org.uk/victims-say-taking-
part-in-restorative-justice-helps-the-offender/

A question of quality – the Victims’ 
Commissioner’s review of restorative justice

The Victims’ Commissioner has published a review of 
restorative justice services, focusing on victims’ views 
and experiences of restorative justice. The review 
highlights the benefits of restorative justice but raises 
concerns that too few victims are being given the 
opportunity to participate.

http://victimscommissioner.org.uk/victims-say-taking-part-in-restorative-justice-helps-the-offender


26Resolution

“My partner Mark and I had settled 
down together having been in a 
relationship on and off since we were 
teenagers. We both had children from 
different relationships, who we were 
raising together. It was Mother’s Day, 
and Mark was on his way to work 
early in the morning. A taxi coming 
in the opposite direction crossed on 
to the wrong side of the road and hit 
Mark head-on, knocking him off his 
motorbike. The taxi driver was reading 
a text message on his telephone at 
the time.

“The police knocked on my door at  
about 6.30am, and told me that Mark 
had been involved in a collision. I 
dropped my son off with my dad, and 
then the police took me to the hospital. 
The doctors worked on Mark for 10 
hours, but he died that afternoon. I 
didn’t get to see him alive. 

“Things were very hazy after that. 
Obviously I was in shock – Mark had 
gone out that morning but he never 
came home.

“It wasn’t long before I found out the taxi 
driver’s details. We live in the same town, 
and have kids of the same age. It was 
eight months before he went to court.

“The court process was farcical. At 
the first hearing, my family, Mark’s 
family, the taxi driver and I were all left 
in the same waiting room together. 
They then took my family and me into 
another room where they forgot about 
us and started the process. It was very 
distressing for us.

“The case was moved to the Crown 
Court, and the taxi driver didn’t enter 
a plea. I learned later that this was on 
the advice of his solicitor, to enable him 
to have Christmas with his children. 
This was very stressful – not only was 
it our first Christmas without Mark, 
but knowing that he was sat there 
having Christmas with his kids was just 
absolutely devastating. 

“The taxi driver’s representation then 
got in touch and asked us if we wanted 
to return to court before the agreed 

date in February, as he was ready to 
enter a plea. It was logistically difficult 
for us, because a large number of family 
members planned to attend and we 
couldn’t all drop everything at once. We 
were able to offer two earlier dates, but 
we never heard back.

“One Monday in February 2015, my 
grandmother had just passed away,  
and my front door had broken, so I had 
the morning off work. I was watching  
TV when the police rang me to ask 
where I was. It turned out that the court 
had not let us know that a new date had 
been set. 

“The taxi driver was there at the court 
with his lawyers and family, and he had 
entered a plea of guilty that morning. 
Our barrister spoke to the judge and he 
agreed to adjourn the court until 2pm 
that afternoon so we could get there. 
At this point we still hadn’t even heard 
the man speak. It was a mad rush – my 
sister and brother-in-law made it there 
at 1.58pm. We had no time to prepare 
and I had a victim statement to read out. 

Rachael’s story
When Rachael’s partner was killed in a road accident, 
she and her family were left not just with their grief but 
with unanswered questions. Here, Rachael describes how 
restorative justice helped her come to terms with what 
had happened. 
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“The taxi driver – Kevin – was sentenced 
to five years, and with good behaviour, 
he will serve 22 months in prison. 

“I found out about restorative justice 
through our family liaison officer, and it 
was around the time of the court case 
that I began to engage in the process. 
Two restorative justice practitioners 
from Remedi came to see me. They had 
already spoken to Kevin, and he wanted 
to meet me. I had so many questions 
I needed to ask him, and so did our 
children. 

“The practitioners knew from the first 
meeting that my motivation was not 
revenge, but just to get the answers I 
needed. Kevin had written me a letter 
on the day that he pleaded guilty, but it 
was absolutely not what I had wanted 
to read. It was all about how it affected 
him, which I’m sure it had, but it was 
not what I wanted to know about at that 
time. I was still very angry. 

“Remedi practioners met separately 
with Kevin and I over a period of time 
to ensure we were ready for a face to 
face conference – there was a great 

deal of preparation to talk about our 
motivations for taking part and what 
our expectations were. One of the main 
questions I wanted to ask was whether 
Mark had seen Kevin coming on the day 
of the collision. It had kept me awake at 
night and plagued me.

“I finally went to the prison to see Kevin 
in July 2015. I was incredibly anxious, and 
so was he. We spent four and a half hours 
talking – it flew by. Kevin had to go first, 
but he couldn’t speak, he was just too 
upset, and so I ended up taking the lead. 
I told him that I was there for a reason 
– for him to tell me the truth – as the 
normal judicial process hadn’t provided 
that opportunity for us as a family. 

“There were lots of things I wanted 
to ask Kevin. He gave me his version 
of events and I gave him my version 
of events. There were some heated 
moments, and we had a break at one 
point, as we were too emotional to 
continue. But when I came out of there,  
I felt like a huge weight had been lifted.  

“Lots of people disagreed with me 
going to see Kevin – they couldn’t 

understand why I wanted to. But I did 
it to put things to bed in my mind, and 
to get answers to all the questions that 
I had. 

“During the conference Kevin 
explained to me why he had ended 
up on the wrong side of the road. This 
information had never been given to 
me before, and it gave me the courage 
to write to the coroner and judge in 
Nottingham and ask them to resume 
Mark’s inquest. The inquest led to 
changes in policies and procedures 
in taxi licensing to help ensure the 
safety and wellbeing of the public in 
Nottinghamshire, and it would never 
have happened if I hadn’t been offered 
restorative justice.

“Restorative justice gave me everything 
that I failed to get from the traditional 
justice process, and I have since met with 
Kevin again in July 2016. I got answers, 
and some peace of mind. I would highly 
recommend it to anyone else who might 
need the same.”

The RJC would like to thank Remedi, and Rachael, 
for sharing her story with us. 
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Show your 
support for 
restorative 
justice 
Anyone can become a supporter of 
the RJC for as little as £3 a month. 
Supporters help make our vision 
for universal access to restorative 
justice a reality. As a thank you, 
we will send you our thrice yearly 
magazine, Resolution, which is packed 
with interesting stories and case 
studies from every field of restorative 
practice. You will also receive our 
monthly bulletins with the latest 
restorative justice news and discounts 
to events. There are additional 
membership categories for restorative 
practitioners and organisations. 

For more information email 
enquiries@restorativejustice.org.uk, 
visit www.restorativejustice.org.uk or 
call us on 020 7831 5700.N
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The Restorative Service Quality 
Mark is available to all organisations 
offering restorative services to 
the public across a wide range of 
sectors, including criminal justice, 
community-based agencies, care and 
education.

Take your free online health check  
to see if you are ready to apply at 
www.restorativejustice.org.uk/RSQM

http://www.restorativejustice.org.uk/rsqm
mailto:enquiries@restorativejustice.org.uk
http://www.restorativejustice.org.uk



