
Incident reported 

Call taker 

Gather as much information as possible 
about the incident and any involved persons, 
in particular investigating and recording any 
basis for the complainant’s perception that 
the incident may be motivated by hostility.

Call takers must make a call record and consider  
the following.

	� A THRIVE assessment

	� Proportionality, lawfulness, accountability and necessity 
(PLAN)

	� Complainant perception 

	� Whether the complaint is trivial, irrational or malicious

	� Article 10 of the ECHR, such as speech or debate on 
political or social issues (see also Impact factors and 
Malicious calls)

	� Necessity to record personal data of any named party; 
use least intrusive method

Call records/incident logs should be updated and closed 
where the incident is trivial, irrational or malicious. Do not 
add a hostility or prejudice flag in these cases. 

Delete personal data where no lawful basis for retaining  
it exists.

When recording a non-crime incident, call takers should 
always use non-crime terminology for the parties involved, 
such as complainant, reporting person, involved person  
(do not use victim, witness or suspect).

Note: The call taker should not directly challenge the 
complainant’s perception as this may undermine ‘victim 
focus and belief’ as set out in the NCRS, but should 
investigate to establish why the view is held.

Retain, review and dispose of records 
according to management of police 
information and/or data protection principles. 
The maximum period for retention prior to 
review is six years. 

See Management of police information

All recorded non-crime hate incidents should be referred for 
review, consideration for police response and whether the 
incident has been recorded correctly, including any qualifier. 
Reviews may be undertaken by: 

	� community cohesion teams

	� diversity and inclusion teams 

	� a hate crime team or experts

The review must consider:

	� complainant perception 

	� whether the complaint is:
	— trivial, irrational or malicious
	— engages article 10 ECHR, for example speech or 

debate on political or social issue

Where an involved party is identified, traceable and where it 
is proportionate, they should be notified that a complaint has 
been made and given a right to reply. The incident record 
should be updated accordingly.

Confirm or remove hostility and prejudice qualifier as 
appropriate.

Incident should be updated and closed where the incident is 
identified as trivial, irrational or malicious. 

Hostility and prejudice qualifiers should be removed where 
they have been added in error, or the facts do not justify the 
addition of a qualifier.

Delete personal data where no lawful basis for retaining  
it exists.

Officer deployed and/or review team 

Where a non-crime incident is referred for 
deployment or review, officers and staff must 
consider the complainant’s perception that 
the incident may be motivated by hostility. 

Additional information should be obtained 
from those involved only where necessary 
and proportionate and using sensitivity.

See Responding to non-crime hate incidents 

Referral for deployment and/or review

Where the incident is referred to a non-
specialist response team for deployment, 
officers should seek specialist advice from 
the review team.

Recording non-crime incidents perceived by the 
reporting person to be motivated by hostility

Call taker 

Assess the incident for deployment and 
whether a hostility and prejudice qualifier 
should be applied to the record.

Refer the caller to alternative support where 
appropriate, such as their internet service 
provider or Ofcom.

Seek advice from Duty Silver if required.

https://www.college.police.uk/app/major-investigation-and-public-protection/hate-crime/responding-hate#impact-factors
https://www.college.police.uk/app/major-investigation-and-public-protection/hate-crime/responding-hate#malicious-calls
https://www.college.police.uk/app/information-management/management-police-information/retention-review-and-disposal
https://www.college.police.uk/app/major-investigation-and-public-protection/hate-crime/responding-non-crime-hate-incidents

