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Victim Support Europe is the largest umbrella organisation advocating
for the rights of all victims of all crimes in the European Union.
VSE represents 69 national member organisations providing support
and information services to more than 2 million people affected by
crime every year in 34 countries.

INFOVICTIMS lll is the third INFOVICTIMS project and aims to develop
simple and accessible information for victims of crime on their
rights, the impact of trauma and victimisation and the functioning
of the justice system, among others. Ultimately, the INFOVICTIMS
projects aim to enhance victims’ access to information to improve
their recovery and their access to support and assistance.

INFOVICTIMS Il is led by the Portuguese Association for Victim
Support (Associagdao Portuguesa de Apoio a Vitima, APAV) and
includes partners from 10 Member States (Czechia, France, Germany,
Greece, Ireland, Italy, Lithuania, Poland, Portugal).

This paper was drafted based on desk research and consultation
with project partners and experts.




INTRODUCTION

The first INFOVICTIMS project, co-financed by the Criminal Justice Programme
of the European Union, was developed and led by the Portuguese Association for
Victim Support (Associagao Portuguesa de Apoio a Vitima, APAV). The project aimed
to develop high-quality and accessible information materials (websites, leaflets,
posters, brochures) for victims of crime in the partner countries and raise awareness
on their rights through digital campaigning, to improve access to support, protection
and rights. Through the years, the second and third version of the project expanded
to new partner countries and kept developing new materials and innovating through,
for instance, the creation of a mobile app for victims to locate services near them.

The finalisation of INFOVICTIMS lll, in 2022, comes at an important time for victims
with the anticipation that the EU Commission will propose an updated EU Victims
Directive (Directive 2012/29/EU) in early 2023. At the same time, a new proposed
Directive is under negotiation to implement the Istanbul convention and new
proposals are expected in relation to human trafficking and child sexual exploitation.
All current EU laws include information rights for victims.

The question as to whether those rights are sufficient to meet victims’ information
needs and what might be the best solutions in practice, is therefore an important
one examine. This policy paper reflects on the state of play of victims’ information
rights, discuss challenges in meeting information needs and explores a new way
forward — a change in focus from information rights to communication systems.

The paper’s methodology was structured around desk research, focus groups and
additional online interviews and consultations. Desk research identified and collected
relevant information and resources. Results from previous projects and research
reports on the provision of information to victims, were reviewed. For example,
Victim Support Europe produced, in collaboration with project partners, an EU-wide
study assessing the implementation of the 2012 Victims’ Rights Directive in all EU
Member States under the VOCIARE project. Outcomes included 26 national reports’.
Other existing studies included a collection of best practices in referral, information
provision and individual needs assessment under the VICTORIiA project? Additional
desk research then completed these initial findings.

Focus groups and online interviews and consultations were conducted with partners
from the Infovictims Il project, including partners from nine EU countries, from
Portugal to Lithuania, France, Ireland, Italy, Germany, Greece, Poland and Czech
Republic. Participants validated the results of the desk research, provided practical
examples and additional inputs and recommendations.

1  More information on the project and outcomes at : https://victim-support.eu/what-we-do/our-projects/previous/prict-vociare/
2 More information on the project and outcomes at : https://victim-support.eu/what-we-do/our-projects/previous/prict-victoriia/
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UNDERSTANDING
THE RIGHT
TO INFORMATION

2.1. Information, a key victims' need to recover from
crime

Crime can impact victims in many ways and is often a traumatic experience. Both
the crime and its aftermath can create emotional, physical, psychological, financial
and social consequences. Victims are often distressed and develop feelings of fear,
isolation, helplessness and guilt among others®. In the medium and long-term, these
reactions might remain or worsen, sometimes to post-traumatic stress disorders
(PTSD).

While experiencing this distress, victims are required to take many actions, such
as deciding to report the crime or not; filing a complaint with the police; getting a
medical examination and at a later stage, navigating through criminal proceedings
and their outcomes. This can bring additional distress and secondary victimisation,
in particular when victims have limited knowledge about what they can or need to
do, what to expect from services, their rights as a victim, and the functioning of the
justice system.

From the need to minimise the impact of crime and its aftermath on victims,
emerges the need for information. Information provision has been denoted as a
key and uncontroversial right of victims, playing an important impact in their
recovery. Provision of information helps prevent secondary victimisation, supports
improved access to justice and support services, encourages victims’ participation
in proceedings and hence results in better outcomes of proceedings®.

Conversely, where information is not provided or not provided adequately e.g. victims
are not able to effectively understand it, it has been proven to be an important
cause of distress in and dissatisfaction of the justice process®.

Information rights are important as a mean to access other rights. In a lot of cases,
victims don’t access rights because they don’t know about them e.g. for accessing
compensation®. Information provision and exercising a right are consequently closely
interlinked with awareness since it is a key component in defining and assessing the
accessibility of services’.

3 Theimpact of victimization, Canadian Resource Centre for Victims of Crime, 2005, available online: https://www.crcve.ca/docs/victimization.pdf

4 Proceedings that do justice — Justice for victims of violent crime, Part Il, European Union Agency for Fundamental Rights, 2019, available online:
https://fra.europa.eu/sites/default/files/fra_uploads/fra-2019-justice-for-victims-of-violent-crime-part-2-proceedings_en.pdf

5  VOCIARE: Victims of Crime Implementation Analysis of Rights in Europe — Synthesis Report, Victim Support Europe, 2019, available at: https://vic-
tim-support.eu/wp-content/uploads/2021/02/VOCIARE_Synthesis_Report.pdf

6  Sanctions that do justice — Justice for victims of violent crime, Part Ill, European Union Agency for Fundamental Rights, 2019, available online: https://
fra.europa.eu/sites/default/files/fra_uploads/fra-2019-justice-for-victims-of-violent-crime-part_3-sanctions_en.pdf

7  VOCIARE: Victims of Crime Implementation Analysis of Rights in Europe — Synthesis Report, Victim Support Europe, 2019, available at: https://vic-
tim-support.eu/wp-content/uploads/2021/02/VOCIARE_Synthesis_Report.pdf
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While information is a fundamental need of victims, not all victims want or need
all information. Moreover, there are many factors which will make the provision of
information more or less successful. For some victims, receiving information, in
particular during the criminal justice process, is linked with reliving the traumatic
experience and their victimisation and they might not want to receive ité. Information
provision must therefore be targeted and appropriate.

2.2. European legal framework for information
provision

Within the EU, the 2012 Victims’ Rights Directive introducing minimum standards on
the rights, support and protection of victims of crime® (hereafter: the EU Victims’
Directive), recognised the importance of information provision. Its objectives (Article
1) underline that:

‘1. The purpose of this Directive is to ensure that victims of crime
receive appropriate information, support and protection and are
able to participate in criminal proceedings. [...]"

The text establishes several information rights. Firstly, all victims of crime have a right
to understand and to be understood (article 3), implying that all communications have
to be provided in a simple and accessible language and take into account personal
characteristics and needs, such as disability and mental or physical impairments.

Victims have a right to receive information from the first contact with authorities
(article 4), usually referring to law enforcement authorities. Starting from the first
contact, victims should receive different information, for instance regarding available
types of support, procedures to report crime and obtain protection, legal advice and
legal aid, and accessing compensation and interpretation and translation services.

The Directive establishes a right for victims to receive information about their case
during proceedings (article 6), including basic information about the trial (date, time),
nature of charges, decisions to end investigations or not to prosecute, among others.
Information about the release or escape of the offender from detention should be
provided as well, upon the victim’s request.

Finally, victims have a right to interpretation and translation (article 7) during their
participation to criminal proceedings, including any questioning and interviews. When
making a complaint (article 5), victims have a similar right to make their complaint
in a language they understand, and receive linguistic assistance when necessary. It’s
worth noting that Articles 6 and 7 also include various limitations on the eligibility
of the right.

8  IVOR Report: Implementing Victim-Oriented Reform of the criminal justice system in the European Union, APAV - Associagdo Portuguesa de Apoio a
Vitima, 2016, available online: https://lirias.kuleuven.be/retrieve/389021

9  Directive 2012/29/EU of the European Parliament and the Council, establishing minimum standards on the rights, support and protection of victims
of crime, https://eur-lex.europa.eu/legal-content/EN/TXT/PDF/?uri=CELEX:3201210029&from=EN
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2.3. Minimum standards for providing effective
information

In its key article (article 4), establishing victims’ rights to receive information,
Member States have the obligation to ensure victims are granted effective access
to information. However, it is helpful to understand in more detail what are the
core components of ensuring effective access. These components help determine

communication objectives and have been set out through different research and
reports.

Key objectives for information rights

1) Information exists and is available through diverse means
2) Information is accurate, credible and trusted

3) Information is simple and easy to understand

4) Information is accessible to all victims

5) Information is timely and repeated

6) Information is adapted to individual needs and relevant
7) Information is actionable

The European Commission has set out indicators, based on the Directive and its
recitals hat can be used to assess whether victims have an effective access to and
effectively understand the information provided to them™. In complement to the
Commission guidance, VSE also established broader criteria to define best practices
in the communication of information™:

Itis equally helpfulwhen designing communication objectives to explore other sectors.
Communications within the health sector can be particular relevant to the victims
field and in this respect, the World Health Organization set out a Communications
framework with the following principles™. Communications should be:

— Accessible

— Actionable

— Credible and trusted
— Relevant

- Timely

— Understandable

10 DG JUSTICE Guidance document related to the transposition and implementation of Directive 2012/29/EU establishing minimum standards on the
rights, support and protection of victims of crime, available online: https://commission.europa.eu/system/files/2019-02/13 12 19 3763804 guid-
ance victims_rights directive_eu_en.pdf

11 Best Practices In Victims’ Support: Referrals, Information, Individual Assessment (VICToRIIA), Research and Collection of Best European Practices,
Meindre-Chautrand L., Shrimpling R., Victim Support Europe, 2019, available at: https://victim-support.eu/wp-content/files mf/1626336823best-
practicesreportfinal.pdf

12 WHO Strategic Communications Framework for Effective Communications; https://www.who.int/docs/default-source/documents/communicat-
ing-for-health/communication-framework.pdf
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Guidance from the EU Commission, VSE and the WHO can be summarised as follows:

1) Information exists and is available through diverse means

Information must firstly be available. In other words, State and non-State
actors must ensure that the information exists and is provided to victims. In
addition, it must be provided to victims in different forms and channels, and
through a variety of contact points that potential and actual victims might
visit. This also means the information should be co-ordinated to comply with
other objectives.

The WHO separates channels between:

e Mass Media e.g. television, radio, newspapers, magazines, outdoor and
transit advertising, direct mail and websites

e Organisation and Community: These channels reach specific groups of
individuals based on geography or a common interest e.g. community-
based media, such as local radio talk shows, organisation newsletters;
community-based activities, such as health fairs; and meetings at schools,
workplaces and houses of worship

e Interpersonal: People seeking advice or sharing information about health
risks often turn to family, friends, health care practitioners, co-workers,
teachers, counsellors, and faith leaders. These one-on-one discussions are
often the most trusted channels for health information and can be reflect
the approach of many victims of crime.

Means can include oral provision of information and the use of written
materials (leaflets, brochures, posters...), online and interactive formats and
tools (videos, websites, apps). Contact points include agencies of first contact
like police stations and victims’ services, but also healthcare facilities, tourist
information sites, administrative structures as embassies and consulates,
educational facilities, etc. This ensure that as many victims as possible are
reached and enables better access to services.

Not only does this approach improve access to the information, but it can
help to avoid overwhelming victims who are already struggling to understand
information due to trauma.



Good practice example:
Information about prisoner release or escape

In Northern Ireland three separate information schemes have been
set up for informing victims about prisoner release where they are
in prison, hospital or on probation. A website and leaflets explain
the schemes and how to register for information, with victim and
witness care units also mandated to support victims.
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2) Information is accurate

Information must be accurate and regularly updated in order to guarantee
information is in line with the latest legal and policy measures applicable. This
also means co-ordination of information provision between organisations so
there is a consistency in the information and to avoid contradictory guidance.
Regular reviews of information will be necessary to ensure it remains accurate
and up-to-date.

Examples of good practice

Information accuracy can be improved by the centralisation of
information into a single platform covering victims’ rights, justice
system, available services, contact information and links to relevant
procedures e.g. for reporting crime, apply for compensation.

See e.g. the Belgian website for victims of crime, Victimes.be™ or
the German Help-info.de™ created by the German Federal Ministry
of Justice.

VICTIMES.be e

Proceduras judiciaires « | Medias | Professionnels | Liensutiles | Contact Q

-

Vous ou un de vos proches avez élé victime d'une agression, d'un viol,
dun cambriolage, dun accident de |3 route ou de ftoute autre
Iinfraction pénale.

— .
— Vous chercher des informations, une aide psychologique, un congeil
ETAIDE - ou un accompeagnement dans vos démarches.
¥ r Ce site vous: informe et vous orlente vers des senvices qul vous
assisteront et vous aideron! gratuiternent.

AUX VICTIMES D'INFRACTION _=

Proces des = to%if i\
attentats du COMMENT DEPOSER QUE SEPASSETL OUTROUVER
22 mars 2016 PLAINTE? APRES LA PLAINTE ? DE L'AIDE?

AFA

Sites also exist for specific victims e.g. the French online one-stop
shop for victims of terrorism™. Good practices can be found in the
non-profit sector, such as the INFOVICTIMS websites™ (see Case
study: the Infovictims project - providing simple and accessible
information to victims). When such good practices already exist in
a country, governmental authorities and non-governmental actors
should make sure to coordinate to promote and reference existing
content through several entry points.

13 Victimes.be, Informations et aide aux victimes d’infraction, online at: http://www.victimes.cfwb.be/

14 Hilfe-info, For those affected by crime, online at : https://www.hilfe-info.de/WebS/hilfeinfo/EN/Home/home _node.html

15 Guichet unique d’information et de declaration pour les victims, Gouvernement frangais, online at: https://www.gouvernement.fr/guide-victimes
16 INFOVICTIMS websites: https://infovictims.com/
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3) Information is simple and easy to understand

Information must be simple and easy to understand, avoiding technical and
complex language which would require specific skills or training to understand
easily. It should be easy-to-grasp by all readers despite individual factors that
could impact comprehension at any level". In some countries, standards have
been established so that organisations can test how easy their publications
and materials are to read and understand.

Good practice example: Swedish legislation

In Sweden a specific ordinance requires the Director General for
Legal affairs to encourage the greatest possible simplicity and
clarity in the language used in statutes and other decisions.”

This is achieved through a team of language experts and lawyers
who check the quality of texts from all the ministries. In addition,
the government:

— Changes ineffective text models and create prototypes that
meet the readers’ needs,

— offers special seminars and training sessions for drafters,

— writes handbooks, guidelines and articles on clear drafting,

— gives advice by telephone or email and on our website Klarsprak
(Clear language),

— takes part (as members or special experts) in the work of law
commissions™,

17 Best Practices In Victims’ Support: Referrals, Information, Individual Assessment (VICToRIIA), Research and Collection of Best European Practices,
Meindre-Chautrand L., Shrimpling R., Victim Support Europe, 2019, available at: https://victim-support.eu/wp-content/files mf/1626336823best-
practicesreportfinal.pdf

18 Speech given in 2004 by Barbro Ehrenberg-Sundin, Senior Adviser, Ministry of Justice, Sweden; https://www.plainlanguage.gov/resources/articles/
plain-language-in-sweden/
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Good practice example - Infovictims websites
A major focus of the infovictims project is to ensure that information

is provided in an easy to understand way using simple language
and visually appealing formatting.

Reporting the crime is always the first step,

It 15 enly after the complaint has been made that it |s possible for the
authorities to know that & crime cocurfed and to launch an investigation

THE IMPORTANCE OF REFORTING A CRIME

1N you were the victim of & cnime, It i very impartant that you
report it to the autharities. If you dao so, it is more likely that the
person who committed the crime will be caught, held
responsible and pravented from doing the same thing again, to
you ar to others

Furthermaore, it may be nacessary to have reported the crima to
be able to claim any rghts to insurance or compensation, 10
axampa

Renarting the crime ta the authorities is also important for

Headings are clear and the most important information for
victims such as impact, rights, and what to expect during criminal
proceedings are provided on the home page.

FREE CALL

VICTIM SUPPORT HELPLINE

I WAS VICTIM OF A CRIME

AND SINCE THEN I'M AFRAID: IS THIS NORMAL?

4) Information is accessible to all victims

This focuses in particular on ensuring the availability of information across
a country (geographical availability) — in metropoles, rural communities, for
cross-border victims. It is also interconnected with adaptations based on
individual needs and simplicity of understanding, but with a more group based
focus. For example, by ensuring information is accessible to people with
disabilities, older people, or to those who don’t speak the language - through
multi-language versions of information.
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5) Information is timely and repeated

This aims to counteract the memory issues that might arise from the impact
of trauma, avoid information overload that might create additional distress
and keep victims up-to-date depending on the stage of proceedings. This is
important since many victims may not register or absorb the information when
it is first provided, or it may not be relevant at the time. A handout or leaflet
may sit on a kitchen table for weeks, unnoticed. However, when the same
issue is raised later, either by the same person or even a different agency, the
victim may be in a better position to take on board the information or to act on
it. This makes co-ordination of information provision essential. Organisations
need to know who provides what information and when so they can manage
their own information provision accordingly.

Cooperation and communication channels and tools which are
accessible to all professionals are helpful so they know what
information has been provided by whom and when, in order to avoid
duplications or close information gaps. Joint case management or
information platforms are examples of such platforms.

6) Information is adapted to individual needs

Information must be adapted to individual needs and characteristics, such as
age, gender, personal circumstances, the socio-cultural context, etc. and how
it might impact the victimisation and the ability to receive information. For
instance, an elderly person might be provided with written material with larger
print than usual. Any personal characteristics must also take into account
any impairment(s) or disability that would lead the victim to need specific
assistance or alternative communication channels to understand information
and communicate. This builds on other criteria requiring practitioners to take
a more individualised assessment of the victims’ circumstances, needs and
abilities rather than relying solely on assumptions based on group needs such
as disability or country of origin.

Training is critical for interpersonal communications

Training to professionals in contact with victims as a part of
the communication framework should also be harmonised as
part of the strategy. Training should include both generic and
specialist training focusing on understanding victims’ rights and
the impact of trauma and crime, as well as soft skills, including
communication and active listening for instance. Training should
be delivered to all professionals of the framework’s sectors, i.e.
law enforcement, justice sector, victim support services, societal

14



services (healthcare, social services, education structures, and
administrative services such as embassies/consulates) and private
sector, and on communication skills, empathy, included in a more
general training on understanding the impact of victimisation and
trauma.

Finally, the strategy should look at how the strengthening of other
rights, such as access to translation and interpretation, right to
legal accompaniment and to legal representation can support a
better access to information. Research and experience of VSE
members has indeed proven that access to legal accompaniment/
representation can supportvictims’access to adequate information,
leading to increased participation of victims in proceedings and
an easier access to their rights™. Any strategy seeking to improve
victims’ access to information and rights should therefore review
how other rights can influence and play a role in it and how they
can be enhanced themselves.

7) Information is actionable

A fundamental objective of communication must include that the receiver is
able to use the information — they can action it.

The WHO sets out a number of steps to increase the likelihood that people will

use the information they provide:

— Increasing of awareness of the issues in general

— Individuals should be helped to understand the risks of not acting on
information as well as the benefits of acting on that information

— Actors should increase individuals’ knowledge of rights, services and
solutions

— Individuals should be instilled with confidence to act on the information
they receive

— Influence social norms: rules, beliefs, expectations, and behaviours which
are supported by family, friends and the community can have an important
affect on behaviours. Influencing these norms in favour of communications
objectives will increase the likelihood they are acted upon

In this paper, the above criteria defining best practices for information will
be used to assess the current status of information provision to victims at
each step of the victim’s journey and the challenges that remain. At each step,
criteria where the most important challenges were identified will be discussed.

19 Proceedings that do justice — Justice for victims of violent crime, Part Il, European Union Agency for Fundamental Rights, 2019, available online:
https://fra.europa.eu/sites/default/files/fra_uploads/fra-2019-justice-for-victims-of-violent-crime-part-2-proceedings_en.pdf
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CHALLENGES

AND RECOMMENDATIONS

FOR INFORMATION PROVISION
TO VICTIMS

Following a victim’s journey, from the crime to the outcomes of proceedings, we
will try to understand what are the main issues to be addressed when providing
information to victims of crime in particular with respect to:

— Availability

— Accuracy

— Simplicity of language

— Accessibility

— Timeliness and repetition of information
— Adaptation to individual needs

For the sake of completeness, challenges have been broken down based on the
stage of criminal proceedings. A number of themes have been summarised below for
an overview of key challenges.

Summary: challenges and barriers in information provision to victims

— Information on victimisation issues is not widely available for the general
public as part of awareness raising and prevention activities;

— Information provision to victims remains incomplete and inconsistent
across and within all services (police, justice system, victim support), with
the quality relying on the provider’s individual skills;

— First contact authorities and actors from the justice system still fail to
inform victims in a complete, timely manner in a simple language that is
adapted to their individual needs;

— Absence of State proactivity in providing information;

— Additional barriers met by victims do not speak the national language
include problems with interpretation and translation;

— Lack of procedures and mechanisms for providing information at all and
in time to victims about their case and its developments;

— Lack of clarity among authorities as to who should provide certain types
of information, e.g. on compensation;

Drivers to these challenges usually include:

— Lack of knowledge of authorities themselves about victims’ rights;

— Lack of time and resources of first-contact authorities in particular, to
adequately and effectively inform victims;

— Lack of training of authorities in how to communicate with victims;

— Lack of tools and mechanisms for providing information to victims at all
and in a timely manner;

— Lackofco-ordination and planningin the design and delivery ofinformation.
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3.1. Increasing public awareness of crime,
victimisation and prevention

Whilst it is common to consider actions for victims once they report a crime or seek
help, victim needs arise from the moment the crime takes place — well before any
report ever happens. In addition, given the limited number of victims who come
forward or report a crime, if information is only available through first contact
authorities this will greatly reduce access to this information.?°

Practitioners consulted for this paper confirmed this challenge, in particular in
Portugal where information about reporting crime and awareness-raising campaigns
are still too few. Moreover, information is rarely delivered in a timely, complete, and
simple manner that ensures victims understand the information and are able to act
on it (see 3.2. Information on first contact with authorities and reporting crime).

In a recent study from the EU Fundamental Rights Agency (EU FRA)?, practitioners
working with victims insisted on the importance of providing information about
victims’ rights and services through awareness-raising measures and activities,
targeting potential victims and victims who have not yet reached out to authorities
and services. The EU FRA indicated that activities should focus in particular on how
and why to report crime and the availability of support services.

By increasing awareness before a crime ever happens, it can both reduce stress and
confusion for victims themselves and can improve the public’s understanding of
the situation of victims as well as their role in assisting victims. As such awareness
raising information can have different objectives.

Objectives of Awareness Raising

— Prevention: Improve public and community knowledge on mitigating the
risks of crime;

— Victim Identification: Improve the general public’s knowledge on how to
identify signs of victimisation;

— Understanding and Assistance: improve knowledge on victims’ issues,
the consequences of crime and on how the public and a victims social
network can assist victims;

— Resilience: Increase victim self-awareness, knowledge about the impact
of crime and how to cope and ‘bounce back’;

— Recovery: Increase knowledge on rights and victim services including on
what to do if you become a victim and how the criminal justice process
works.

20 Proceedings that do justice — Justice for victims of violent crime, Part Il, European Union Agency for Fundamental Rights, 2019, available online:
https://fra.europa.eu/sites/default/files/fra_uploads/fra-2019-justice-for-victims-of-violent-crime-part-2-proceedings_en.pdf
21 Ibid.
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3.1.1. Prevention

Information and awareness-raising can play an important role for crime prevention.
Firstly, through sensitising the general public about the risks of crime and how to
protect themselves from it. Secondly, by mobilising communities and establishing
the belief that the community’s safety can be achieved through collective efforts®.

To achieve long-term and sustainable change however, all awareness-raising
measures should be implemented on the long-term and on a regular basis, be
conducted at the European/transnational, national and local levels, receive sufficient
funding as to ensure high quality and innovative approaches.

These types of activities can include campaigns and advertising (online and offline)
and outreach activities, such as engaging directly with communities, in schools and
at conferences and events.

3.1.2. Victim Identification

Many victims never report crime or never seek help from others. There are many
reasons for this from the crime not being important or victims not feeling it’s worth
it, through to serious barriers which leave victims isolated. These may be linked
to the crime and situation of victims. For example, people in institutions, children
who are abused at home, partners suffering domestic violence, or victims of human
trafficking are controlled by their attackers and feel they have limited chances to
seek help. Others may be fearful of authorities or may be confused about how to
report a crime. Some may simply not know what to do.

A victim centric response to crime is one that doesn’t just rely on victims to come
forward but also empowers those in contact with victims and broader society to
identify signs of victimisation and know what to do where such signs are seen.
This can involve training and knowledge for specific professions such as teachers,
hospital staff or care workers in institutions.

However, partnerships have also been developed in other sectors. For example
between victim support and hotels in France to train cleaners to identify signs of??
human trafficking. Similarly, in the US, the organisation Truckers Against Trafficking
was set up to help truck drivers identify signs of human trafficking and have a
specific number to call.

Many employers have well established schemes to help employees who are victims
in the workplace or outside. This is not only about the professional sector, however.
The more knowledge that family and friends have about victims’ issues, the more
likely they are to identify signs and know how to approach the issue and most
importantly know how to offer or seek help. Providing information on this through
publicly campaigns, through information in workplaces and through multiple routes
could greatly improve the number of victims able to access help and justice.

22 Overcoming barriers to communication between police and socially disadvantaged neighbourhoods: A critical theory of community policing, Schnei-
der S., Crime Law and Social Change 30(4):347-377, 1998, https://www.researchgate.net/publication/227286571 Overcoming_barriers to _com-
munication_between police_and socially disadvantaged neighbourhoods A critical _theory of community policing

23 https://truckersagainsttrafficking.org/
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3.1.3. Understanding and assistance

Increasing knowledge of the general public also directly supports the strengthening
of avictim’s social support network, which is composed of the victim’s friends, family,
sometimes co-workers or other contacts from support groups such as religious
groups, sports clubs, etc.

Since a significant number of individuals who fall victim to crime will first turn to
their social network, that network can play an important role in helping victims make
decisions about their next actions, reassuring and supporting them, as well as helping
them in their recovery. Several studies have demonstrated that the stronger and
more supportive the network is, the better the outcome and recovery for victims?.

‘For the helpers’: information and advice to victims’ social support
networks

In the Netherlands, Victim Support Netherlands (Slachtofferhulp Nederlands)
has developed an online platform named ‘For the helpers’?® (Voor de Helpers),
where information and advice is provided to victims’ social networks on how to
support victims of crime. The website includes information on understanding
the victims’ recovery process, advice on how to support the victim at different
steps of the proceedings (reporting crime, during proceedings, during
compensation claims) and for specific types of crimes (fraud, violence, road
accidents...). The platform includes specific advice for supporting children as
well as self-care tips for the helpers. A free online course is also available,
with one basic session focusing on eight steps to start helping others and two
in-depth sessions on communicating with a victim and how to be present for
a victim.

3.1.4. Resilience and recovery

An important factor in coping with crime is understanding how crime can affect a
person physically and psychologically and how it can impact on behaviour in the
family, in the work place or school, and beyond. Where individuals are better prepared
and knowledgeable about this, they will be in a better position to cope with it.

Such information and knowledge can be combined with general information and
personal tools on for example stress management, improving sleep and health
which themselves increase resilience to trauma. With this basic knowledge and
understanding before a crime has ever taken place, victims can already be in a
stronger position to cope. Combined with general information on rights and services,
which should be part of the general knowledge of the population, victims and the
public will be in a far better position to cope and react should they ever suffer a
crime.

24 See e.g. ‘Helping Victims of Violent Crime: Assessment, Treatment and Evidence Based Practice’, D. Green and L. Roberts, 2008, Springer
25 Available online at https://www.slachtofferhulp.nl/voordehelpers/
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3.1.5. Challenges for raising awareness and reaching victims

Where awareness-raising measures and activities (campaigns, trainings, education
programmes) exist, they often remain ad hoc initiatives limited in time, therefore not
creating any real long-term change in behaviour and mentality.

In education and administrative structures, there is a lack of inclusion of victimisation-
related issues. This is either in specific education curricula or mainstreamed
awareness-raising initiatives to e.g. raise students’ and/or staff awareness and
knowledge on the impact of trauma, knowledge of the justice system and how to
react to a disclosure for staff.

USV React — Universities supporting victims of sexual violence

The European Union Funded research project USV React was conducted
between 2016 and 2017, led by Brunel University London in cooperation with
7 partners and associate partners across 6 European countries®. It aimed at
developing innovative training for university staff who may respond to disclosure
of sexual violence. The project partners developed a training programme and
conducted a pilot with 80 staff members, from various services — teaching,
administrative, management, welfare services, security, student unions, etc.
The training programme included knowledge on sexual violence, understanding
barriers to disclosing sexual violence, group exercises and case studies.

Such training combined with available information materials such as posters
and leaflets, supports educational staff in being able to identify signs of
victimisation and provide relevant information to the person disclosing a
situation of victimisation.

3.1.6. Information for victims through diverse sectors

As set out in the report of EC advisor Joelle Milquet?, scientific research has
demonstrated that information needs to be offered in different forms and at multiple
locations to actually reach victims. It should be provided through diverse means,
including online platforms and resources (e.g. videos), written materials (posters,
leaflets etc.) available through multiple points of contact. In the report, it is suggested
to fund initiatives for the development of awareness-raising campaigns, not only
through traditional media and social media but also through medical services, tourist
services and maps, airlines companies.

As with awareness raising mentioned above, information should be available and
communicated by professionals who are in contact with victims. The latter include
typically authorities such as the police, and victim support, but also professionals
who do not provide support and assistance directly to victims but who are in contact
with them due to their mission and interactions with clients, i.e. mainly healthcare

26 The best practices report, training materials and more information about the project and results are available at on the project’s website: https://
usvreact.eu/

27 Strengthening victims’ rights: from compensation to reparation, Milquet J., 2019, available online: https://victim-support.eu/wp-content/files
mf/1663231390strengthening victims_rights from compensation to reparation_rev.pdf
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practitioners, social services,
educational institutions, and other
public/administrative services
such as embassies and consulates.
Overall, experts consulted feel
these practitioners should be
more involved since they can have
an important role in identifying
signs of victimisation and providing
relevant information to victims
about where to find support and
information?&,

VSE recommendation:

Information for victims who have fallen
victims to crime must be provided through
multiple contact points, using diversified
Contact points should include
practitioners from sectors who directly
support victims and who are likely to get
in contact with them due to the nature of
their missions, e.g. healthcare and social
services.

means.

In some cases, these services can be the first ones that victims turn to after a crime,
e.g. accessing healthcare services when suffering from physical injuries from the
crime. Findings from EU FRA studies reveal that women victims of domestic violence
for example, are more likely to get in touch with healthcare practitioners and
institutions than other professionals, including NGOs. In addition, 87% of the women
victims surveyed indicated that they would welcome questions from healthcare
practitionersiftheywere showing signs ofviolence/abuse?®. Hence, these professionals
need to be able to provide information to victims, both orally and through written
informative materials (leaflets, booklets, but also posters in waiting rooms, etc),
understand how to communicate with and guide victims depending on their situation.
Other points of contacts such as embassies and consulates, need to be included in
these strategies as they often are the first point of contact of foreign/international
victims?°.

Another effective way to reach victims

include helplines. Created in 2007%, the
European helpline 116 006 is assigned
for national helplines to provide free and
anonymous information to all victims of
all crimes. They represent a quick and
effective way to provide information to
victims about their rights, available support
services and respond to questions they
might have. However, the 116 006 helpline
is only available in 13 Member States as of
November 202032, This reflects a lack of
prioritisation of information mechanisms for

VSE recommendation:

The 116 006 European helpline for
victims of crime should operate
in all EU Member States, under
sufficient funding, as to maximise

the ability to reach all victims
and provide a confidential and
anonymous channel for victims to
seek help and access information.

victims as well as a lack of co-ordination in a country and across the EU as a whole.

With information remaining a means for victims to access rights and services, these
gaps strongly impact victims’ ability to access support services, to reach out to
authorities and to understand whether they want to report crime or not.

28 In line with VSE’s national victim support framework approach, see National framework for comprehensive victim support, Victim Support Europe,
2022, available online: https://victim-support.eu/wp-content/files_mf/1669047428NationalFrameworkforComprehensiveVictimSupport.pdf

29 Victims of crime in the EU: the extent and nature of support to victims, European Union Agency for Fundamental Rights, 2015, available online:
https://fra.europa.eu/sites/default/files/fra-2015-victims-crime-eu-support_en_0.pdf

30 From focus groups conducted with experts for the development of this policy paper.

31 European Commission’s decision, 2007/116/EEC of 17.2.2007 on reserving the national numbering range beginning with ‘116’ for harmonized num-
bers for harmonized services of social value, OJ L 49/30, available at: https://eur-lex.europa.eu/legal-content/EN/TXT/?uri=CELEX%3A32007D0116

32 Establishing 116 006 helplines for victims of crime, Meindre-Chautrand L., Altan L., Victim Support Europe, 2021, available online: https://victim-sup-
port.eu/wp-content/files mf/1614696060VSE116Positionpaper.pdf
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3.2. Information on first contact with authorities and
reporting crime

A victim’s first contact with authorities can happen under various circumstances.
For most victims, it will happen in the immediate aftermath or shortly after a crime;
for others, a few days/weeks/months or even years after the crime. There are many
ways in which first contact can happen including directly at the crime scene when
a victim calls law enforcement for help in an emergency situation, when a victim
comes forward to report a crime or when a victim, who has not decided whether to
report the crime or not, visits a police station to seek information®:.

In the context of the EU Victims’ Directive, first-contact is broader than law
enforcement authorities and includes border and custom agencies too, for example
or other named authorities. According to the EU Commission, healthcare institutions
and social services cannot be categorised as first-contact authorities.

In the first contact, especially when it is in the immediate aftermath of the crime,
victims often experience disorganisation and stress, causing them difficulties to
think clearly, manage their emotions, and impacting their ability to function®4. In
addition, victims may feel overwhelmed and anxious when they do not know the
functioning of the justice system, and may be unaware of their rights when they go
to or contact law enforcement authorities

The contact and communication between first-contact authorities and the victim
can therefore play an important role in the victims’ recovery, in the decisions a victim
will make about reporting a crime, participating in proceedings and getting support.

According to the Victims’ Rights Directive®, victims should receive information
tailored to the victim’s personal situation from first-contact authorities about:

— how to report a crime and its consequences;

— the status of victim and related rights and obligations;

— available support and assistance and access to services such as interpretation
and translation;

— legal advice and aid;

— access to protection; and

— access to compensation.

Challenges when providing information on first contact
The main challenges and difficulties observed when providing information on first-

contact relate to the availability, simplicity, accessibility, and timeliness of information
as well as its adaptation to specific/individual needs.

33 DG JUSTICE Guidance document related to the transposition and implementation of Directive 2012/29/EU establishing minimum standards on the
rights, support and protection of victims of crime, available online: https://commission.europa.eu/system/files/2019-02/13 12 19 3763804 guid-
ance_victims_rights_directive_eu_en.pdf

34 The impact of victimization, Canadian Resource Centre for Victims of Crime, 2005, available online: https://www.crcvc.ca/docs/victimization.pdf

35 Article 4, Directive 2012/29/EU of the European Parliament and the Council, establishing minimum standards on the rights, support and protection
of victims of crime, https://eur-lex.europa.eu/legal-content/EN/TXT/PDF/?uri=CELEX:32012L0029&from=EN
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3.2.1. Lack of availability

The information provided on first contact remains incomplete and inconsistent, with
the amount, content, quality and length of information varying from one Member
State to another and even from one authority to another. At the first-contact, a
minority of victims (38%) receive most of the information they are supposed to
receive, with only 20% receiving the full information?¢. Most of the time, practitioners
observe that law enforcement authorities fail to inform victims about existing and
available support services and how to contact them?.

A survey conducted in Sweden in 2019 revealed that only 55% of victims surveyed
claimed to have received information on their rights when reporting a crime, while
27% said they have never received this information and the remaining 18% indicated
they received the information at a later point in time?3®.

When guidance and procedures for
authorities on how to provide information
are inexistent or not sufficient, it results
in little or no information being provided.
Experts consulted additionally highlighted

VSE recommendation:

First-contact authorities and support
organisations should strengthen their
partnership and cooperation, e.g.

the la.cl.< of time Of law enforcement through automatic opt-out referral
authorities to provide complete and mechanisms, to mitigate problems
tailored information to victims. As a result, such as lack of time, resources and/
strengthening partnerships with victim or expertise, for providing complete

support organisations, notably through and adapted information to victims.
strong referral mechanisms, was seen as
an effective solution®®.

Victim Support Netherlands’ (Slachtofferhulp Nederland) active
collaboration with police authorities

Active cooperation and collaboration between police authorities and victim
support organisations are often the most effective ways of addressing
shortcomings in the information provided to victims at the first contact. In the
Netherlands, victims are automatically referred to Victim Support Netherlands
where they consent. Victims are then provided detailed information about
their rights and support services. Such a system allows adequate information
to reach the victims and counteracts the limitations faced by law enforcement
authorities?*.

36 VOCIARE: Victims of Crime Implementation Analysis of Rights in Europe — Synthesis Report, Victim Support Europe, 2019, available at: https://vic-
tim-support.eu/wp-content/uploads/2021/02/VOCIARE_Synthesis_Report.pdf

37 Proceedings that do justice — Justice for victims of violent crime, Part I, European Union Agency for Fundamental Rights, 2019, available online:
https://fra.europa.eu/sites/default/files/fra_uploads/fra-2019-justice-for-victims-of-violent-crime-part-2-proceedings_en.pdf

38 A journey from crime to compensation: an analysis of victims’ access to compensation in the EU, Victim Support Europe, 2019, available online:
https://victim-support.eu/wp-content/files mf/1574261567A Journey From Crime To_Compensation 2019.pdf

39 From focus groups conducted with experts for the development of this policy paper.

40 Best Practices In Victims’ Support: Referrals, Information, Individual Assessment (VICToRIIA), Research and Collection of Best European Practices,
Meindre-Chautrand L., Shrimpling R., Victim Support Europe, 2019, available at: https://victim-support.eu/wp-content/files mf/1626336823best-
practicesreportfinal.pdf
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3.2.2. Language not simple

When information is provided, research shows that a recurring problem in Member
States is that it is not simple and easy to understand. The language is complex and
technical, using legal terminology — whether it written materials or provided orally.

In some cases, a copy of the national legal provisions is provided without explanation.
In Lithuania, a standardised six-page letter of rights is provided to victims, using
technical and complex language®'. In the Netherlands, a lawyer highlighted that even
for a lawyer, the information provided can be complex to understand, with a similar
letter often being provided to victims without oral explanations at all*2.

One cause for this barrier remains
the lack of proper training of
authorities on the use of simple and
easy to understand language and in
communication skills in general*.
Practitioners consulted highlighted
the importance of regular training
on communicating with victims in a
simple and tailored way. As for written
materials, national authorities should
actively develop and/or collaborate
with relevant agencies and
organisations to develop guidance,
recommendations and standards for

VSE recommendation:

Regular training must be provided to
first-contact authorities for developing
communication skills and learning how
to communicate in a victim-sensitive
trauma-informed  manner.  For
European standards

and
written materials,
for producing simple information should
be further used and adapted to national
contexts to be used by authorities.

producing simple and easy to read and understand materials. For example, in Ireland,
victim support organisations work together with the National Adult Literacy Agency
(NALA)** to develop simple and easy to understand materials. At the European level,
European standards were also recently produced.

41 VOCIARE National report, Lithuania, 2019, Victim Support Europe, available online: https://victim-support.eu/wp-content/uploads/2021/02/VOCIA-

RE_National Report_Lithuania_interactive.pdf

42 Proceedings that do justice — Justice for victims of violent crime, Part Il, European Union Agency for Fundamental Rights, 2019, available online:
https://fra.europa.eu/sites/default/files/fra_uploads/fra-2019-justice-for-victims-of-violent-crime-part-2-proceedings_en.pdf

43 VOCIARE: Victims of Crime Implementation Analysis of Rights in Europe — Synthesis Report, Victim Support Europe, 2019, available at: https://vic-
tim-support.eu/wp-content/uploads/2021/02/VOCIARE_Synthesis_Report.pdf

44 National Adult Literacy Agency (NALA): https://www.nala.ie/about-us/
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European standards for making

information easy to read and [[3Y{e)gaar=11lela e gz
understand

European standards for making information
easy to read and understand

In October 2021, Inclusion Europe,
a European platform representing
persons with intellectual disabilities,
published European standards for
making information easy to read
and understand*®. Available in 16
languages, the guide presents
recommendations for developing
written, electronic, video and
audio materials in simple and easy
to understand language. While
Inclusion Europe works primarily for
persons with intellectual disabilities,
the standards are designed to help
authorities and general public in
designing accessible information for all persons who need information in a
simple language.

Plain language organisations also exist in many countries and various
governments have established guidance as well e.g. the UK government has
details advice on accessible communication formats.*®

3.2.3. Information not accessible
AVAILABILITY IN MULTIPLE LANGUAGES

A large proportion of victims who do not speak the national language of proceedings
still face many barriers in accessing information in a language they understand®’
Many victims are still not able to access and receive adequate linguistic assistance.
In many cases this led to, a decrease in confidence to contact and/or report crime
to law enforcement?.

Whilst the use of official interpreters is not a requirement when reporting a crime,
authorities should ensure that victims, who don’t speak the language of proceedings,
are either enabled to make a complaintin a language they understand or are provided
with linguistic assistance. Moreover, for any subsequent interviews interpretation
and translation should be available.

45 Information for all: European standards for making information easy-to-read and understand, Inclusion Europe, 2021, available online: https://www.
inclusion-europe.eu/easy-to-read-standards-guidelines/

46 https://www.gov.uk/government/publications/inclusive-communication/accessible-communication-formats

47 VOCIARE: Victims of Crime Implementation Analysis of Rights in Europe — Synthesis Report, Victim Support Europe, 2019, available at: https://vic-
tim-support.eu/wp-content/uploads/2021/02/VOCIARE_Synthesis_Report.pdf

48 Language barriers in the criminal justice system, Hunter G. and al., 2022, available online: https://www.bell-foundation.org.uk/app/uploads/2022/03/
Language-barriers-in-the-criminal-justice-system.pdf
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Yet even with respect to basic assistance, Member States struggle to put an effective
system in place, and the availability of interpreters remains the main difficulty in
exercising this right. When interpreters are available, organising their presence can
create delays, varying from a few hours to days. This complicates the procedure and
risks discouraging officers from engage with victims and victim from seeking help*®.

Finally, the quality of the interpretation cannot always be guaranteed, since
interpreters are not always trained on communicating with victims of crime in a
trauma-informed way. This creates further risks of secondary victimisation as they
do not always meet and respect victims’ needs and vulnerabilities.

To improve access to information in a
language victims understand, Member

States should take advantage of VSE recommendation:

technology and platforms to produce First-contact authorities should be
and communicate information in several encouraggd to use innovative -and
languages. In the United States for technological tools and devices

to communicate and provide
information in several languages.

example, devices providing instant voice
translation were tested as far back as
2002, when instant translation was
identified as a crucial need for frontline
officers. The Voice Response Translator
(VRT) was adopted and used as a prototype in different cities. The voice-activated
device offers instant translation during communications and was proven efficient
and helplful in many situations®°.

In addition, written materials containing basic information in multiple languages
should be developed proactively by Member States to allow victims to access basic
information in a language they understand.

Belgium’s multilingual brochure for victims of trafficking

In Belgium, organisations working on human trafficking developed a
multilingual brochure presenting basic information for trafficked victims in 28
languages®’. The brochure contains information about human trafficking and
possible situations of exploitation, to help individuals self-identify as victims,
and information about the reception centres available and their services,
with contact information. The brochure uses simple and easy to understand
language to make it more accessible.

49 |bid.

50 The Voice Response Translator: a Valuable Police Tool, Cohen M., U.S. National Institute for Justice, 2005, available online: https://nij.ojp.gov/topics/
articles/voice-response-translator-valuable-police-tool

51 Multilingual brochure for victims of human trafficking, 2018, available online: https://www.myria.be/files/Multilingual-human-trafficking-LR.pdf
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AVAILABILITY THROUGH MULTIPLE FORMATS

A problem identified in many Member States is that information provided by first-
contact authorities is not provide in different formats which limits its accessibility.

Information is mostly only provided in written form and orally. Whilst oral information
can be import in re-explaining existing information, it remains in most cases lengthy
and complex. Other formats such as video and online resources are used very rarely:
only 41% of professionals working with victims testified that most victims often
receive printed materials (leaflets, brochures or similar); 39% said that information
is often provided orally; 29% that information is rarely provided through internet
(websites, online platforms...) and 26% that information is never provided via video®2.

3.2.4.Information not adapted to individual needs

Information for the most part is provided in a standardised form without adaptations
to individual needs. Usually, information that meets individual needs is understood
as being accessible to all victims, with a communication model and method that
can be adapted to be adequate and appropriate for each victim, following a victim-
centric approach.

The needs can refer to the impact of crime/trauma, a specific disability, vulnerability
(e.g. victims who are part of vulnerable groups, such as child victims, elderly,
migrant victims) or socio-cultural background. For example, the understanding of
victimisation by the victim’s community can play an important role in the way a
victim will react to information about rights and support available. In communities
where seeking help is stigmatised, victims might be reluctant to receive information
about these services®:. Information on services in such communities may therefore
need to be adapted to help overcome these stigmas.

Most of the time, the adaptation of information to a person’s individual needs will
depend on the individual skills and experience of the person providing information
to the victim, and on that person’s ability to evaluate the victim’s communication
needs and understand how to adapt the information provision to that end.

In practice, experts and practitioners confirmed that authorities usually do not check
whether victims fully understand the information provided to them and are able to.
This tends to be due to a lack of time and interest, considering it is not seen as part
of their mission/job. Relying on individual skills rather than establishing service wide
training, support tools, and networks from communities which work with different
victims limits the likelihood that individuals at services as a whole can provided
adapted information.

The lack of variety in means and formats and inability to adapt information to victims’
needs, prevents services from ensuring that the victim effectively understands the

52 VOCIARE: Victims of Crime Implementation Analysis of Rights in Europe — Synthesis Report, Victim Support Europe, 2019, available at: https://vic-
tim-support.eu/wp-content/uploads/2021/02/VOCIARE_Synthesis Report.pdf

53 Best Practices In Victims’ Support: Referrals, Information, Individual Assessment (VICToRIIA), Research and Collection of Best European Practices,
Meindre-Chautrand L., Shrimpling R., Victim Support Europe, 2019, available at: https://victim-support.eu/wp-content/files mf/1626336823best-
practicesreportfinal.pdf
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information provided at the first contact. With the quality of information provision
relying on individual skills of the provider, it creates inequalities between victims based
on who they engage with and the complexity and specificity of their communication
needs. Several research studies indicate for example that the absence of adapted
communication tools and support in police services is one major reason discouraging
victims with physical or mental challenges to report crime®*.

The reinforcement of cooperation and partnerships between authorities, in particular
between law enforcement and victim support services, was considered as the
best solution to address this problem?®. Adopting measures such as ensuring that
information is available through sign language videos for deaf persons or persons
with hearing-impairment®¢, can also help fill some gaps.

Sign language and audible information features on websites: Help-Info

The Help-Info website (Hilfe info), developed by the German Federal Ministry
of Justice, presents information to persons affected by crime about their
rights, advice on what to do and available services, among others. The website
contains a ‘Simple language’ feature, that includes a reading option where the
information is available in audio form as a screen-reader, as well as a ‘Sign-
language’ feature (although available only through the German version of the
website) where the website’s content and navigation is explained through sign
language videos®".

In a lot of cases, the amount of the information provided is not adapted to the first
contact and is provided without taking into account the victim’s individual situation.
For example, it may be too long, leading them to feel overwhelmed, confused
and distressed or they may be provided information not relevant to the stage of
proceedings they are in.

In addition, experts highlighted that authorities usually do not and are not able to
check whether victims fully comprehend the information provided to them, thus
they provide information regardless of the victims’ capacities, often resulting in
overwhelming the victim. Again, the solutions discussed related to additional and
regular training on communication skills for authorities and improved cooperation
with support services, who can help address these gaps based on their mission,
experience and skills®e.

54 A journey from crime to compensation: an analysis of victims’ access to compensation in the EU, Victim Support Europe, 2019, available online:
https://victim-support.eu/wp-content/files mf/1574261567A Journey From_ Crime To Compensation 2019.pdf

55  From focus groups conducted with experts for the development of this policy paper.

56 More recommendations on making information accessible to persons with disabilities in Voices for Justice: Communicating with victims of crime with
disabilities (Toolchest), Validity and al., 2022, available online: https://validity.ngo/wp-content/uploads/2022/12/Voices-for-Justice TOOLCHEST-2.
pdf

57 Hilfe-info website, sign language: https://www.hilfe-info.de/WebS/hilfeinfo/DE/Service/GebaerdenSprache/GebaerdenSprache node.html

58 From focus groups conducted with experts for the development of this policy paper.
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Presence of victim support organisations in police stations in France to
ensure adequate information provision®®

In France, victim support services can be found in several police stations and
gendarmeries. Victim support organisations play a key role in orally providing
the information to victims in a simple and adapted language. Before any
hearing, victim support associations contact victims to ensure they understood
the information provided to them and, if necessary, support victims with
understanding the information given by the authorities.

Victim support workers also explained simple strategies they put in place to
ensure victims understand what to do next, that could be easily reproduced by law
enforcement authorities, e.g. making the victim write down the list of next steps
discussed, or write it down together with them.

3.2.5. Information is not timely or repeated

Victims may face a situation where they are overloaded with information. For
example, when they report the crime, the police provide a series of explanations,
perhaps some leaflets or guidance. They may have instructions for them to follow,
advisory information on what their rights are, as well as information about the case.
In addition, a number of other entities may contact the victim and may also provide
their own information, which may be new, duplicate information or may even relate
to the same issue but be different
or contradictory. This can be the

case where there is no co-ordination VSE recommendation:

between different organisations. For Information at the first contact should
frontline practitioners the approach be restricted to what is necessary and
to provided everything in one comprehensible by the victim, to avoid
go, can help overcome their own overwhelmingthem and negativelyimpact
administrative pressures. However, their ability to absorb it. There should be

roviding information in this wa follow up and other channels to ensure
providing | ! ' IS Way additional information is provided at the

fails to effectively communicate .
right moment.

the information such that it can be
understood and acted on.

Focusing on a timely delivery of information should be a priority for authorities
to avoid overwhelming victims. This is particularly important for traumatised
victims who may struggle to take in and process information. It requires finding
the right balance between providing all information necessary to the victim and not
overwhelming them. This means taking into account the specific needs and individual
circumstances of the crime and of the victim. In particular, some information could
be provided at a later stage, whilst the information provided in one moment can be
provided through multiple means such as oral, written and video - taking care that
this approach does not also overwhelm the victim. Ultimately, it can provide victims
with a choice of how and when they take on information.

59 VOCIARE National report, France, 2019, Victim Support Europe, available online: https://victim-support.eu/wp-content/uploads/2021/02/VOCIA-
RE_National Report France interactive.pdf
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In addition to timeliness, information should be repeated to victims. Repeating
information can have different purposes. The impact of crime and traumatisation
can lead to selective attention and memory (see 1. Introduction), creating difficulties
for victims to focus, understand and remember information, especially shortly after
the crime.

Repeating information at later stages helps counteract these effects by creating
other opportunities for victims to access and receive information. Victims will
need different information at different stages of the journey (reporting, pre-trial,
proceedings...) and, even when certain information is provided early in the journey
- e.g. information about access to compensation at the first contact -, it should be
repeated when it is the most relevant i.e. when the right can be exercised - e.g. for
compensation, at the stage of the trial when the victim can fill an application.

Forexample, as the EU FRA pointed out®, whilst victims in Poland received information
on offender compensation through a letter of rights at first contact, it is unlikely they
will remember this when it matters during the trial phase.

Again, training and additional cooperation with victim support services, who would
be able to adequately follow up and provide relevant information, was described as
the best solutions to counter these challenges®. In the EU FRA report, it was shown
that of the 12 victims interviewed, the two which made compensation claims were
those who were advised by lawyers. This reflects the importance of having multiple
support avenues for victims not only for emotional and practical reasons, but also
to ensure victims know their rights, understand them and are able to act on them.

3.3. Information provision during criminal
proceedings

Once a victim enters the justice system, information provision is fundamental
throughout the proceedings. VSE members and recent studies have observed that the
more information victims receive about the functioning of the justice system, their
role, their rights within proceedings, the more they will understand it and the more
able and willing they are to be involved. Timely, complete and adequate information
provision consequently impacts the outcomes of the proceedings, as it leads to
increased victim participation and reduced risks of secondary victimisation.
Conversely, where information provision is insufficient, this is a source of secondary
victimisation.

Before and during proceedings, it is fundamental for victims to receive basic
information about the trial (e.g. date, time and location of the trial) as well as updates
on developments and decisions on their case, as required by the Victims’ Rights
Directive®.

60 Sanctions that do justice — Justice for victims of violent crime, Part Ill, European Union Agency for Fundamental Rights, 2019, p26; available online:
https://fra.europa.eu/sites/default/files/fra_uploads/fra-2019-justice-for-victims-of-violent-crime-part_3-sanctions_en.pdf

61 From focus groups conducted with experts for the development of this policy paper.

62 Article 6, Directive 2012/29/EU of the European Parliament and the Council, establishing minimum standards on the rights, support and protection
of victims of crime, https://eur-lex.europa.eu/legal-content/EN/TXT/PDF/?uri=CELEX:32012L0029&from=EN
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Explanations as to their role and rights during trial and the role of other professionals
or parties involved in the trial is also central to victims’ experience of the justice
system. Finally, receiving information about the release or escape of the perpetrator
from detention, whether during or after criminal proceedings, is fundamental as it
will affect victims’ safety, especially in cases where the victim knows the perpetrator,
e.g. in cases of domestic violence or stalking where they are at particular risk of
repeat victimisation and violence from the offender®:.

However, many gaps in information provision during criminal proceedings can be
identified, in particular on the availability of information (on rights and role of victims
and about the case and its developments); the complexity of information provided,
its accessibility and timeliness and repetition over time. It should also be recalled
that whilst the EU Victims Directive does establish a right to this information, it is
for some rights limited to victims having a role in proceedings e.g. civil parties, and
may also require victims to request the information first.

3.3.1. Information is not available
INFORMATION ON VICTIMS?®’ RIGHTS AND ROLE IN PROCEEDINGS

The recent EU FRA study on victims’ experience of the justice system highlighted
that across all Member States, the majority of victims felt they did not receive
sufficient information about their potential role within criminal proceedings (around
three in four victims, with 48% strongly agreeing and 27% rather agreeing)® and
were overall dissatisfied about the amount of legal information provided to them.
As a consequence, it prevented them from playing a more important role in the
proceedings and led them to feeling dissatisfied with their low level of participation.

The study identified the fact that victims were not aware of their participatory rights
as the major reason why victims were not able to exercise these rights. One of the
drivers identified related to the reliance on the police to provide this information,
with this often being incomplete, not timely and not adapted to victims’ needs (see
3.2. Information on first contact with authorities and reporting crime). As for other
types of reparation processes, such as restorative justice, a majority of authorities
themselves are not aware and informed about the existence of restorative justice
systems and their functioning, hence failing to inform victims about them®®.

63 Women as victims of partner violence — Justice for victims of violent crime, Part IV, European Union Agency for Fundamental Rights, 2019, available
online: https://fra.europa.eu/sites/default/files/fra_uploads/fra-2019-justice-for-victims-of-violent-crime-part-4-women_en.pdf

64 Proceedings that do justice — Justice for victims of violent crime, Part I, European Union Agency for Fundamental Rights, 2019, available online:
https://fra.europa.eu/sites/default/files/fra_uploads/fra-2019-justice-for-victims-of-violent-crime-part-2-proceedings_en.pdf

65 VOCIARE: Victims of Crime Implementation Analysis of Rights in Europe — Synthesis Report, Victim Support Europe, 2019, available at: https://vic-
tim-support.eu/wp-content/uploads/2021/02/VOCIARE_Synthesis_Report.pdf
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INFORMATION ON VICTIMS’ CASE AND DEVELOPMENTS

Many victims still face barriers in accessing information about their case and its
developments. In some cases, basic information about the date, time and location
of the trial is not provided adequately to the victims®®. Likewise, information about
the updates and decisions, including dismissal of their case, is not consistently
provided to victims. This gap in information again leads victims to feel isolated from
the justice process. One reason explaining this gap is the requirement that victims
request the information themselves.

Even when victims request information, they receive it only in a limited number of
cases: across Member States: less than 37% of professionals said that victims always
receive information about their case when they request it and less than 35% said
that they often receive it®. This includes receiving information about the release or
escape of the offender from detention, where only 30% of professionals said victims
always receive it, following a request®®.

Whilst one way of accessing case information is through the casefile, other legal
and administrative barriers impede this process. For example, in Portugal, victims
who request to see their casefile, face a complex administrative process, with the
submission of a written request subject to approval. This access is sometimes
restricted to the victim’s legal representative, as in Germany, which creates
inequalities between victims who have a representative and those who don’t®. In
addition, the language of the casefile remains complex and difficult for any victim
without legal education.

Overall, the lack of proactivity from State authorities is observed when providing
information, with victims having to insist and/or to go through complex bureaucracy
to receive information.

Having in mind the access problems created where information is only available on
request, it is recommended that an opt-out system is implemented. This ensures
that victims are provided information unless they say they don’t want it. The wishes
of victims are thus met whilst creating a more reliable approach to providing
information.

As with the request based system, the opt-out system would rely on an effective,
adapted provision of information to the victim about
what type of information they can receive, when,
how, etc., so that victims can provide informed VSE recommendation:
consent. Regular follow-up should also be ensured to
account for the changing wishes and circumstances

Establishing an opt-out
. system for informing victims
of victims. about their case, i.e. informing
victims they will receive

Differentiating information about the victim’s case this information unless they

(e.g. basic information on the trial and updates on oppose to it, would facilitate

the process of the case) from information about the victims’ access to these

offender’s probation should be considered. updates by creating a more
direct system.

66 Ibid.

67 Ibid.

68 Ibid.

69 Proceedings that do justice — Justice for victims of violent crime, Part I, European Union Agency for Fundamental Rights, 2019, available online:
https://fra.europa.eu/sites/default/files/fra_uploads/fra-2019-justice-for-victims-of-violent-crime-part-2-proceedings_en.pdf
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The latter, often provided through notification schemes by probation boards or
similar authorities, can include information such as decisions and dates of release
or escape from detention and the offender’s parole hearings. Due to the nature of
the information and the potential impact it can cause on victims (see more in
Timeliness and repetition over time below), it can be considered as more sensitive
and might cause higher risks of secondary victimisation. Hence, any discussion
around designing an opt-out system for information provision on the victim’s case
should take these risks into account and consider maintaining an opt-in system for
information about the offender’s detention.

Finally, all information regarding proceedings should be provided regardless of the
victims’ role and status. The 2012 Victims’ Rights Directive distinguishes between
information all victims should receive (time and place of the trial, nature of charges,
decision to end the investigation or not prosecute
the offender) and information only victims who
have a specific role should receive (updates VSE recommendation:

about the state of proceedings, final judgment)™. All victims should be able to
However, experts consulted highlighted that all receive information and updates
the information above should be provided to all about their case, regardless of
victims, to implement a proper right to receive their role in proceedings and
the information, even when victims do not use it whether they wish to exercise
to exercise their participatory rights. their participatory rights or not.

TIMELINESS AND REPETITION OVER TIME

When information is provided, it is not timely and sometimes strongly delayed. In
some cases information about the release of the offender is received approximately
two months after the event™. Other difficulties have been noted for informing victims
about the offender’s detention through notification schemes. While victims are often
informed of this right at an early stage of the journey (i.e., first contact), many
victims do not remember being asked and informed.

Another risk relating to information on offender

release or escape is that often, victims are VSE recommendation:

informed via a letter, without prior warning Provision of sensitive information
and without support offered or referenced. should always be accompanied
In the UK, a number of suicide attempts were by the provision of support or, at
recorded after victims received the letter, due the minimum, information about

to the great shock, alarm and anxiety caused by | eVElE IR eelolgi-loigvlel-
the information. Arguably sensitive information
for vulnerable victims should be accompanied
by the provision of support or, at least, the provision of information about available
support services they can contact.

70 Article 6, Directive 2012/29/EU of the European Parliament and the Council, establishing minimum standards on the rights, support and protection
of victims of crime, https://eur-lex.europa.eu/legal-content/EN/TXT/PDF/?uri=CELEX:32012L0029&from=EN

71 Proceedings that do justice — Justice for victims of violent crime, Part I, European Union Agency for Fundamental Rights, 2019, available online:
https://fra.europa.eu/sites/default/files/fra_uploads/fra-2019-justice-for-victims-of-violent-crime-part-2-proceedings_en.pdf

33


https://eur-lex.europa.eu/legal-content/EN/TXT/PDF/?uri=CELEX:32012L0029&from=EN
https://fra.europa.eu/sites/default/files/fra_uploads/fra-2019-justice-for-victims-of-violent-crime-part-2-proceedings_en.pdf

The main reasons identified for gaps in both availability and timeliness, are the
absence or mistakes in victims’ contact details and/or the absence of mechanisms
and procedures to provide this information at all and in time™. In 2020, the European
Commission implementation report of the Victims’ Rights Directive indicated that
many Member States failed to transpose this obligation, resulting in its absence in a
number of national legislations™.

In Sweden, a lack of mechanisms, time and resources were identified as major gaps
for the police to provide updates about the investigation and the case. Practice has
shown that a high number of victims want to receive regular feedback and updates
from the police throughout the investigation. While in specialised units — i.e. units
specialised in a certain crime, such as violence against children or domestic violence
-, investigators might have the time to provide such personalised updates to victims,
e.g. through the phone, it has been very challenging to implement for all cases and
all victims. Hence, police services are currently considering best options to improve
their communication’s system.

Online platforms with automated systems for victims to access information and
updates about their case have been
seen on one type of solution to ensure

information is available and easily VSE recommendation:

accessible to victims. Such systems have MemberStatesshoulddeveloponline
been developed in the United States for platforms with automated systems
the last 30 years. This includes sending for victims to access information
notifications about court hearings and and updates about their case. These
outcomes, through different mechanisms platforms should be accessible and

user-friendly, following a victim-
sensitive approach.

of choice, e.g. text message, email and
telephone™.

3.3.2. Information is not accessible
LANGUAGE IS NOT SIMPLE

Similarly to the information provided by the police at first contact, information
provided by public prosecution services and judges is, most of the time, complex
and difficult to understand for victims. The legal complexity of the language used
and the length and amount of information provided on materials discourage victims
to read them and/or to act on their rights™.

72 VOCIARE: Victims of Crime Implementation Analysis of Rights in Europe — Synthesis Report, Victim Support Europe, 2019, available at: https://vic-
tim-support.eu/wp-content/uploads/2021/02/VOCIARE_Synthesis_Report.pdf

73 REPORT FROM THE COMMISSION TO THE EUROPEAN PARLIAMENT AND THE COUNCIL on the implementation of Directive 2012/29/EU of the Euro-
pean Parliament and of the Council of 25 October 2012 establishing minimum standards on the rights, support and protection of victims of crime,
2020, available online: https://eur-lex.europa.eu/legal-content/EN/TXT/?uri=COM%3A2020%3A188%3AFIN

74 Challenges of Effective Communication in the Criminal Justice Process: Findings from Interviews with Victims of Sexual Offences in Australia, Bartels
L., 2020, available online: https://www.academia.edu/54689265/Challenges of Effective Communication_in_the Criminal Justice Process Find-
ings_from Interviews with Victims of Sexual Offences in_Australia

75 Proceedings that do justice — Justice for victims of violent crime, Part Il, European Union Agency for Fundamental Rights, 2019, available online:
https://fra.europa.eu/sites/default/files/fra_uploads/fra-2019-justice-for-victims-of-violent-crime-part-2-proceedings_en.pdf

34


https://victim-support.eu/wp-content/uploads/2021/02/VOCIARE_Synthesis_Report.pdf
https://victim-support.eu/wp-content/uploads/2021/02/VOCIARE_Synthesis_Report.pdf
https://eur-lex.europa.eu/legal-content/EN/TXT/?uri=COM%3A2020%3A188%3AFIN
https://www.academia.edu/54689265/Challenges_of_Effective_Communication_in_the_Criminal_Justice_Process_Findings_from_Interviews_with_Victims_of_Sexual_Offences_in_Australia
https://www.academia.edu/54689265/Challenges_of_Effective_Communication_in_the_Criminal_Justice_Process_Findings_from_Interviews_with_Victims_of_Sexual_Offences_in_Australia
https://fra.europa.eu/sites/default/files/fra_uploads/fra-2019-justice-for-victims-of-violent-crime-part-2-proceedings_en.pdf

In Sweden, a promising practice is being implemented to support victims in
understanding information provided to them by investigation services. In the case
where the investigation is discontinued, every victim receives a letter — without
having to request it. The letter informs them about the investigation’s discontinuity
and reasons why.

In its current form, the letter was written in complex legal jargon which can be
difficult for victims to understand. Hence, in situations of serious crimes, where
there is an identified risk to the victim, the victim is referred to the police Crime
Victim and Personal Protection Unit, who contacts the victim on the phone to provide
verbal explanation as to the investigation’s closure and ensure the victim understood
the information provided. However, as this practice is not an obligation yet, not all
victims are contacted’.

Similar solutions that include regular training for actors from the justice sector
(judges, prosecutors, lawyers, etc.) and the development of simple and accessible
information materials should be implemented in all Member States.

LIMITED AVAILABILITY IN MULTIPLE LANGUAGES

Accessing interpretation and translation in proceedings is fundamental both to ensure
victims receive timely and adequate information in a language they understand, and
to exercise their right to be heard during proceedings. Law enforcement, as first
contact authorities, play a crucial role in sharing information about language needs
with professionals from the justice system, to ensure assistance is available for the
victim. However, the lack of procedures and tools to conduct this assessment and
share this information constitutes a first barrier™.

When they are provided, the lack of availability of translation and interpretation
services during proceedings is a major issue, with their availability decreasing as the
proceedings advance. According to VSE’s study, only 19% of victims had access to
such services during the entire trial, and 10% of victims were able to access it only
during their testimony®.

In many cases (30%), the lack of qualified and licensed interpreters was the main
reason for difficulties in accessing such services, with equally provision across a
country also proving problematic. The lack of sensitivity and ability of interpreters
to respond to victims’ needs and vulnerabilities, communicate in a trauma-informed
and victim-sensitive manner, is a major challenge as well (12%).

In addition, Member States observed an important lack or absence in interpreters
or translators that have in-depth knowledge and understanding of the legal system
and are able to adapt to both formal and informal speech to address adequately
both actors of the proceedings and victims™.

76 VOCIARE National report, Sweden, 2019, Victim Support Europe, available online: https://victim-support.eu/wp-con-

tent/uploads/2021/02/VOCIARE_National_Report_Sweden_interactive.pdf

77 Language barriers in the criminal justice system, Hunter G. and al., 2022, available online: https://www.bell-foundation.org.uk/app/uploads/2022/03/
Language-barriers-in-the-criminal-justice-system.pdf

78 VOCIARE: Victims of Crime Implementation Analysis of Rights in Europe — Synthesis Report, Victim Support Europe, 2019, available online: https://
victim-support.eu/wp-content/uploads/2021/02/VOCIARE_Synthesis_Report.pdf

79 Ibid.
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The Finnish Register of Legal Interpreters

In Finland, the University of Helsinki offers programmes to specialise in legal
translation and interpretation, in Master’s degree and separate trainings.
Graduates and trainees are able to register to the Register of Legal Interpreters,
founded in 2016. The latter gathers certified interpreters to help individuals
find a professional able to provide interpretation for legal matters. As of 2017,
the Register had a total of 42 interpreters for 12 languages®°.

When providing translation, the information remains incomplete due to some
information not being deemed essential for translation in a number of cases (12%)
and the translation not being provided in a timely manner (11%)8'.

Finally, professionals from the justice system themselves lack training and awareness
on how to work with interpreters and translators who assist victims, leading to
confusion and gaps in the information provided®. Organising the presence of an
interpreter can sometimes be seen as a ‘cause of delay’ more than anything else.
Sometimes, the presence of interpreters can even lead to creating a negative
perception of the victim or witness, as creating a barrier between the court
professionals and practitioners and the victim/witness®.

There is no single ‘silver bullet’ answer to resolving this range of problems. It
seems clear that a more strategic and co-ordinated approach to the organisation
of interpretation services is necessary — particularly given that solutions will also
be relevant for other parties in proceedings — in particular suspects. This entails a
long-term plan aimed at:

— Increasing numbers of interpreters through improved funding mechanisms;

— Better co-ordination between service provides to create a more efficient network;

— Using new technologies for virtual delivery of services and access to global
services;

— Upskilling of interpreters to ensure specialised knowledge of the legal system;

— improved knowledge of practitioners on how to work with interpreters;

— Use of Al and other technologies should be further explored and developed for the
criminal justice system to expand interpretation possibilities where accredited
interpretation isn’t required.

At the same time, the legal framework for eligibility of translation and interpretation
requires review. Currently, under EU law, not all victims are entitled to the service
and the service may be limited for a range of reasons. Taken from the perspective of
the current funding arrangements and availability of interpreters, concerns over the
feasibility of an unlimited right to interpretation is understandable.

80 VOCIARE National report, Finland, 2019, Victim Support Europe, available online: https://victim-support.eu/wp-content/uploads/2021/02/VOCIA-
RE_National Report Finland interactive.pdf

81 VOCIARE: Victims of Crime Implementation Analysis of Rights in Europe — Synthesis Report, Victim Support Europe, 2019, available online: https://
victim-support.eu/wp-content/uploads/2021/02/VOCIARE_Synthesis_Report.pdf

82 Ibid.

83 Language barriers in the criminal justice system, Hunter G. and al., 2022, available online: https://www.bell-foundation.org.uk/app/uploads/2022/03/
Language-barriers-in-the-criminal-justice-system.pdf
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However, designing rules on interpretation and translation based purely on funding
and availability arrangements is not in line with a victim sensitive approach and
ultimately limits victims access to justice, rights and services. Rather, the starting
point should be to recognise all those who need the service and design solutions
based on that need and the extent or nature of the need.

This means that any victims who doesn’t speak the language of the proceedings
should have the right to interpretation and translation, but the nature of the service
— accredited or informal, and its extent can be adjusted based on need. Founded on
the existing approach of the EU Victims Directive this could mean:

* For information that is essential to victims’ participation, formal/official
interpretation and translation services should remain, in line with the current
Victims’ Rights Directive. Such services should however be offered to victims who
do not speak or understand the language, without them having to request it;

* For non-essential information, unofficial translation and interpretation should
be used. For example, it can be provided by a native speaker who will translate
information to the victim, or using technological tools and platforms for simple
information including use of Al.

Official translation and interpretation of essential information should only be
provided by accredited interpreters/translators. The EU, together with Member
States, should define quality standards for interpreters and translators working in
criminal proceedings and providing these services, and organise and establish related
training programmes. These trainings should include, at minimum, communication
with victims and empathetic approaches to victims, to prevent and minimise risks
of secondary victimisation.

Training and awareness-raising activities directed towards court professionals and
practitioners should be regularly organised as well, to develop the understand of
victims’ needs in accessing information in alanguage they understand, the importance
of and protocols to work with interpreters.
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INFORMATION IS NOT ADAPTED INDIVIDUAL NEEDS

During criminal proceedings, information is not provided or adapted to individual
needs and groups of victims with specific needs, such as persons with disabilities,
child victims or persons who do not speak the national language.

Across EU Member States the following percentages of different victim groups
always access information that is adapted to their communication needs?*:

— 31% of children

— 33% of people with hearing impairments

— 26% of people with intellectual disabilities

— 30% of persons who do not speak the language in which the proceedings
are conducted

— 26% of illiterate people

— 30% of blind and partially blind people

This means the vast majority of these groups only receive information

intermittently.

When information is provided, it can be too much overwhelming victims in a lot of
cases (see 3.2. Information on first contact with authorities and reporting crime).

‘Gépalemojust’ booklet: Explaining the justice system in simple and
accessible language

In France, the victim support organisation France Victimes 37 developed a
booklet named ‘Gépalemojust’ (a play of words in French, displaying ‘I don’t
have the right word’ in phonetics). The booklet explains in simple words and
language the functioning of the justice system for victims, from making a
complaint to trial and includes information for specific situations and crimes
such as domestic violence. Initially developed for victims who do not speak the
national language, the Gépalomojust booklet is also used for communicating
with any person in need of simple language and information. The booklet
is available in 6 languages (French, English, Portuguese, Arabic, Turkish and
Russian).®

84 VOCIARE: Victims of Crime Implementation Analysis of Rights in Europe — Synthesis Report, Victim Support Europe, 2019, available online: https://
victim-support.eu/wp-content/uploads/2021/02/VOCIARE_Synthesis_Report.pdf

85 Gépalemojust: la justice traduite aux victimes, France Victimes 37, available online: https://www.france-victimes.fr/index.php/categories-inave-
m/163-nos-engagements/evolutions-aide-droit-victimes
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3.4. Support servicesrole in information provision

Victim support services and organisations have a fundamental role in providing
information to victims, recognised by the Victims’ Rights Directive. They have
a role in informing victims about their rights, their role in criminal proceedings,
and about access to compensation and protection schemes®. When they provide
such services, they can help prepare victims for trial and accompany victims during
criminal proceedings, providing information and basic emotional support throughout
the process.

Services are composed of trained volunteers and professionals, who are well prepared
to provide information in a victim-centric, trauma-informed and simple manner.
For victims to successfully reach and access these services, the communication of
information about them is fundamental — mostly through awareness-raising and
spreading information through multiple contact points including agencies of first
contact. As these challenges are already detailed in 3.1. Increasing public awareness
of crime, victimisation and prevention, this section will focus only on information
about victim support services with the primary challenge identified being availability.

3.4.1. Information is not available

The availability of information about victim support services remains inconsistent
and, when shared through campaigns is based on ad hoc initiatives, limited in time.

Most of the time, we see law enforcement authorities fail to inform victims about
existing services and therefore fail to redirect victims to them through a referral
mechanism. Reasons for this are firstly the lack of training and knowledge of
authorities about such services, and secondly the lack of consistent policies and
referral procedures from police to support services, which consequently remain
ineffective?®'.

The failure to inform victims about services also reduces access to information that
those services would provide. Conversely, co-ordination of information provision
between those services reduces burdens on all providers and minimises gaps.

86 Article 9, Directive 2012/29/EU of the European Parliament and the Council, establishing minimum standards on the rights, support and protection
of victims of crime, https://eur-lex.europa.eu/legal-content/EN/TXT/PDF/?uri=CELEX:32012L0029&from=EN

87 VOCIARE: Victims of Crime Implementation Analysis of Rights in Europe — Synthesis Report, Victim Support Europe, 2019, available online: https://
victim-support.eu/wp-content/uploads/2021/02/VOCIARE Synthesis Report.pdf
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APAV’s regular and targeted awareness-raising campaigns

In Portugal, APAV conducts regular and varied online and offline campaigns to
promote its support services, using posters, social media, videos, ads, etc.
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APAV campaigns target specific crimes and communities in order to reach
as many victims as possible. Campaigns are run at the national level and
target, e.g. child victims of sexual abuse, women and men victims of domestic
violence, elderly victims of abuse, etc.®8

Within this context, referral mechanisms are an effective toolthat is linked in practice
with the coordination of information provision. Having strong automatic opt-out
referral mechanisms, accompanied by adequate procedures and policies, will ensure
that victims are able to access services who in turn provide a range of information.
For this reason, referral mechanisms from services other than law enforcement,
such as healthcare institutions and social services, should be developed in Member
States.

Within support services, recent research shows
that information provision remains incomplete
and inconsistent. The evaluation of the Victims’
Rights Directive’s implementation conducted by
VSE revealed that only 33% of victims always implemented in all Member
receive information, advice and support relevant States, to link authorities as
to the rights of victims; only 27% of victims law enforcement, healthcare
always receive information about direct referral institutions and social services
to existing relevant specialist support services; to victim support and facilitate
only 17% of victims always receive advice relating victims’ access to assistance.
to financial and practical issues associated with
the criminal offence; only 21% of victims always
receive advice relating to the risk and prevention
of secondary and repeat victimisation.

VSE recommendation:

Automatic opt-out referral
mechanisms should be

88 Campaigns, APAV, Associa¢do Portuguesa de Apoio a Vitima, online at: https://www.apav.pt/apav_v3/index.php/en/apav-media/media
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In Spain for example, the Victim Assistance Offices (VAO), run under the Ministry of
Justice, are responsible for providing information, assistance and support to victims
of crime throughout the country®. However, in many cases, victims do not receive
these services on aregular basis. According to victims consulted, they only sometimes
or often receive information and advice (sometimes 40%, often 33%), information
about direct referral to existing specialist support services (sometimes 48%, often
29%), advice relating to practical and financial and practical issues (sometimes 37%,
often 26%), and advice relating to the risk and prevention of secondary and repeat
victimisation, intimidation and of retaliation (sometimes 37%, often 26%)°°.

3.5. Information on compensation

All victims of crime, regardless of the crime and of the victim, have a right to
compensation, enshrined in the Victims’ Rights Directive. While some victims, usually
victims of violent crimes, have access to a State compensation scheme, most victims
have to apply for offender compensation first.

In order to exercise their right to compensation, victims must be informed about
this right and how to apply for compensation in a timely and adequate manner.
Victims should additionally be informed about how they can be assisted in the
development of their claim, mainly with practical and administrative assistance and
advice. Because compensation claims can usually be submitted only at a particular
time of the victim’s journey, e.g. beginning of the trial for offender compensation for a
limited number of days or months, the timeliness of the information is fundamental.

For this reason, the main challenges regarding information on compensation were
identified around the availability and the timeliness and repetition of information
over time.

3.5.1. Information is not available

Regardless of the compensation regime - State or offender compensation, victims
are insufficiently informed about the existence of national compensation schemes
and how to access them. In particular, a recent EU FRA study found that the lack of
information given to victims about State compensation and the possibility to apply
for it was the main reason for victims not submitting an application®'.

Similar results were found for offender compensation, where victims who did not
apply, reported they did were not informed of their right. Likewise, in a 2019 survey
conducted in Sweden, 64% of victims of crime surveyed indicated that information
on compensation was excluded from the information they received when reporting
crime®?,

89 With the exception of autonomous communities, i.e. Andalusia, Catalonia, Valencia, Basque Country. Source: VOCIARE National report, Spain, 2019,
Victim Support Europe, available online: https://victim-support.eu/wp-content/uploads/2021/02/VOCIARE National Report Spain_interactive.pdf

90 Ibid.

91 Sanctions that do justice — Justice for victims of violent crime, Part Ill, European Union Agency for Fundamental Rights, 2019, available online: https://
fra.europa.eu/sites/default/files/fra_uploads/fra-2019-justice-for-victims-of-violent-crime-part_3-sanctions_en.pdf

92 A journey from crime to compensation: an analysis of victims’ access to compensation in the EU, Victim Support Europe, 2019, available online:
https://victim-support.eu/wp-content/files mf/1574261567A Journey From Crime To_Compensation 2019.pdf
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Among victims who applied for compensation, most of them were represented
by legal representatives/lawyers, allowing them a better access to information on
their rights®:. These observations show the importance of support and additional
assistance in understanding information and acting on it.

Problems appear driven by practitioners’ limited knowledge about compensation
(including cross-border compensation®), in particular for State compensation,
which is more rarely used than offender compensation®. In Poland, for example,
practitioners observed that State compensation was rarely awarded and thatthey were
discouraged to inform victims about it to avoid creating unrealistic expectations®®.

In her report to the European Commission ‘Strengthening victims’ rights: from
compensation to reparation’’, Special Adviser J. Milquet, underlined the confusion
and lack of clarity as to which authorities (among police, support organisations,
medical professionals, etc), should be involved in providing basic information to
victims on compensation.

The experience of some Member States, such as Germany, confirmed this
observation®®. In the Netherlands, all practitioners interviewed agreed that the police
were failing to inform victims about the possibility to claim State compensation,
leaving support services and lawyers responsible for providing this information.

Regular training on compensation in Croatia®®

In Croatia, the Victim and Witness Support Service - operating under the
Croatian Ministry of Justice, provides expert and administrative support
to the National Compensation Authority and training to police officers on
victim support and compensation. Regular lectures are organised for Police
Administrations in all Croatian counties and in certain administrations as part
of their professional trainings.

93 Sanctions that do justice — Justice for victims of violent crime, Part Ill, European Union Agency for Fundamental Rights, 2019, available online: https://
fra.europa.eu/sites/default/files/fra_uploads/fra-2019-justice-for-victims-of-violent-crime-part_3-sanctions_en.pdf

94 Justice at last: Know your rights, claim compensation, La Strada International, 2019, available online: https://www.justiceatlast.eu/wp-content/
uploads/2019/06/Justice-at-Last-LSI-2019-Policy-Paper 240519 DEF-2.pdf

95 Ibid.

96 Sanctions that do justice — Justice for victims of violent crime, Part Ill, European Union Agency for Fundamental Rights, 2019, available online: https://
fra.europa.eu/sites/default/files/fra_uploads/fra-2019-justice-for-victims-of-violent-crime-part_3-sanctions_en.pdf

97 Strengthening victims’ rights: from compensation to reparation, Milquet J., 2019, available online: https://victim-support.eu/wp-content/files
mf/1663231390strengthening_victims_rights from compensation to_reparation_rev.pdf

98 Sanctions that do justice — Justice for victims of violent crime, Part Ill, European Union Agency for Fundamental Rights, 2019, available online: https://
fra.europa.eu/sites/default/files/fra_uploads/fra-2019-justice-for-victims-of-violent-crime-part_3-sanctions_en.pdf

99 A journey from crime to compensation: an analysis of victims’ access to compensation in the EU, Victim Support Europe, 2019, available online:
https://victim-support.eu/wp-content/files mf/1574261567A Journey From Crime To_Compensation 2019.pdf

100 Victims and witness support services Croatia: https://pzs.hr/en/
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3.5.2. Language is not simple

When victims receive information on compensation, it appears that they are not
informed in an effective and adapted manner, similarly to other types of information
described above. In Poland, for example, information on offender compensation is
provided through a letter of rights provided at the first contact. This is a lengthy
document using complex legal jargon™.

3.5.3. Information is not timely or repeated

In a lot of cases, the first contact is the first and only stage during which victims
receive information about compensation. However, the victim’s first contact with
authorities is not always the most appropriate time for receiving such information
since it may only be during the trial that the victim will be have to submit an
application.

At the same time, deadlines for compensation applications vary widely by country.
For State compensation, for instance, it varies from 60 days after the criminal trial
in Italy up to 10 years after the offence in the Netherlands™2. In countries where
the application deadline is limited, timely information and repetition over time, in
particular when the claim must be submitted, is therefore fundamental.

101 Sanctions that do justice — Justice for victims of violent crime, Part Ill, European Union Agency for Fundamental Rights, 2019, available online: https://
fra.europa.eu/sites/default/files/fra_uploads/fra-2019-justice-for-victims-of-violent-crime-part_3-sanctions_en.pdf

102 Fair and appropriate? Compensation for victims of sexual violence in EU Member States, Part I, FAIRCOM, available online: https://sexualviolencejus-
tice.eu/state-and-offender-compensation-of-victims-of-sexual-violence-survey-good-practices-and-recommendations/
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Case study: the INFOVICTIMS project

Providing simple and accessible information to victims

Started in 2011, the INFOVICTIMS project, led by the Portuguese Victim Support Association
(APAV), aims to develop high-quality information materials for victims of crime in EU Member
States. Through this EU funded project, partner organisations develop written materials
such as posters, leaflets and brochures, online websites and digital campaigns.

All products aim to provide simple information about the rights of victims, the impact of
crime and trauma, explaining the justice system and its actors and available services in the
country. The third edition of the project (INFOVICTIMS Ill) started in 2021, involving 9 national
organisations in countries such as Germany, Greece, Ireland and Czech Republic. This edition
will also develop a geolocation app where victims will be able to access information about
services near them - including victim support services, police stations, healthcare services
among others.

CHDOSE COUNTRY & m SUPPORT SERVICES USEFUL CONTACTS GLOSSARY ouLz SITE MAP
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I WAS VICTIM OF A CRIME

AND SINCE THEN I'M AFRAID: IS THIS NORMAL?

ANYONE CAN BE THE VICTIM OF CRIME

Being the victim of a crime is a negative event that can happen to anyone in their lifetime. Apart from the physical, psycholegical, financial
and social consequences that a crime may have, it is normal for anyone involved in court proceedings to have many questions and to feel
anxious and apprehensive

If you were a victim of crime or if you know someone who was, this website can help you.
Here you will find information about criminal proceedings, your rights and the public services that can provide you support

The INFOVICTIMS project represents a good practice in information provision in responding
to the following criteria:

V Provision of basic information in a simple and easy to understand language. Partner
organisation use simple information based on their daily experience of interactions with
victims. The content of websites is validated by professionals from other sectors such as
law enforcement and judiciary, other support services and sometimes the general public
to ensure the information is complete and easy to understand.

Vv Information is multi-formatted and easily accessible through its high-navigability
websites's;

Vv Information is available through multiple points of contacts, with materials distributed
and available with different professionals (victim support, police, courts, etc.);

Vv Information is available in the country’s national language(s) and English as a minimum;

V Information is adapted to individual needs: e.g. the Portuguese Infovictims website
includes a contrasted version of the website and an adapted website for visually impaired/
deaf persons.

103 Infovictims websites: https://infovictims.com/
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A COORDINATED SYSTEM
OF COMMUNICATION
FOR VICTIMS OF CRIME

As has been seen, there are many flaws in the way that information is currently
provided to victims. Mechanisms for informing victims are considered ineffective due
to barriers that impede victims from accessing or receiving adequate information and
effectively understanding it (see 3. Challenges and recommendations for information
provision to victims). At the same time, there is little focus on improving the way that
victims themselves are able to provide information and engage with practitioners.

To address these challenges, a shift in focus is needed from information provision
to communication with victims — a two-way process which maximises the ability
of both sides to receive, understand and act on the information that is transferred,
whilst minimising barriers and burdens on those parties.

“The two words ‘information’ and ‘communication’ are often used
interchangeably, but they signify quite different things. Information is
giving out; communication is getting through.” Sydney J. Harris®*

To maximise the ability to effectively communicate with victims, we must focus not
only on what information is shared and how, but also on the mechanisms, actors and
relationships responsible for this information sharing. This is critical to overcoming
the many intransigent communication barriers that have remained for years.

We exploreinthis chaptertwo aspects of communication. Firstly, what communication
between individuals involves, what the barriers to communication are and how to
strengthen skills.

Secondly, we take a top-level look at how a framework for communication is
required in every country which ensures a coherent and coordinated mechanism for
communicating with victims which maximises the capacities of all relevant actors
and develops long term solutions.

104 Best Practices In Victims’ Support: Referrals, Information, Individual Assessment (VICToRIIA), Research and Collection of Best European Practic-
es, Literature review, Meindre-Chautrand L., Shrimpling R., Victim Support Europe, 2019, available at: https://victim-support.eu/wp-content/up-
loads/2021/02/Literature-review-final-V2.pdf
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4.1. Improving the way we directly communicate
with victims

4.1.1. What is communication?
The Britannica dictionary provides the following definition of communication:

“1: the act or process of using words, sounds, signs, or behaviors to
express or exchange information or to express your ideas, thoughts,
feelings, etc., to someone else.

[Examples]:

- nonverbal communication

- Parents need to have good communication with their children.
[=they need to be able to understand and be understood by their
children]

- communication problems/skills

- There was a breakdown in communication between members of
the group.

- (formal) We are in communication by e-mail. [=we are
communicating with each other by e-mail]

- television and other means of mass communication [...]”"%

In practice and in research in the field of psychology of communication, the concept
of communication is often described as ‘a process involving two or more persons, for
the primary purpose of exchanging information™®, or:

“the process of sending and receiving messages through verbal and
nonverbal means, including speech, or oral communication; writing and
graphical representation (such as infographics, maps, and charts); and
signs, signals and behaviour. More simply, communication is said to be
the ‘creation and exchange of meaning’”"’.

105 Communication, The Britannica Dictionary, online at: https://www.britannica.com/dictionary/communication#:~:text=Britannica%20Dictionary%20
definition%200f%20COMMUNICATION,human%20communication

106 Effective communication paper, Whorton Y., 2014, available online: https://www.academia.edu/7406483/Effective_Communication _Paper

107 What is communication? The art of communicating and how to use it effectively, Nordquist R., ThoughtCo, available online: https://www.thoughtco.
com/what-is-communication-1689877
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Usually, communication involves three main components: a sender, a receiver and a
message.

Figure 1. Components of communication

At both ends -sender and receiver — are interpretations of meanings, allowing
the sender to ‘encode’ the message, i.e. choosing an appropriate method of
communication such as spoken and nonverbal; and allowing the receiver to ‘decode’
it to understand its significance.

The message is sent through the medium of communication, chosen by the sender,
that will transmit the message to the receiver (e.g. written material, spoken
communication).

Both during and after the transmission of the message, the receiver sends feedback
to the sender, signalling whether they understand the message or not. Such signals
can be verbal or nonverbal, for instance signs of nodding in agreement. Assessing and
understanding the feedback remains for the sender the only manner to check if the
message was understood or not. Depending on the type of communication channels,
the form of feedback will vary and will be more or less direct and immediate.
“.. communication is more than simply the transmission of

information. The term requires an element of success in transmitting
or imparting a message, whether information, ideas, or emotions.” ¢

In aformat of face-to-face communication, the roles of sender and receiver constantly
vary from one person to another, with both parties communicating with each other,
including in subtle nonverbal ways such as eye contact and body language™®. In fact,
the sender becomes the medium of communication itself during a face-to-face
communication process, and must understand how to use nonverbal communication
to provide the message™®.

Nonverbal communication supports both the sender and receiver to understand the
other’s message, intentions, and emotions — that can be picked up through the tone
of voice for a distant communication, e.g. in a phone conversation.

Each person involved in the communication process must therefore understand their
rolein transmitting the idea, encoding/sending it through the means of communication

108 What is communication?, Skills you need, available online: https://www.skillsyouneed.com/ips/what-is-communication.htm|
109 What is communication?, Skills you need, available online: https://www.skillsyouneed.com/ips/what-is-communication.html
110 Effective communication paper, Whorton Y., 2014, available online: https://www.academia.edu/7406483/Effective_Communication Paper
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chosen, receiving the message, understanding the message and sending feedback to
the sender™. This is one reason why, for example, staff providing online or helpline
support require specific training on communicating through this medium.

A communication can be considered successful when the message is sent and
received as intended.

, L . Sight
Different ways of communication exist. These J

are currently (or largely) based on the ability
of humans to experience and understand @

the world around them by interpreting data y\earing
received through the five senses of sight,
sound, touch, taste, and smell". @

Given that around 40% of our brain is
committed to visual processing, it is
understandable that so much of our Taste
communication methods are focused

around sight (it’s worth noting that the visual

processing part of the brain of people with

visual disabilities is co-opted to improve the

other senses, in particular hearing).

e

The other senses, nevertheless, should not be forgotten.
For example, smell can be deeply associated with long term or specific memories
and can be relevant in memory recall and evoking emotions™.

The most common forms of communication can be separated into™:

— Verbal or spoken;

— Nonverbal, including body language, facial expression, tone of voice, gestures;

- Written;

— Visualisation, including infographics, graphs, charts, maps and other visualisations
that can convey a message;

The type of communication method used will influence the communication process
and the communicator’s abilities to send and/or perceive the message as intended.
At the same time, the sender might choose a type of communication based on what
they consider the most adapted to the situation and the message as well as the
preferences of the receiver and the sender.

111 /bid.

112 see e.g. K. Lonsway and S. Archambault - Effective Victim Interviewing: Helping Victims Retrieve and Disclose Memories of Sexual Assault; p 83 -
https://evawintl.org/wp-content/uploads/Module-5_Victim-Interview.pdf

113 see e.g. R. Herz; The Role of Odor-Evoked Memory in Psychological and Physiological Health https://www.ncbi.nlm.nih.
gov/pmc/articles/PMC5039451/

114 https://www.skillsyouneed.com/ips/what-is-communication.html|
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On average, 93% of the communication in a face-to-face conversation is non-verbal
while only 7% is verbal. This is why when developing interpersonal communication
skills all aspects of communication should be addressed.

7%

Verbal communication

93 %

Non-verbal communication

Figure 2. Verbal and non-verbal forms of communication™

Any issue with one of the components of communication (sender, receiver, message,
feedback, encoding/decoding, medium), can impact the quality and the effectiveness
of the communication™. Multiple barriers, linked to the individual context and
environment, will impact and influence the communication process - in particular
physical and psychological barriers, language/semantic, systemic and cultural/
attitudinal barriers.

4.1.2. Factors influencing effective communication

In the previous chapter, we explored specific types of challenges or barriers for
victims in receiving information. In this section, we focus on higher-level barriers
associated with communication more generally and which can intervene at any stage
depending on the type and method of communication. Nevertheless, you will notice
overlaps with previously mentioned barriers. They are summarised in the following
non-exhaustive list of categories™":

¢ Individualbackground and characteristics: Barriers linked toindividual background
include the impact of individual perceptions, connected to values, experiences and
history. Firstly, an individual’s cultural background will shape their understanding
of the world, their beliefs and values, and will impact their understanding of
social interactions, their reactions to stress, emotion, etc., and the manner they
communicate. Individuals might perceive more favourably information that is in
line with their beliefs, values and needs.™

115 Communication with victims and survivors, Lewis N. and Jaramillo A., Chapter 5, Foundation-level training, Track 1,

National Victim Assistance Academy, 2008, available online: https://ce4less.com/Tests/Materials/EO55Materials.pdf

116 Communication: The Process, Barriers, And Improving Effectiveness, Lunenburg F., Schooling, Volume 1, Number 1, 2010, available online: http://ar-
chive.nitjsr.ac.in/course_assignment/HUMO2HS1201:%20English%20for%20CommunicationCommunication:%20The%20Process,%20Barriers,%20
%20And%20Improving%20Effectiveness.pdf

117 Communication with victims and survivors, Lewis N. and Jaramillo A., Chapter 5, Foundation-level training, Track 1,
National Victim Assistance Academy, 2008, available online: https://ce4less.com/Tests/Materials/EO55Materials.pdf

118 Communication: The Process, Barriers, And Improving Effectiveness, Lunenburg F., Schooling, Volume 1, Number 1, 2010, available online: http://ar-
chive.nitjsr.ac.in/course_assignment/HUMO2HS1201:%20English%20for%20CommunicationCommunication:%20The%20Process,%20Barriers,%20
%20ANnd%20Improving%20Effectiveness.pdf
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For victims, cultural differences might impact, e.g., their level of trust with the
justice system, their perception of what information is private and can/cannot be
shared, variations in perceiving and processing emotions and grieving™. Attitudinal
barriers occur based on perceptions and set of views that prevent individuals
from communicating effectively, e.g. lack of motivation, resistance to change.

e Language/semantic barriers: i.e. linguistic ability. This may relate to the ability of
one or other person to communicate. It covers issues such as disability, learning
difficulties, educational level as well as knowledge of the language itself, for
example when communicating with a foreigner. This can impede communication
depending on the terminology used. For instance, the use of national/local
expressions or technical terms will make it more difficult for the receiver to
understand the message. Similarly, when the message is communicated in an
abstract, non-realistic manner, when it is disorganised and/or too long/contains
too much information, it might not be perceived correctly by the receiver.

e Psychological barriers: the psychological state of communicators can impact
both on how information is communicated and the ability to send information, as
well as on the ability to receive and understand that information. In particular, a
person under intense stress or anger will be less receptive and/or is more likely
to misinterpret the message. Similarly a traumatised person may not understand
or recall information which under normal circumstances they would.

¢ Physiological/physical barriers include barriers due to hearing, sight, voice
impairment, inability to write/type to due physical limitations etc. that can impede
effective communication and the understanding of the message. Physical barriers
can also include geographic distance between the communicators, leading to the
use of distance communication means, e.g. helplines, video calls, chat services,
that can complicate the transmission and understanding of the message in the
way intended due for example to internet limitations, lack of technical knowledge
etc.

e Systemic barriers refer to barriers in organisations and structures where
communication and information systems and channels are insufficient or
inappropriate and/or where there is a lack of understanding of roles and
responsibilities for communication.

In many cases, common barriers combine together such as the use of complex
language/jargon, cultural differences influencing the norms of social interaction,
physical barriers and disabilities, emotional barriers and differences in viewpoints.

119 Communication with victims and survivors, Lewis N. and Jaramillo A., Chapter 5, Foundation-level training, Track 1, National Victim Assistance Acad-
emy, 2008, available online: https://ce4less.com/Tests/Materials/EO55Materials.pdf
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4.1.3. Importance of communication

The ability to conduct good and appropriate communication is fundamental in every
area of life, in any interpersonal interactions as well as in communications by state
and other actors about rights and services. All individuals have to communicate with
each other, and we are constantly conveying and receiving messages to and from
others. This also means that individual communication will impact organisational
communication and, consequently, effectiveness™®.

For persons having experienced stressful
and traumatic events, communication is EFFECTIVE

more complex but also key to assistance and ( COMMUNICATION \
recovery. Proper communications channels
will enable victims to explain what happened
to them, ask for advice and/or assistance, and

get their needs met. RECIEVED
For service providers supporting them,

effective communication will have several

objectives, starting  with information UNDERSTOOD

provision on their rights and on services,
in a manner they understand and helping

victims understand and exercise these rights. ACTED UPON
Effective communication will also help identify

victims’ needs, respond to them and obtain

information from victims to support the ‘

above objectives™ and to help practitioners

. . . . WHICH HELPS WITH
to achieve their own objectives.

CONTROL

Not only does effective communication about
the crime, rights, needs, the justice system
etc. help with recovery, it also helps victims
regain some control and understanding of RECOVERY
what they are going through, while establishing
mutual trust with the professionals they are
in contact with.

This is essential as victims often report a \ )
feeling of helplessness and loss of control
after acrime as well as experiencing emotional
reactions of guilt, anger and fear, which leads to mistrust towards others and
themselves. Research has demonstrated how poor communication with a victim
may negatively affect the victim’s recovery and cause further traumatisation and
secondary victimisation™2,

120 Communication: The Process, Barriers, And Improving Effectiveness, Lunenburg F., Schooling, Volume 1, Number 1, 2010, available online: http://ar-
chive.nitjsr.ac.in/course_assignment/HUMO2HS1201:%20English%20for%20CommunicationCommunication:%20The%20Process,%20Barriers,%20
%20And%20Improving%20Effectiveness.pdf

121 Communication with victims and survivors, Lewis N. and Jaramillo A., Chapter 5, Foundation-level training, Track 1, National Victim Assistance Acad-
emy, 2008, available online: https://ce4less.com/Tests/Materials/E055Materials.pdf

122 Challenges of Effective Communication in the Criminal Justice Process: Findings from Interviews with Victims of Sexual Offences in Australia, Bartels
L., 2020, available online: https://www.academia.edu/54689265/Challenges of Effective Communication_in_the Criminal Justice Process Find-
ings_from Interviews with Victims of Sexual Offences in_Australia
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“The provision of information cannot be examined in a vacuum.
Rather, exactly how that information is communicated and
understood is essential, as information that is not understood, or
inaccessible, fails entirely its objective to inform.”*

In order to provide effective assistance and support to victims, simply providing
information without considering how to communicate itis unproductive™*. Information
provision has to be part of a wider system of communication that focuses on how and
if information is understood, ensures information can be acted upon and recognises
that information flows require a system or framework to function effectively.

The idea of communication systems also expands the objectives beyond information
exchanges solely with individual victims to encompass active communication with
communities through e.g. community policing. To be successful, community policing
must rely on information management, creating informal communication channels
that facilitate police action and receive demands from the citizens™s.

4.1.4. Basic principles of communicating with victims of crime

According to the Human Rights Monitoring Institute’s Handbook on Communicating
with victims™®, the following elements are key in ensuring effective communication
and responding to the needs of victims:

Show respect

Ensure safety

Allow to express emotions
Provide information

N

PROVIDE
INFORMATION

ALLOW TO
EXPRESS
EMOTIONS

Figure 3. Key elements for communicating with victims of crime

123 Best Practices In Victims’ Support: Referrals, Information, Individual Assessment (VICToRIIA), Literature review, Meindre-Chautrand L., Shrimpling R.,
Victim Support Europe, 2019, available at: https://victim-support.eu/wp-content/uploads/2021/02/Literature-review-final-V2.pdf

124 Best Practices In Victims’ Support: Referrals, Information, Individual Assessment (VICToRIIA), Research and Collection of Best European Practices,
Meindre-Chautrand L., Shrimpling R., Victim Support Europe, 2019, available at: https://victim-support.eu/wp-content/files mf/1626336823best-
practicesreportfinal.pdf

125 Overcoming barriers to communication between police and socially disadvantaged neighbourhoods: A critical theory of community policing, Schnei-
der S., Crime Law and Social Change 30(4):347-377, 1998, https://www.researchgate.net/publication/227286571 Overcoming_barriers to _com-
munication_between police_and socially_disadvantaged neighbourhoods A critical theory of community policing

126 Communicating with victims: A Handbook for Officers, Human Rights Monitoring Institute, 2018, available online: https://hrmi.lt/wp-content/up-

loads/2018/01/Handbook-for-Officers-HRMI.pdf
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Showing respect should always be a priority when responding and communicating
with victims. Not only is it fundamental to respond to victims’

needs, but victims will also gain confidence and be better

able make informed choices.

r
Showing respect involves a range of approaches -
including: \
\
— treating victims equally; y

— making sure you speak intelligibly and that the
victim understands you;

— practicing active listening skills;

— taking into account the wishes and needs of the victim
as far as possible, including by involving them in decisions
related to them.

Respect can be particularly important for vulnerable victims, e.g. victims of trafficking,
who are intimidated by both traffickers and state authorities. Therefore, a respectful
approach can support their feeling of safety, and enhance their willingness to
cooperate. Cultural differences which influence what is considered respectful or
disrespectful should also be taken into account.

Safety issues may relate to the perpetrator, to future crime, to fears over contacts
with professionals and could relate to health issues. They may

act as distractions or destabilise a victim or victims may be
frightened to provided information. Cultural background,
social environment or previous experience may simply
mean that victims are frightened of authorities in general.

Addressing safety concerns not only reduces the risk
itself but also helps build trust whilst reducing inhibitions.
Simple steps can be implemented to provide victims with
a sense of safety, such as:

— introduce yourself, your role and responsibilities;

— ensure confidentiality;

— respect the victim’s personal space;

— Carry out a risk assessment and adopt protection measures;

— organise how the victim’s safety will be ensured during your absence;

— leave contact details to the victim for further communication;

— identify medical needs and refers victims to appropriate medical services

Allowing the victim to express emotions throughout any exchanges is crucial as
communication can be a challenge for victims who are

traumatised and highly impacted by the crime. Common

emotional responses of victims might present as emotional

flooding (crying, trembling) or as emotional suppression

(numbness, detachment, lack of expression).

Knowing these responses beforehand will help N
professionals to understand and deal with these different

reactions. This is important as those reactions can be part ’

of the healing process, may be a coping mechanism and ’
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the way we respond to them can be validating, reassuring, and supportive or it can
be the opposite. Where victims feel the opposite, the bond of trust necessary for
effective communication may be damaged or broken. This interrelates with the need
for victims to feel safe about communicating their experience, thoughts, concerns,
needs and emotions.

Ultimately, professionals should always try to maintain an attentive and respectful
relationship with the victim, while encouraging them to speak out and showing
empathy and understanding for what they express.

New and unfamiliar situations and environments elevate the stress associated with
the crime so the provision of information can help to alleviate
stress by making the future more predictable and
understandable. Providing adequate information and
explaining what will happen next, the victim’s rights, the
services available and the impact of crime and trauma
will be reassuring and help victims regain a feeling of
control.

het <

Information provision should be understood as a
continuous process and be part of all interactions. For
example, even when asking questions or interviewing
a victim, it is helpful to inform the victim of the
reasons for the questions or how the information will be

used. This provides context but can also be reassuring. Other

studies looking at communication with victims of crime have also developed
evidence-based strategies and solutions. R. Davies and

Applying health communications research to the justice

L. Bartels have applied research and findings from communication between
professionals and victims in the healthcare sector, to the criminal justice
sector™. To ensure that verbal information is effectively communicated, they
recommend that professionals:

Assess the victim’s starting point, i.e. understanding
what information/knowledge they have in their possession already;

Provide information in small amounts, enabling the victim to hear
and understand each piece of information before further is provided;

(" Check if the victim has understood the information,
‘ and use their response to guide the conversation;

Repeat information if not understood;
Limit or eliminate the use of complex and technical language;

Ask the victim what other information might be helpful.

127 Challenges of Effective Communication in the Criminal Justice Process: Findings from Interviews with Victims of Sexual Offences in Australia, Bartels
L., 2020, available online: https://www.academia.edu/54689265/Challenges of Effective_Communication_in_the_ Criminal Justice Process Find-
ings_from_Interviews with_ Victims_of Sexual Offences in_Australia
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Similar strategies can also be adopted based on the methods developed by Dr David
Burns who is pioneer of cognitive behavioural therapy. He sets forth the following
‘five secrets of effective communication’ following the EAR acronym (For Empathy,
Assertiveness and Respect):

E=Empathy

1) The Disarming Technique: Try to find truth in what the
other person is saying, even if it seems illogical, self-
serving, distorted, or just plain “wrong”. You may not
agree but it is about understanding their truth.

2) Thought and Feeling Empathy: Summarise what the other
person just said (Thought Empathy) and acknowledge
how they are probably feeling, given what they just said
(Feeling Empathy)

3) Inquiry: Ask gentle, probing questions to learn more
about what the other person is thinking and feeling.

A = Assertiveness

4) “l Feel” Statements: Express your own feelings and ideas
openly according to the formula, “I'm feeling X, Y, and Z
right now,” where X, Y and Z refer to any of a wide variety
of feeling words, such as anxious, attacked, hurt, or sad.

R = Respect

5) Affirmation (formerly called Stroking): You convey
warmth, caring and respect even where angry, or in
disagreement.'®

Professionals should explorethese strategiesand strengthentheirowncommunication
skills accordingly.

128 You can find more information through Dr Burns’ Podcast: https://feelinggood.com/2016/12/12/014-the-five-secrets-of-effective-communica-
tion-part-1/
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4.1.5. Developing communication skills

Developing communication skills is crucial for all areas of life and whilst some
people will naturally develop such skills, there are many techniques, approaches and
pitfalls which require formal training and practice. Enhancing communication skills
implies developing skills for both sending information and receiving information™®.

As the ‘sender’, skills include the ability to:

— formulate the information chosen in a manner relevant to the receiver(s) and the
situation;

— analyse the feedback sent by the receiver;

— check the receiver(s)’s understanding; and

— reformulate or clarify if necessary.

As the ‘receiver’, skills include the ability to:

— actively listen to the information provided;

— verify if they have adequately understood it; and

— verify they have the same understanding, including by asking clarifying questions
when needed.

Understanding how both roles interchange, in particular in a face-to-face
communication process, highlights how active the communication process is and
how skills must reflect that.

Helpful skills to develop include:

— Verbal communication skills, meaning how to formulate information and how to
adapt it to specific situations and persons — e.g. a person who does not speak
your own language, a child, etc.;

— Non-verbal communication skills, meaning understanding how elements such as
gestures, body language, tone of voice are an essential aspect of communication,
understanding how to manage such elements to enhance communication and
how to recognise them in another person too to better understand them;

— Activelisteningskills, leading to learning how to receive information, understanding
both verbal and nonverbal information, and sending adequate feedback™?;

— Writing skills, leading to the ability to clearly and effectively communicate
information in writing;

As mentioned earlier, empathy, i.e., ‘understanding a person from his or her frame
of reference rather than one’s own, or vicariously experiencing that person’s feelings,
perceptions and thoughts™, is a crucial skill to develop in addition to those listed
above. It provides the ability to perceive and care for the state of others and is for that
reason a core component of our social and emotional functioning and behaviours.

129 What is communication?, Skills you need, available online: https://www.skillsyouneed.com/ips/what-is-communication.html|

130 Communication: The Process, Barriers, And Improving Effectiveness, Lunenburg F., Schooling, Volume 1, Number 1, 2010, available online: http://ar-
chive.nitjsr.ac.in/course_assignment/HUMO02HS1201:%20English%20for%20CommunicationCommunication:%20The%20Process, %20Barriers, %20
%20And%20Improving%20Effectiveness.pdf

131 Empathy, American Psychology Association Dictionary, online at: https://dictionary.apa.org/empathy
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While it is understood that empathy is firstly inherent to the human nature and an
innate mechanism, it can also be developed through a learning process™. In
communication, it will enable the identification of others’ needs, experiences and
emotions and resonate with them™:.

EMPATHY

VERBAL NON-VERBAL
COMMUNICATION COMMUNICATION
SKILLS SKILLS

ACTIVE

LISTENING

Figure 4. Developing communication skills

Given the notable increase in client satisfaction where communications skills are
present™, both verbal and non-verbal communication mustbe learned and mastered,
through the development of speaking, listening, writing and understanding skills.

Writing skills are crucial to the functioning of the justice system and work of its actors,
for producing quality and appropriate materials and notes, e.g. from crime reporting
and interview notes, to victims’ individual needs assessments and judgments, among
others.

In parallel, non-verbal communication will be used in allinteractions to communicate
information to victims or other justice professionals. For example, understanding
nonverbalcommunication behaviours (tone of voice, body language, facial expressions)
will support and clarify the verbal communication message™®.

132 Empathy is not in our genes, Heyes C., Neuroscience & Biobehavioral Reviews, Volume 95, December 2018, Pages 499-507, available online: https://
doi.org/10.1016/j.neubiorev.2018.11.001

133 The Science of empathy, Riess H., Journal of Patient Experience, Volume 4, Issue 2, Pages: 74 — 77, 2017, available online: https://doi.
0rg/10.1177/2374373517699267

134 Ibid.

135 Effective communication paper, Whorton Y., 2014, available online: https://www.academia.edu/7406483/Effective_Communication Paper
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4.2. Developing a systemic and coordinated approach
to communicating with victims

There is today a well-established focus on information provision and even on the
accessibility of that information. Extensive information rights exist in EU Victims’ laws
and much action has been taken to implement these rights. Yet, there remain multiple
difficulties in ensuring that victims can effectively communicate with practitioners
and that they actually receive, understand and can act on any information that is
provided.

In the following chapter, we explore how the notion of information provision must
evolve to focus on developing communication frameworks. This is based on the
understanding that barriers and challenges to communicating with victims can
only be effectively overcome through long term planning and co-ordination across
multiple actors.

4.2.1. Why do we need a coordinated system of communication?

To answer this question, it is worth recapping the major factors influencing
communication in the victims field — in particular - who, what, why, when and how.

WHO: Firstly, we are not referring to a simple or single homogenous group of senders
and receivers of information. Victims come from all parts of our society, are all ages,
genders, and races. They have wide-ranging experiences, knowledge and education
and abilities to communicate.

Equally, those communicating with victims as individuals and organisations are highly
diverse covering police, prosecution, judiciary, health and social sectors, education
sector, the private and civil society sectors to name some but not all of those who
may need to provide victim relevant information.

It is important to remember when exploring who should provide information, that
the nature of an organisation’s engagement with victims may not always match their
primary function. For example, hospital staff will be responsible for victim health
but they may also be a first contact point for victims and may need to provide
information about reporting a crime. Equally, a victim may seek the help of a police
officer without formally reporting a crime. The officer may need to consider support
needs of a victim before they can even consider a criminal investigation.

A victim’s social support network also plays an important role in a victim’s recovery
and access to information, rights and services (see 1. Introduction). Any strategy
for harmonising information for victims should include actions to empower these
networks to support victims.

The framework should therefore clarify each stakeholder’s role and responsibilities
in communicating information to victims, taking into account prevention activities
such as awareness raising.

Without a coherent structure, it is extremely difficult to have basic information
provision in place for allvictims, let alone to ensure it is adapted according to different
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needs and circumstances. Some groups may have more focus than others. Policies
in the victims field tends to focus on three or four crime groups such as domestic
violence, human trafficking or child abuse. Having narrowly defined groups makes
design of communications easier but this creates inequalities and gaps across the
system. Equally, where organisations don’t co-ordinate their activities, duplication
and gaps emerge whilst opportunities for efficiencies such as the development of
information platforms together, are missed.

"LLIYH The information that needs to be communicated and reasons for it are
highly diverse. Even where limited to justice processes, the purposes can range from
interesting to know through to essential elements which can change a person’s life.

The information may be critical to a victim’s recovery, seeing justice done, receiving
compensation and more. It may help them continue with their education, remain
in work or find new work, prevent depression and other harmful behaviours and it
can save lives by reducing suicides or ensuring adequate protection measures are in
place. The information may be essential in making decisions, changing behaviours,
accessing services and enjoying rights. Or, it may simply be nice to know.

The difficulty is that the information requirements change during the victims journey,
change according to the victim’s needs and circumstances but can also change
based on the role of the organisation providing the information.

At the same time, there are many commonalities across these areas — the same
information could be provided by multiple organisations or could be further
developed and built on. This requires co-ordination between actors, a knowledge of
what each provides, what a victim has provided and requested and an agreement as
to which organisation should subsequently respond. Without a clear framework for
co-operation, it is extremely difficult to deliver such a system.

m Some information may be time sensitive and highly urgent. Some may need
to be repeated multiple times by different actors. Other information may be provided
but not needed until months or years later. Or information may be provided with too
short a time frame to be of use.

As with the previous point,the timeliness Two connected pieces of information,
of information provision can only be delivered at different times by different
truly resolved where organisations work organisations through a co-ordinated
in conjunction with each other. Having system will increase the likelihood
clear responsibilities and co-ordination that victims understand and act on
pathways, enables organisations to the information.

know what information was provided
when. This ensures that subsequent
engagement can be complimentary and
early information can serve a purpose of general awareness raising, whilst updates
can be used to help victims take action at the right moment.

IEEITA there are many methods of providing information starting with those we
have used for thousands of years such as body language and speech and more
recently writing. Today, however, we have many more mechanisms and approaches
to communication using modern technologies and platforms such as social media,
websites, communication hubs as well as techniques such as infographics, videos,
3D and virtual reality.
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We are increasingly applying new knowledge on neuroscience, neurolinguistic
programming and much more to enhance communication methods and make
the most of the full range of senses through e.g. haptics, kinesis and olfactory
communication e.g. using lavender in a room to calm people, or playing certain
music to evoke different emotions or mental states.

If we look at this through a victims’ perspective as well as an organisational
perspective, this can be overwhelming. How can you possibly know what you need
to know, from whom and in a way that you can comprehend it all, and act on it at
the right time - all whilst dealing with the mental and physical trauma of crime?

If we look at it from an organisation’s perspective, it can be equally overwhelming.
How can we know what information victims need and when. How can we be sure
that the way we provide information maximises their understanding and how do we
know if others are already providing this information and if we are all providing the
same information or even contradicting each other.

Unfortunately, as we have seen through the victim’s journey (see 3. Challenges and
recommendations for provision of information to victims), provision of information
today, largely relies on ad hoc, individual/separated behaviours and engagement
processes. It is therefore not consistent and quality and content vary depending on
the individual or organisation providing the information.

Confusion remains over which authority is or should be responsible to provide
certain types of information, as observed for example with respect to compensation
(see 3.5. Information on compensation). In some countries like France, gaps in
cooperation and coordination have been identified in relation to specific crimes, such
as cybercrime™®. This leads to a fragmented information system, with professionals
recognising that mechanisms are not effective'™.

This observation is in line with the identification of a broader fragmented victim
support system, that has focused on the creation of individual victim support services
rather than a national system of support integrated with other services such as
the police. These ad hoc initiatives consequently result in a lack of coordination,
confusion and gaps in the provision of support services™®, which means they can’t
address the range of needs of victims in an effective, efficient, comprehensive and
consistent manner. This fragmentation creates inequalities and gaps between States
and within State territories.

To avoid the problems described above a harmonised and co-ordinated approach
to communications with victims is necessary — enabling both information from
organisations to victims but also from victims to organisations.

136 From focus groups conducted with experts for the development of this policy paper.

137 Proceedings that do justice — Justice for victims of violent crime, Part I, European Union Agency for Fundamental Rights, 2019, available online:
https://fra.europa.eu/sites/default/files/fra_uploads/fra-2019-justice-for-victims-of-violent-crime-part-2-proceedings_en.pdf

138 National framework for comprehensive victim support, Victim Support Europe, 2022, available online: https://victim-support.eu/wp-content/files
mf/1669047428NationalFrameworkforComprehensiveVictimSupport.pdf
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4.2.2.What is a coordinated system of communication to victims
of crime?

A coordinated system of victim communication is a framework through which all
stakeholders working with victims (victim support services, law enforcement, judges
and prosecutors, health services, social services, etc.), operate in a coordinated and
strategic manner to send and receive consistent and high quality information to and
from victims in accordance with agreed standards and objectives.

The framework formalises and organises strategic cooperation to ensure
communications with victims are harmonised and consistent. |t defines what
information should be communicated by who, when, and how, based on a strategic
vision and needs assessments. It also provides the framework for the long-term
planning, development, implementation and review or evaluation of communications.
A communication framework should operate at multiple levels including at the
national, regional, local and individual level.

Based on standard policy cycle processes a Communication framework should
include the following structures and actions:

1) Planning and Strategy

2) Research, development and decision making

3) Activity setting and implementation — National, Regional, Local, individual levels
4) Monitoring and Evaluation

The ‘steps’ which are set out in a policy cycle are not necessarily sequential. No
state will develop a communications framework without pre-existing mechanism.
Equally, research and analysis will be necessary to develop a strategic framework,
even if afterwards the Strategy will determine additional future research objectives.

1)

ISSUE
IDENTIFICATION/
DEFINITION

2)

RESEARCH,
POLICY ANALYSIS

7)

MONITORING
AND EVALUATION

POLICY
CYCLE 3)

FORMULATION

4)

CONSULTATION

POLICY
ADOPTION

Figure 5. The policy cycle
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PLANNING AND STRATEGY

According to the policy cycle, a first step is to determine the main goals, objectives
and vision for the policy. However, these will need to be researched and agreed
which requires a strategic and decision making framework.

The institutional arrangements needed to oversee the planning and implementation
of the Framework should therefore be determined and established. It may be that
existing institutional arrangements can adequately support the process. However,
they may need to be augmented, adjusted or new ones established.

Whilst different approaches to institutional structures can be taken, certain key
functions are generally essential in any strategic framework. A good approach has
been set out by the UN™°® which refers to the following functions for implementing
strategic frameworks:

e ASecretariat. This body, normally provided by the ministry responsible for victims’
policy, provides individuals skilled in logistics, planning, consensus building,
document preparation, organising meetings and convening consultations of
various types.

e Multi-stakeholder oversight is vital to provide overall direction and transparency
in the preparation of a national strategic victims’ rights framework. It requires
institutional arrangements that represent the diverse range of interests in victims’
policy within the country and should be used to strengthen partnerships for the
implementation phase.

 Networking is essential with the diverse field of victims’ policy and is particularly
importantforcommunications. Networking goes beyondtheinstitutionalstructures
such as a national committee, and should link into the wide variety of actors
across a country which are affected by but also critical to the implementation
of victims’ policies and communications. This could include local organisations
or individuals having specialist subject or geographic knowledge. Building or
deepening the network should be an early planning consideration.

 Mobilisation and engagement of experts is the final key function. At all stages
sound technical and scientific advice will be required to address key issues and
to overcome gaps in knowledge and information. The institutional arrangements
must be able to identify national and, if required, international experts and
communicate with them early in the planning process to engage them in the
planning and implementation of communications objectives

139 Preparation of National Strategies and Action Plans for Animal Genetic Resources, UN FAO; https://www.fao.org/3/i0770e/i0770e04.pdf
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INSTITUTIONAL OVERSIGHT, PLANNING AND IMPLEMENTATION STRUCTURES

Victim Support Europe has recommended several institutional structures under
its proposed National Victim Support Framework. This is a strategic framework for
coordinating actions of different sectors that can play a role in the victims’ recovery.
If implemented it could provide the necessary structures for a communications

framework.
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Figure 6. National framework for comprehensive victim support™°

Similar structures may also have been set up under other victim related policies
such as the National Referral Mechanism for victims of human trafficking™.

140 National framework for comprehensive victim support, Victim Support Europe, 2022, available online: https://victim-support.eu/wp-content/

files mf/1669047428NationalFrameworkforcomprehensiveVictimSupport.pdf
141 National Referral Mechanisms - Joining Efforts to Protect the Rights of Trafficked Persons: A Practical Handbook — Second Edition, OSCE; https://www.

osce.org/odihr/510551
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Some of the key institutional structures that are generally recommended for the
development and implementation of national strategies, and as reflected by the VSE
Support Framework include:

A National Co-ordinator for Victims rights should be appointed to be in charge of
the development of the victim support and communications frameworks. The co-
ordinator, supported by an appropriate ministry, should help guide the planning and
implementation process, ensuring that all those concerned work together towards
the defined goal.

A formal multi-sectoral national committee working on victims’ policy should be set
up with a specific remit covering communications. If necessary, the communications
activities could be carried out by a separate sub-committee of communications
specialists, whose work would be overseen by the main committee.

The Committee should be co-ordinated by the State, possibly chaired by the National
Co-ordinator and supported by a permanent Secretariat. Beyond its wider work on
victims’ policy it should have a specific remit to:

identify general and specific objectives for communications;
identify barriers to such communications;

develop a strategy to implement solutions; and

co-ordinate the implementation of those solutions.

The members of the committee should include key stakeholders identified through
a stakeholder analysis. Internal and external stakeholders can be selected on the
basis of their levels of interest and capacity to influence change at a national and
local level.

Participants should come from at least relevant ministries, state authorities, civil
society — service providers and advocacy organisations, independent experts and
academics, and private sector actors working in the field. The success of the
Communications framework will rely on consensus of all actors which requires an
inclusive process to give stakeholders a sense of ownership over the process.

The committee could be supported by ad hoc task forces or permanently established
sub-committees/ working groups. These groups may focus on specific aspects of
planning and implementation such as:

— a technical group to develop guidance for specific aspects of the framework e.g.
objective setting, problem analysis, development of communication tools;

— a finance and budget group: to oversee the development of budgets,

— a supply group focused on logistics;

— a training and human resource development group: to develop and implement
training schemes.

The committee should have clear terms of reference and well-defined working
procedures. As part of the committee’s work, it should also explore whether regional
or local communications committees are necessary to support any implementation
and co-ordination. The committee should meet regularly i.e. several times per year
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To meet networking and expertise functions, structures and experts groups should
be set up to facilitate e.g. ongoing engagement, knowledge exchanges, joint activities,
research and consultation. To be successful, such groups will normally require
a communications platform such as an online hub, agreed terms of references,
objectives, activities and periodic meetings, as a minimum. Such networks are not
only essential for any knowledge development, analysis and decision making but
also promote trust building which supports the implementation of collaborative
working methods.

A COMMUNICATIONS STRATEGY, VISION AND OBJECTIVES

Strategies are particularly important in the victims’ field due to the diversity and
complexity of objectives and problems, stakeholders and end beneficiaries. Short
term political objectives result in short term planning and funding which in turn
lead to start-stop policies and project based solutions which are insufficient in
duration to achieve any meaningful change.

As a starting point, any Strategy should therefore set out a vision for the policy
area as well as high level objectives. The vision identifies the ultimate goal of the
strategy, using simple, aspirational terms which are not time-bound.

Implementing plans should develop operational objectives which provide a road
map to achieve the aim. They should be based on specific targets expected to be
achieved within a particular time, through implementation of a strategy. In line
with earlier chapters, the vision and high level objectives can be summarised as
follows:

Vision for a Communication framework for Victims of Crime

A co-ordinated system for communications with victims that ensures all victims
get information when and how they need it, and they can provide information
as easily as possible.

Objectives for communications with victims (See Chapter 2)

— Information exists and is available through diverse means;
— Information is accurate, credible and trusted,;

— Information is simple and easy to understand;

— Information is accessible to all victims;

— Information is timely and repeated;

— Information is adapted to individual needs and relevant;

— Information is actionable.

Detailed, actionable and time bound objectives should be subsequently

developed as part of an implementation plan and based on a situational
analysis and priority setting.
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Figure 7. Process of communicating information to victims
As mentioned in section 4.2.1, a Communications strategy should determine:

"/, [o} is responsible for providing and receiving information to and from victims
WLV information should be communicated between victims and actors, as well
as between the stakeholders themselves
information is being communicated - it is important to understand the
oals of any communication to ensure the communication is effective

w information is communicated is critical to its usefulness as well as to
ensuring it doesn’t overwhelm or unnecessarily burden victims

information is provided should be purposefully developed through multiple,
diverse and appropriate channels

Importantly, across all these objectives, the strategy should ensure implementation
is well co-ordinated and is implemented in a consistent way with continuous
development based on evaluation of results.

Within the Strategy and implementation plans, factors which either facilitate or
inhibit the achievement of objectives should be identified. These will be core
components of any action plan which need to be either put in place or resolved in
order to achieve full implementation:

Legal — laws that prevent or laws that enable communications. For example, do
data protection rule prevent appropriate sharing of information. Are new laws
required which facilitate the legal sharing of data;

Structural - physical, technological and other structures used to improve
communications or which may limit them. This might mean for example online
communication platforms or helplines, or it may mean information sharing and
co-ordination systems between organisations. These will tend to be larger scale,
longer term solutions which can greatly benefit from multi-agency co-operation;
Funding - understanding budgetary requirements and developing funding
mechanisms, particularly for large-scale interventions will be critical to success.
Will a permanent operational budget be needed, can some activities be project
funded? Are some actions large scale and need to be implemented over several
years?;

Knowledge, Behaviour, skills and attitudes - any factors which enhance or
limit the ability of individuals to communicate well with victims or victims to
communicate with individuals. Training will be a key element in developing skills;
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e Tools and Materials — such as leaflets, videos, guidance documents which may
be directly provided to victims or which may be used to support professionals in
their communications with victims;

e Standards - these set a consistent approach to communication which all actors
should follow. They improve the quality of communications but could become
unhelpfuladministrative burdens if badly developed. Establishing communications
standards is essential but should therefore be done an efficient manner.

Good practice examples of inter-institutional co-operation

Several studies have identified factors of success in inter-agency cooperation
and coordination.

— Experience from the evaluation of National Referral Mechanisms in the human
trafficking sector have shown that frameworks which are established based
on formal cooperation agreements between participants are more likely to
be successful, “for example, a memorandum of understanding - that sets
out the specific role and duties of each participants”™2.

— The IMPRODOVA project, focusing on domestic violence, found similar
results when looking at what makes good partnerships against domestic
violence through national best practices in Austria, Germany, France, Finland,
Hungary, Portugal, Scotland, and Slovenia:. Factors of success identified
included the following:

— Establishing a steering body, recognised by all participants, as coordinating
authority to coordinate the partnership. Factors likely to strengthen the
authority of the body include its openness, protocols that clearly determine
modalities of the partnership’s implementation and precise agreements that
define the rights and duties of participants in the partnership;

— Developing an organised framework and system for information sharing and
use, i.e. defining ‘procedures for collecting, sharing, managing, analysing and
making decisions based on information’ on cases;

— Implementing specialised relays in each partner organisation, i.e. a specialist
unit or staff responsible for taking care of tasks related to the partnership
and representing a point of contact for external organisations/actors.

Alongside these core elements of Planning, Strategy, and decision making bodies,
research and analysis should take place.

142 National Referral Mechanisms, Joining Efforts to Protect the Rights of Trafficked Persons, A Practical Handbook, OSCE/ODIHR, 2004, available online:
https://www.osce.org/files/f/documents/0/4/13967.pdf
143 IMPRODOVA - Improving Frontline Responses to High Impact Domestic Violence: https://www.improdova.eu/index.php
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RESEARCH AND POLICY ANALYSIS

This should be carried out to identify initial goals, vision and problems or barriers.
Subsequently, a situational analysis and gap analysis should be carried out.

Based on previous Chapters, the following problems and barriers have been identified
with respect to communications with victims:

Problems and Barriers in communications with victims

As set out in section 4.2, overarching barriers for victims and stakeholders
include

Language /Semantic

Psychological

Physiological/physical

Systemic

Individual background and characteristics including culture

2 g & ) 5

Equally specific problems have been identified in implementing information
rights for victims (see Section 3), in particular:

Information to victims is not always available and provided

Information is incomplete and inconsistent

Information is not provided in a timely manner

Information is not accessible - simple language not used, limited multiple
languages, not adapted to individual needs

Information is not provided proactively

Responsibilities for communications not clear

Practitioners do nothave thetime andresources for effective communications
Practitioners do not receive sufficient and appropriate communications
training

There is a lack of tools and mechanisms to support communications

g 0 5

© N oo
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The situational and gap analysis helps determines the current situation and provides
analysis of what issues need to be addressed:

e Mapping of existing resources — what infrastructure, human resources, services,
activities are already in place;

* Needs assessment — what are the needs of the target population i.e. victims, but
also needs of practitioners and organisations who must implement the objectives;

e SWOT/Gap Analysis — what are the strengths and weaknesses (problems/drivers
of problems), what are the opportunities to improve the system or good practices
in communications, what are the threats or risks if solutions are not developed

Researchis generally bestachieved through multiple methodsincluding deskresearch,
mapping of services and resources, consultation and primary data collection e.g.
interviews and questionnaires of stakeholders and victims.
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Community needs assessments are increasingly recognised as an effective tool to
determine needs and goals and evaluate existing resources and services as well
as barriers to achieving goals. The assessment should combine both national and
regional/local approaches™*, to ensure consistency and coordination and avoid
fragmentation, while reflecting and integrating specific needs of local communities.

SETTING PRIORITIES

Have carried out the evidence collection and determined what actions need to be
carried out, these will next have to be prioritised. There are many methods to setting
priorities but it can be helpful to focus on four key aspects of problems or objectives.
A scoring scale can be used for each issue with an overall score determining which
are to be prioritised.

Prioritisation with a scoring scale - Score issues based on:

— Prevalence: this relates to the frequency of the problem - how often it
occurs. e.g. victims don’t receive information from police on first contact in
70% of cases. This would be scored has a high prevalence. On scale of 1-10
this might be scored 7;

— Magnitude: what is the impact of the issue — how does it affect victims, or
impede the objectives. A range of impact factors such as limit on access to
rights and services, reduction in recovery, additional harm, can be considered.
It should also include a cost analysis of the harm. This data can then be
compiled to give a single score to compare across different issues;

— Feasibility of solution: how easy is it to resolve the issue or implement a
specific solution;

— Cost: what is the likely cost of any solution.

144 Community Needs Assessment, Taylor T. and Brunson M., available online: https://www.learningtogive.org/resources/community-needs-assess-
ments
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Example of a priority — local co-operation

Consultations with experts highlighted the need to strengthen co-operation at
the regional/local level. In some cases, informal cooperation mechanisms exist
but practitioners expressed the need to establish and formalise permanent
partnerships.

Promising practice for local coordination and cooperation: France’s
Victim Support Local committees

In France, local committees for victim support have been in place since
2016. Initially focused on responding to terrorist attacks their mandate was
subsequently expanded to victims of all crimes. To that end, the strategy
envisages the creation of departmental schemes under local victim assistance
committees (Comité Locaux d’Aide aux Victimes, CLAV),in charge ofimplementing
and coordinating local mechanisms for victim assistance. Their development
is supported by the Inter-ministerial delegation for victim support DIAV who is
steering them™?,

Local committees’ actions enhance the approach to victim support, provision

of information to victims and discuss specific challenges. They are also in
charge of implementing local policies for specific categories of victims and
crimes, for instance on human trafficking.

SETTING ACTIVITIES FOR THE COMMUNICATIONS FRAMEWORK

The Communications Strategy provides an overarching vision, objectives, and
priorities whilst also setting out the key issues, actors and structures that should
be in place. These objectives now have to be implemented through a detailed action
plan that should contain operational objectives. T

These should be SMART (Specific, Measurable, Achievable, Relevant, and time-
bound) understanding that some objectives may take many years to implement.
Nevertheless, multiple milestones and actions can be set to continually progress
long-term goals.

145 Inter-ministerial plan for victim assistance, Inter-ministerial committee for victim assistance (DIAV), 2017, available online: http://www.justice.gouv.
fr/delegation-interministerielle-daide-aux-victimes-12894/plan-interministeriel-annuel-daide-aux-victimes-31121.html
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SMART OBJECTIVES

e Specific — clearly focused on a particular result and specific enough to be
measured;
Measurable - each objective should have a precise measurable target;
Achievable - the objective is feasible and can be achieved in the time set;

e Realistic — there must be consideration of constraints such as resources,
personnel, cost, and time frame and the objective must be relevant to
overall results

e Time-bound - a timeline should be specified for their achievement.

Example
Overarching Objective: Information exists

SMART Objective

A system is in place by the end of the year to ensure that core information
on victims’ rights, as set out in EU Victims Directive, is provided in every first
contact between a victim and a police officer.

With operational objectives determined, activities will need to be set to achieve
each objective. Given the inter-relationship between multiple objectives, it is likely
that activities will be cross cutting with several implemented at the same time.

Activities will need to be decided on the basis of joint discussions taking into account
key steps to implement the activity and who will be responsible for which actions.
The plan of activities may form a separate implementation plan, which is a practical,
time-bound, budgeted working document.

In a large country, with different provinces, states or regions operating different

systems, the national committee may decide that each area should develop its own
implementation plan.
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Example of activity setting — Establish system for informing victims of
rights on first contact

— Determine what information should be provided

— Develop standards for information production - connecting with other
objectives e.g. simple and accessible information

— Carryoutresearch to collate information and determine information priorities

— Determine budgets and establish funding mechanisms if not in place

— Agree on formats for information provision (leaflets, videos, website etc.)

— Decide if same information should be provided by other entities

— Design and develop materials

— Establish rules and protocols for provision of information

— Set out monitoring mechanism and complaints system for failure to provide

— Put in place launch process and change management procedures to ensure
all officers are trained and know procedures and obligations, and are
committed to implementing. Ensure leadership is engaged and support of
new policies.

These activities should be assigned to relevant agencies and individuals with
timeframes for delivery following usual project management principles.

MONITORING AND SUCCESS INDICATORS

At the planning stage, it is essential to identify key indicators and develop suitable
monitoring tools. An indicator is a parameter that measures the extent to which
planned activities have been conducted (input, process and output indicators) or
programme objectives achieved (outcome and impact indicators).

Indicators can be used both for monitoring and for evaluation of the strategy, in
particular to review whether the activities are achieving their intended consequences
and supporting the achievement of the objectives.

Relevant committees either at the national or local level should define indicators
and develop monitoring tools, and determine how, by whom and how frequently
data will be collected. The sources of the information should also be determined.

Some indicators will require national monitoring and can be expensive and time
consuming to collect. This should be borne in mind when deciding on indicators and
the frequency of data collection exercises e.g. victim surveys. However, it should
also be taken into account that such data collection can save money by helping to
refine activities to ensure they are effective and efficient.

Given that cost-benefit analyses of the implementation of victims’ rights consistently
show that benefits significantly outweigh the costs of action (and inaction), and that
the victims field tends to have poor data availability, it is recommended that such
data collection is considered a priority.
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The table below provides an example of how indicators could be developed for the
overarching objective of ensuring that information exists, and the specific objective
that information on rights is provided on first contact by a competent authority.

AIM

Ensure
information
exists.

SPECIFIC
OBJECTIVE

Victims receive
information
on first contact.

ACTIVITIES

Officers provide
a leaflet on first
contact, provide
oral explanation
to confirm
information is
understood, and
provide a link to
a webpage for
further
information.

PERIODICITY
Increase in victims Measured on  Surveys
accessing rights monthly and and law
and services. annual basis. enforcement

data provision.

Monthly and Review
annual basis. of access
to rights e.g.

Is the activity
achieving the expected
effects/ changes

in the short,
intermediate,

and long term.

number of
compensation
claims made.

Consultations
with victims,
support
services and
other agencies.

Victims act
on the information
received.

measure the program's
activities and outputs
(direct
products/deliverables
of the activities).

Number of victims
reporting a crime and
number of victims
receiving information
on first contact

measure the
contributions
necessary to enable
the program to be
implemented (e.g.,
funding, staff, key
partners,
infrastructure).

As has be seen, the diversity and complexity of the victims arena requires an extensive
and strategic communications framework to ensure that information to and from
victims achieves its fundamental objectives. Despite extensive barriers existing for
decades, a framework approach as described above can help transform victims’
experiences of communications and significantly increase their access to rights and

services.
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CONCLUSION

In 2012, the EU Victims’ Rights Directive introduced strong information rights enabling
victims to access and receive information necessary to their recovery. Despite the
progress made at the national level, through the implementation of the Directive,
many challenges remain at different steps of the victims’ journey.

Notably, information provision remains incomplete and inconsistent across and within
all Member States and services (police, justice system, victim support), with the
quality relying on the provider’s individual skills. This creates a fragmented system
that leads to gaps, confusion and inconsistency in which information is provided
to victims and how. In addition, a lack of mechanisms/tools and procedures for
providing information is observed in all Member States, as well as a confusion about
which authorities should be involved, e.g. for informing victims on compensation.
Challenges identified impede victims to effectively understand the information they
receive, when they access it at all.

Looking at how to maximise the access to information to victims, two objectives
arise: (1) ensuring victims effectively understand information provided and are
able to act on it — hence relying on effective communication and (2) achieve
more consistency and coordination in the way it is provided, to avoid gaps and
confusion.

Communication is key to ensuring recovery for victims of crime, as it enables
them to not only effectively understand the information provided to them - and
consequently exercise their rights, but also regain a sense of control and build
trust. While both terms are often used interchangeably, communication differs from
information provision in integrating it in a broader system of exchanging meaning
and successfully transmitting an idea, information and/or emotion. Such a system
hence requires the skill and ability to transmit the communication’s ‘message’ in
a manner adapted to the listener and situation, analyse the feedback provided by
the listener and reformulate or clarify if necessary. Fundamentally, it goes beyond
only providing information to victims but also helping them provide information to
practitioners, and in both cases ensuring the information is understood and can be
acted on.

With barriers and gaps in information remaining the norm for decades, a
systemic and strategic approach to communication with victims, through the
establishment of a coordinated framework, is necessary.
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Such a framework, integrated in a broader national victim support framework™e,
organises a strategic cooperation to ensure communications with victims are
harmonised and consistent. In particular, it defines what information should be
provided by who, when, and how, and ensures that information communicated
responds to quality standards, e.g. in terms of availability, accessibility, timeliness
and adaptation to individual needs.

Definingandimplementingsuchframeworkatthe EUandnationallevelsisconsequently
fundamental to enhance and fully implement victims’ rights to information, as it
will enable victims to effectively understand information communicated to them,
exercise their rights and address their needs.

Such framework should:

— Establish institutional structures for planning and implementation

— Establish a communications strategy that sets out a vision, objectives and an
implementation plan;

— Determine the current situation of communications, identify barriers and gaps as
well as carry out a needs analysis;

— Define what information needs to be provided to victims, when, how and by who;

— Establish standards for information, in terms of: availability, accessibility,
timeliness and repetition over time, accuracy, adaptation to individual needs,
actionability;

— Establish mechanisms and procedures for implementing the effective
communication of information, e.g. online platforms for victims to access
information about their case, protocols for regional/local cooperation and
coordination;

The framework should in addition organise cooperation between State and civil
society actors for developing and delivering information to victims, to ensure a
victim-centric, trauma-informed and respectful approach.

In addition, the EU should strengthen existing victims’ rights to information within
the Victims’ Rights Directive, in particular by:

— Extending rights to cover full communications and at least encouraging States to
set up communications frameworks;

— Remove references to victims’ request and role for, e.g. receiving updates about
their case or access interpretation/translation services;

— Requiring Member States to establish online platform for providing (1) general
information for victims’ recovery, e.g. about victims’ rights and services, impact
of trauma and the justice system and (2) information and updates about victims’
case;

— Improve victims’ access to translation and interpretation services by implementing
a two-tier system and using innovative practices;

— Accompany provision of information by support or at least the provision of
information about available support;

— Provide information through multiple contact points in different sectors.

146 National framework for comprehensive victim support, Victim Support Europe, 2022, available online: https://victim-support.eu/wp-content/files
mf/1669047428NationalFrameworkforComprehensiveVictimSupport.pdf
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