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Major needs of crime victims

1.
Safety and security

A.
Learn what you can about the crime and the possible range of reactions of the victim

B.
Individualize each crime, victim(s), and situation

C.
Explain who you are, your role, your agency’s role and functions, your relationship to the offender

D.
Give victims as much control and decision making as possible

E.
Always provide your name and number for follow-up, in written format if possible

F.
Explain the victim’s rights related to security (protective orders, stalking laws, protection from intimidation)

2.
Ventilation and Validation

A.
Allow the victim to talk and express their feelings...this will go a long way in building rapport and trust

B.
Reinforce that their input is important to you professionally and to the case disposition

C.
Acknowledge any past difficulties with the criminal justice system (CJS), past re-victimizations, how they can impact change in the system

D.
Before meeting with victims: explain where you are, who they can bring, what should they bring related to the case, how long the meeting will take, define the purpose of the meeting (psi, hearing, conditions)

E.
Will the offender be present?

F.
You may be a trigger for the victim: represent the crime, criminal, victim’s unfair treatment

G.
Clarify your role with the victims, community and then ask victim what they think will happen.

H.
Explain the parameters of the offenders supervision, commitment, condition, when supervision ends

I.
Ask the victim if they want to be kept up to date and encourage victim input.  Explain the crime victims’ rights act is an opt out right.  The victim will need to provide written request to turn off mandated notifications.  

J.
Explain differences between probation and parole, what happens with violations, and any recourse the victim may have related to conditions.

K.
Restitution: who collects, disburses, payment schedule, what if non-payment, remedies.

L.
Throughout - be realistic

3.
Information and education

A.
Recognize most victims do not understand the CJS

B.
Provide information about the system, and how the parts interact

C.
Put information in writing

D.
Keep it simple, layman’s terms

E.
Provide written resources for local and state referrals.
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Communication with victims

1.
Do Not
1)
Personalize the victim’s anger



2)
Use acronyms



3)
Interrupt if at all possible



4)
Use comments that are victim blaming

5)
Use verbal barriers

6)
Moralize

7)
Give premature advice and suggestions

8)
Use logic, arguments, and lectures to convince the victim of the “right” point of view

9)
Judge, criticize, place blame

10)
Analyze, diagnose, make dogmatic interpretations

11)
Reassure, console, sympathize

12)
Threaten, warn, counter-attack

13)
Use sarcasm or humor that make light of victim’s experience

2.
Phrases to avoid



1)
I understand



2)
It’s God’s will



3)
It’ll take some time, but you’ll get over it



4)
I know how you feel



5)
Why didn’t you....



6)
You should have...



7)
Shouldn’t you be getting over this



8)
If you think that’s bad, let me tell you about....



9)
You are lucky that....

10)
Don’t worry, it’s going to be all right.

11)
You must get on with your life.

12)
You must focus on your precious memories.

13)
You’ve got to get a hold of yourself.

14)
It’s better to have loved and lost than never to have loved at all.

15)
It must have been his/her time.

16)
Someday you’ll understand why.

17)
It was actually a blessing because . . .

18)
You must be strong for your wife/husband/ children/parents.

3.
Do’s



1)
Speak slowly and in a low even tone



2)
Use active listening skills




a.
summarization




b.
seeking clarification




c.
make verbal following/furthering gestures

d.
if in person, check your facial gestures, body posture, body gestures

3)
Keep the information in simple terms or explain the terms you are using



4).
Alternately, allow for silence



5)
Call the victim by name

6)
Ask if its ok to call or leave messages on home machine/at work/cell phone



7)
Listen for referral needs



8)
Be patient

4.
Phrases to Use



1)
I’m sorry for....



2)
Are you safe?



3)
It must have been really upsetting to [see, hear, feel] that



4)
It’s not your fault



5)
You are not going crazy



6)
_____ is a normal response to what you’ve been through



7)
I’m glad you’ve called



8)
I’d like to help



9)
I believe you

10)
Most people who have gone through this react similarly to what you are experiencing.



11)
Please call me if you have any questions

5.
De-escalating a victim

A.
Give the victim some time to vent

B.
Do not argue

C.
Reinforce the call

D.
Acknowledge the difficulties experienced by the victim

E.
Ask questions that personalize the case

F.
State the obvious

G.
Be aware if you are reacting with anger

H.
Express empathy
6.
Recognize your triggers


A.
Questions your authority


B.
Demands to speak with your supervisor


C.
Blames you for the system


D.
Displays anger by yelling or making threats


E.
Will not believe you

7.
Diffusing your triggers

A.
Take a deep breath (quietly)

B.
Filter our the negative and listen for information

C.
Separate from the caller

D.
Center yourself before the call 
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