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• Services have had to adapt quickly

• Greater use of technology

• Innovation and creativity

• New ways of working

THE IMPACT OF COVID 19

For us it has been 

straightforward to 

change from face 

to face to 

telephone support



• Over one hundred service organisations responded

• 94% have had to adapt their services during this crisis

• 67% of services have not been able to maintain the range and 

level of support previously offered

• 60% of services noted an increase in the number of victims 

concerned about personal safety 

• 60% are still assessing needs well

SURVEY - KEY FINDINGS



WHAT THEY SAID

Quotes from service providers

We need to ask if face to 

face support really is the 

gold standard for victim care 

and how do we know if it is?

What 

assumptions 

have we 

made about 

what works 

best for 

victims?



What they said

We have adapted our services 

significantly: can and should this new 

approach be sustained in the future?

We have had to 

embrace 

technology and 

there is more to 

learn

BAME and young people may 

be disadvantaged by lack of 

face to face support



What next? Questions and discussion

What tools 

and resources 

will we need in 

the future?

We need to understand 

more about what has 

worked, what hasn’t 

and how this can shape 

the future of our 

services



COVID-19 Response &
Survey of Members



VSE’s COVID-19 Response

• Information page: https://victimsupport.eu/covid-19-information/

• General information on COVID-19

• Coronavirus-related crime

• Domestic violence during lockdown

• Coping with anxiety and isolation

• Information for victim support professionals

• Distance support services

https://victimsupport.eu/covid-19-information/


VSE’s COVID-19 Response (cont’d)

• Resource pack: 

https://members.victim-support.eu/activities/covid-19/covid-19-resource-

pack/

• Distance support services

• Coronavirus-related crime

• Domestic violence

• Working from home

• Coping with stress

• Training

https://members.victim-support.eu/activities/covid-19/covid-19-resource-pack/


Survey of Members (#2):
New services/expanding existing services



Survey of Members (#2):
Challenges with distance services

Determining the best tools to deliver the service; Paying for licenses or new hardware/software; Understanding how to set up the
service; Complying with GDPR and other data protection laws when delivering remote services; Ensuring that appropriate standards for
remote victim support are applied; Providing information to staff about remote service provision; Training staff in providing remote
service provision; Ensuring that home environments are appropriate for distance support services; Ensuring co-operation and referral
with other organisations; Promoting the new service and achieving victim confidence in the service; Identifying victim information
related to COVID-19; Maintaining access to justice systems and criminal proceedings; Maintaining access to social services



Survey of Members (#2):
General challenges

Mental health and wellbeing of staff; Maintaining volunteering; Maintaining organisational structure; Reduction in victims 
seeking services; Higher volumes of victims seeking services; Reduction in co-operation with partner organisations; 
Reduction in co-operation with state institutions; Knowledge on opening face to face services whilst under restrictions; 
Delivering conferences or other types of events; Reduction in future budgets due to economic downturn; Measures to 
follow when returning to normal



Survey of Members (#2):
VSE Support
• Members’ forum for free discussion between members

• Access to information resources

• Resource pack updates

• Direct training

Action points: 

• Online discussions – thank you for joining us today!

• Resource pack and intranet updates

• Webinars - please join us in the future!



Thank you for joining us today!



Challenges and solutions
COVID crisis and Zagreb earthquake

Ivana Andrijašević 
Victim and Witness Support Service Croatia



TIMELINE

• 25.02.2020. – first recorded case of COVID-19 
infection in Croatia

• 16.03.2020. – suspension of all volunteer activities
(about 30 volunteers) 

• 16.03.2020. – volunteer recruitment process
suspenison

• 22.03.2020. – earthquake in Zagreb

• 23.03.2020. – first day of working from home

• 11.05.2020. – first day back in the office



• main goal: ensuring continuous availability of
support and continuous work of National Call
Center for Victims of Crime



Staff shortage

• about 30 volunteers + 3 employees

3 employees

• change in work environment blending
personal and professional time and space

• increased number of calls in March

• changes in work hours



Volunteer recruitment disruption

• application interview training call
simulation

• regular volunteer recruitments twice a year –
March and October

• volunteer recruitment continued in June but 
only with half of the original number of
candidates due to life changes mostly caused
by COVID pandemic and the earthquake



Budget cuts

• European Social Fund – cuts in financial sums
given to organisations for project activities
implementation

• great effect on quality and schedules of
projects depending on European Social Fund
financing

• further budget cuts for NGOs are announced



NATAL

Organizational Adaptation to Providing 

Variety of  Services Remotely

1
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Helpline
390%
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Helpline

Special Helpline for COVID-19 
(2 Helplines)

Increase 390% of incoming calls

Remote operations - Activating special 
telecommunication system

Recruiting and training additional 
Helpline staff

Webinars and supervision to support 
staff's wellbeing
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Clinic



© All rights reserved to Natal

Clinic
Face-to-face Skype / Phone / 

Zoom (groups)

Increase sessions frequency / 
Suspension treatment / Reduced fees

Support Helpline calls and staff
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Community 
Outreach 
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Community 
Outreach 

Supporting communities coping 
with COVID-19

Special webinars for COVID-19

Developing psycho-educational 
materials for the public
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Academy 
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Academy 
Suspension of courses

Courses e-learning or 
cancelled (refunds)

Webinars and podcasts to support 
students 

On-line Diplomas Ceremony 
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PR and 
Advocacy 
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PR and 
Advocacy 

Advertising the special COVID 
Helpline number

Promoting interviews and 
publications

Social media publications and 
activities
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Resource 
Development 
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Resource 
Development 

Recruiting donations for 
COVID-19 activities

New resources/donations for 
technological upgrades and new 
projects

Reaching-out to existing donors
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Situation Adaptation Adjustment

Resources

Creativity

Flexibility Resources

Tools



NATAL

Supporting First Responders 

and Medical Teams
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Before COVID…
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On-Site On-Line

2 Weeks 

Outdoor Zoom

1 Hour

16 

Participants

Self-care tools 

160 

Participants

Train the trainers

During COVID…


