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Immediate response – very impressed. Volunteer was very reassuring and put 

my mind at ease, that we’d done all we could. (Sudden death)

1. ExEcutIvE SuMMary
i. victim Support aims to be New Zealand’s principal provider of support to the victims of crime and trauma. 

Its vision is that victims are in control of restoring their lives.

ii. It currently operates with 100 full-time equivalent staff members and can draw on 1200 volunteer support 
workers nationwide. 

iii. victim Support works under a Memorandum of understanding with New Zealand Police operating out of 
most police stations in the country. around 80 percent of its funds are received from vote Justice. 

iv. the organisation prioritises its services on assisting victims of serious crime and trauma; during the 2007- 
2008 year, it provided services to over 91,000 victims.

v. victim Support has identified the following priority areas for implementation by the Government: 
strengthening the application of the victims’ rights act 2002, state funded reparation for victims of serious 
crime, expanded state funded support and a revision of restorative justice to ensure an equal balance between 
the offender and victim at all stages.

2. INtroductIoN 
Being the victim of a crime is a traumatic and often life changing event. the emotional, physical, and financial 
health of victims are threatened and the communities in which they live weakened. victim Support plays a 
critical role in providing victims of crime with crisis intervention services and on-going support as they seek to 
restore their lives. at the same time, the rights and needs of victims of crime are increasingly taking centre-stage 
in policy development and service delivery within the criminal justice system. 

this briefing provides information about victim Support. It outlines priorities, as identified by victim Support, 
for ensuring that New Zealand’s response to victims lives up to its national and international obligations.  

as an independent and demonstrably successful advocate on victims’ issues and a 24/7 nationwide NGo 
service provider making a positive difference in the lives of thousands of victims, victim Support has much to 
contribute to policy and practice in the areas of victims’ rights and support. It welcomes the opportunity to 
continue the close relationship with the Minister of Justice and officials.

3. rElatIoNShIP wIth thE MINIStEr of JuStIcE
victim Support receives funding appropriated from vote Justice to provide services for victims of crime.  
around 80 percent of victim Support’s funding comes from the crown.  the contractual obligations in relation 
to the vote justice component of this funding are specified in the Memorandum of understanding between the 
Minister of Justice and the New Zealand council of victim Support Groups (Inc). victim Support operates a 
no surprises relationship with the Minister and reports regularly to the Minister on matters of common concern 
and performance.



3

Worker arranged VS in another area for family. It was very comforting that other 

members were being supported. Thank you very much. (Fatal MV accident)

4. aBout vIctIM SuPPort

4.1 Vision and Mission

Our Vision:
victims of crime and trauma are in control of restoring their lives.

Our Mission:
to be recognised in New Zealand as the leading organisation:

•	 providing	24	hour,	seven	day	a	week	access	to	an	integrated,	personalised,	support	service	to	all	victims	of	
crime and trauma

•	 advocating	for	the	rights	and	interests	of	these	victims.

4.2 Strategic Goals
victim Support’s strategic priorities include:

•	 focussing	on	the	victims	of	serious	crime	and	trauma
•	 developing	specialised	responses	to	suicide,	homicide	and	sexual	violence
•	 focussing	on	people	within	the	community	who	are	over-represented	in	victimisation	statistics
•	 improving	information	management	within	the	organisation	and	strengthening	referral	processes	with	the	

Police and other referral agencies such as coronial Services
•	 strengthening	our	advocacy	for	victims’	rights	and	the	way	victims	are	treated	by	the	criminal	justice	system.

4.3 What we do
victim Support is recognised as New Zealand’s leading agency helping victims of crime. It is the only national 
agency that provides nationwide services, 24/7. 

victim Support has approximately 100 full-time equivalent staff and 1200 active volunteer support workers. It 
works under a Memorandum of understanding with NZ Police and operates out of most Police stations in the 
country.

Victim Support has two main aims. These are to:
•	 provide	information,	support	and	assistance	to	victims,	witnesses,	their	families	and	friends
•	 promote	victims’	rights	through	raising	public	awareness	and	recognition	of	the	effects	of	crime.	

Victim Support’s services include:
•	 24-hour	emotional	support
•	 support	through	the	judicial	process
•	 advocacy
•	 victim	assistance	funding	schemes
•	 specialist	homicide,	suicide	and	sexual	assault	services
•	 crime	prevention	services	such	as	the	‘Target	Hardening’	burglary	prevention	scheme
•	 a	24/7	phone	line	for	victims	

victim Support uses a case management system to deliver services to victims. this involves the planned and 
professionally supervised co-ordination and documentation of services to clients to ensure that timely and 
effective advocacy, support, information and referrals are provided.

< Click here to see the Strategic Plan - 
Forward Focus.

http://www.victimsupport.org.nz/documents/StratDocop2.pdf
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This is a huge journey for my family and I to be on and to know that there are people like you 

out there that really care and are able to put your time and great effort in to taking care and 

supporting people in need. Thank you just doesn’t seem enough. (Homicide)

4.4 Structure 

NZCVS National Board
victim Support is governed by a board, which is elected by member local Group committees.  
Board members are:

 lorraine Scanlon  (Interim chair)
 Kim Bredenbeck 
 Jane Bryden 
 Margaret Eames 
 douglas Eckhoff 
 Judy Karaitiana (Maori representative)
 richard Morris 
 George Munn (Maori representative)
 Graham thomas (Police representative)

Local Group Committees
approximately 45 Incorporated Societies have an advisory and support role including identifying victims’ issues 
in the local community served. they provide guidance to district Managers on the needs of victims and form 
the electoral college for the National Board.   

National Office Staff
the nine staff at National office provide on-going support and direction to the districts to enable them to meet 
the outcomes of the Strategic Plan. the management team at National office is:

 tony Paine – cE
 heather verry – deputy cE
 Patrice Bogert – financial Service Manager
 Stephen coward – Service development Manager 
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District Managers
the nine district Managers plan, lead and manage the service delivery of victim Support in their districts.  
they oversee Service co-ordinators, Practice Specialists and Bereavement Specialists. 

Service Co-ordinators
Service co-ordinators co-ordinate, lead and manage the service delivery of victim Support services in 77 offices 
around the country. they are responsible for the recruitment and training of volunteer Support workers.

Practice Specialists
the primary responsibility of the nine Practice Specialists is to assist their district Manager and Service  
co-ordinators with the implementation of best practice in service delivery.

Bereavement Specialists
Bereavement Specialists are located in canterbury, tasman, Eastern district and counties Manukau. they 
oversee, lead and promote good practice in the delivery of suicide bereavement support services to family and 
friends. 

Victims
during the 2007- 2008 year, victim Support provided services to over 91,000 victims of crime and trauma.

4.5 Relationship with Police
victim Support and the NZ Police have a close working relationship with the two organisations operating under 
a formalised Mou. victim Support local offices are based at most police stations around the country.

victim Support is currently working with Police to establish electronic referral of victims from police systems 
to victim Support’s client database. the present trial in the Bay of Plenty is proving to be an efficient method of 
referral.

4.6 Service Delivery Statistics for the 2007 – 2008 year

  Nationally, victim Support has received referrals from:

  68,952 Police
  1,420 Self
  287 community agencies
  237 Miscellaneous  

  Nationally, victim Support has supported families and victims relating to:

  80 homicides 
  1,187 Sexual offences
  482 completed suicides
  10,359 family violence incidents 
  784 Grievous assaults 
  2,757 Serious assault
  2,378 Sudden deaths
  1,206 robberies
  17,514 Burglaries
  2,963 car accidents
  395 Motor vehicle - fatal
  16 train accidents

I was very traumatised by this and found the wonderful support I received to be vital 

to resolving my emotional trauma. (Fatal motor vehicle accident)
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5. ParallEl JuStIcE
victim Support endorses a system of Parallel Justice, which gives victims a separate path to justice within the 
criminal justice system (see commitment to Parallel Justice document). this system distinguishes the needs 
of the victim from society’s treatment of the offender. It means that the victim’s rights should not depend on 
apprehension and conviction of the offender. 

It is important to note that while victim Support promotes victims’ rights, it does not in any way seek to reduce 
the rights of offenders.

the key elements of Parallel Justice for victims are:

•	 paramountcy	of	the	victim’s	safety	at	all	stages	
•	 immediate	support,	compensation	for	loss,	and	practical	assistance
•	 the	opportunity	to	explain	the	incident,	the	effect	it	had	on	them	and	the	resources	they	need	to	restore	their	

lives
•	 access	to	case	managers	to	co-ordinate	the	necessary	resources	and	support,	including	government	assistance,	

support of community networks and counselling
•	 validation	that	a	crime	has	occurred	regardless	of	whether	the	offender	is	apprehended,	thus	making	the	

event real for the victim.

In our criminal justice system, where proceedings are primarily between the State and the offender, historically 
victims’ rights have been overshadowed. 

In keeping with Parallel Justice, victim Support argues for a balanced approach, whereby victims’ rights are 
elevated to a more prominent position within the criminal justice system.  

Encouragingly, recent legislation, such as the victims’ rights act 2002 and the Sentencing act 2002, has given 
greater recognition to victims.  for example, victims can now influence sentencing decisions by way of a victim 
Impact Statement and the courts must consider reparation in priority over fines. however, a victim’s right to 
fully participate and seek redress is still limited and services are often inadequate and inconsistent.

other factors, perhaps inherent in the system itself, increase the vulnerability of victims. for example, the time it 
takes for cases to come to court, various delays and the combative nature of cross-examination can leave victims 
feeling disillusioned with the justice system. 

victim Support actively supports projects intended to address these issues. for example, the family violence 
courts in waitakere and Manukau established to respond more rapidly to offending, encourage offender 
accountability, enhance victim safety and deal with family violence in a more holistic way than was possible 
in the traditional court setting. also, as part of the work programme of the taskforce for action on Sexual 
violence, the Ministry of Justice is reviewing alternative models to an adversarial approach for sexual violence 
cases. 

furthermore, victim Support has identified a number of priorities - outlined in the following sections - that it 
would like to see implemented by the Government.

< Click here to see the Commitment 
to Parallel Justice Document.

I think I would have gone insane without it (assistance from Victim Support).  

She kept calling back until I was functioning. (Serious assault)

http://www.victimsupport.org.nz/comitparalleljusticedec07.pdf
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5.1 Strengthening the Victims’ Rights Act 2002
victim Support contends that the legislated rights of the victim, as determined by the victims’ rights act 2002, 
are often inadequately applied and/or enforced. Moreover, many victims are unaware of the course of redress 
should that agency fail to fulfil its legislated obligations.

the Ministry of Justice recently developed a victims’ charter. Its aim is to raise  awareness of victims’ rights. 
however, victim Support believes that action should also be taken to monitor agencies application of the 
victims’ rights act and to ensure that victims’ rights are upheld. hence, victim Support endorses the proposed 
role of the Government’s victims Service centre to receive and address feedback from victims about their 
treatment by justice agencies.

5.2 State funded reparation
currently, victim reparation in New Zealand depends on an offender being apprehended then being ordered by 
the court. 

once ordered, it’s not uncommon for offenders to renege or to drip feed payments to the victim over many 
years. Such practice can cause more harm to victims than good and increases the risk of re-victimisation.

victim Support is advocating for victims of crime to receive timely reparation from the state, which would then 
recover the funds from the offender, if apprehended. 

victim Support is pleased to see the recent release of the law commission Issues Paper  - compensating crime 
victims – which provides a comprehensive discussion about issues in relation to reparation (and compensation).  

5.3 Expanded state funded support
victim Support believes it is the state’s responsibility to ensure that victims of crime are reimbursed for 
compensable costs, including lost earnings, childcare and for counselling and medical treatment that relate to 
the crime.  

under new legislation, acc compensates for mental trauma if it occurred as a result of sexual assault, physical 
injury or a single traumatic event during the course of work.  for example, a victim who suffered mental trauma 
after being robbed at knifepoint while walking home would not be covered.

victim Support administers the following assistance schemes: 

•	 the	Victim	Emergency	Grant	to	a	maximum	of	$3000	for	victims	of	serious	crime,	which	may	cover	
counselling costs.  It is used only when there are no other means to fund this assistance and the victims will 
experience financial hardship using their own financial resources.

•	 the	Counselling	Scheme	for	Families	of	Homicide	Victims,	which	initially	offers	six	sessions	of	paid	
counselling (and can be extended based on the recommendation of the counsellor) for surviving family 
members and witnesses to a homicide.

•	 the	Travel	to	Court	and	Parole	Hearing	Assistance	Schemes,	which	provide	a	contribution	to	travel,	
accommodation and childcare assistance for victims of serious crimes and their families.  

•	 the	Discretionary	Grant		for	Families	of	Homicide	Victims	to	a	maximum	to	$1,500	per	homicide	for	
assistance with costs associated with the sudden death. the payment is a one off grant to the family and not 
individuals. Evidence must be presented of severe financial hardship of the family concerned, so the grant is 
made only as a last resort.

Arrived quickly, listened and let me unwind. Didn’t probe - I was asked many  

questions by Police and others so it was good for someone to listen until my 

own family arrived. (Sudden death of friend)
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At such a devastating time, I found *NAME* a power of strength. When my neighbour died, 

Police called VS out for me. I am very grateful. I am 92 years old. (Completed suicide)

these schemes do not provide: 

•	 counselling	(unless	provided	for	by	the	Victim	Emergency	Grant)		for	victims	of	crime	other	than	for	family	
and friends of homicide victims.

•	 travel,	accommodation	and	childcare	assistance	to	victims	attending	a	Coroners	Court,	Restorative	Justice	
meetings, family Group conferences and youth court.  

•	 time	off	work	for	victims	attending	any	type	of	justice	process.

Victim	Support	endorses	the	Government’s	proposal	to	impose	a	$50	levy	on	offenders	to	fund	some	of	the	
shortfalls outlined above.   

5.4 Improvements to restorative justice
the principle of the victims’ rights act 2002, that meetings between the victim and offender are to be 
encouraged, is under utilised. 

victim Support endorses the use of restorative justice processes and interventions as one way to ensure that 
victims’ rights are upheld and to encourage offenders’ accountability.  however, although restorative justice is 
often referred to as being victim-centered, the process can still be very offender-centred.  

victim Support has identified a number of priorities for ensuring that restorative justice adequately caters for the 
needs and rights of victims, including: 

•	 raising	victims’	awareness	of	restorative	justice	opportunities
•	 ensuring	restorative	justice	meetings	are	an	available	option	throughout	the	criminal	justice	process,	

including post-sentencing and pre-release 
•	 making	it	mandatory	for	victim	agencies	to	be	notified	of	potential	restorative	justice	meetings
•	 giving	the	victim	the	opportunity	of	a	support	plan,	which	addresses	their	on-going	emotional,	practical	and	

financial needs, when a rehabilitation plan is developed at a conference for the offender
•	 having	case	managers	to	co-ordinate	the	necessary	resources	and	support	for	the	victim.

unless changes are made in keeping with the Parallel Justice model, victims engaged in restorative justice still 
risk alienation and dissatisfaction with the criminal justice process.  
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6. vIctIM SuPPort’S challENGES aNd oPPortuNItIES 

6.1 Information Management

Information Database
victim Support’s client database - the victim Incident Based Information System (vIBIS) - underpins its case 
management approach, evidence-based practices and the ability to provide accurate reporting to Government on 
outcomes. 

while vIBIS was cutting edge technology when first introduced over eight years ago, technology and what is 
known to be good practice for supporting victims has moved on. Now reaching the end of its useful life, victim 
Support is in the planning phase of making a significant re-investment in improving its information base. this 
technological upgrade is vital to ensure victim Support can provide quality and consistent service delivery to 
victims.

National call centre
as well as taking steps to enhance its information base, victim Support is currently working to improve its 
front-end technology through the national roll-out of Project Metro. having completed an evaluation of the 
Pilot earlier this year, victim Support is currently in the process of scoping this roll-out. 

Project Metro, operating in the greater auckland region, employs staff dedicated to operating the 0800 vIctIM 
crisis phone. Non Project Metro areas operate through a local crisis phone or a pager system. 

the aims of the roll out are to:

•	 increase	the	efficient	management	of	incoming	calls	and	information	requests
•	 increase	Police	referrals	and	confidence	in	Victim	Support
•	 decrease	staff	turnover	and	workplace	stress,	in	part	caused	by	the	need	for	staff	to	hold	the	24	hr	crises	

phone at a time when attracting volunteers is becoming increasingly difficult

6.2 Volunteer recruitment and retention 
with the changing demographics within New Zealand and changing social/economic trends, a volunteer 
workforce is increasingly difficult to attract and then retain.  these changes also bring challenges around 
providing services that are culturally relevant and age appropriate.  victim Support is taking a planned approach 
to ensure these issues are addressed long-term. Part of the strategy is to employ additional staff in metropolitan 
areas, which have particularly high crime rates, who will focus specifically on volunteer recruitment and 
retention. Such staff have already been employed in counties Manukau and christchurch.  this was made 
possible by a successful budget bid in the 2007 year.

6.3 Service delivery to sexual violence victims 
victim Support is proposing to improve its existing service delivery to victims of sexual violence by the 
development of a specialised sexual violence support service. this service seeks to ensure victims of sexual 
violence have access to well trained, professionally supervised and appropriately skilled support workers.

the proposal focuses on addressing the taskforce for action on Sexual violence key priority areas 2, 3 and 6 
which are: 

2. Early intervention and crisis response to acute and chronic sexual abuse and assault
3. Recovery and support services for those who have experienced sexual violence
6. Responsiveness of the justice system to victims and improving outcomes for victims.

He was good with children. Very well organised. Excellent follow up. Something we 

didn’t expect. (House fire)
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the proposal also complements the Sexual assault assessment and treatment Service (SaatS) - a victim 
centred structure that meets the medical needs of victims and the forensic requirements of sexual assault 
investigations. the SaatS initiative assumes on-going specialist community support services are available 
to victims. however, these services are not currently available. the gaps in specialist services for sexual 
violence victims are as follows: 

•	 in	parts	of	New	Zealand	there	is	no	specialist	sexual	violence	agency
•	 many	specialist	agencies	only	operate	during	working	hours	and	do	not	operate	at	all	during	holiday	

periods 
•	 in	some	instances,	agencies	do	not	have	capacity	to	support	a	victim	and	will	refer	on	to	Victim	

Support.

hence victim Support, as the only nationwide victim support agency that offers a 24/7 service to victims, 
is filling the gaps as the default agency. as the default agency covering 80 percent of New Zealand 
(geographically), victim Support needs to urgently develop a well trained and appropriately skilled 
specialist sexual violence support workforce. Not funded for this service within its baseline, victim 
Support has submitted a budget bid to enhance this specialist service. 

6.4 Referral from Police
the Memorandum of understanding between victim Support and Police requires Police to refer all 
victims to victim Support. however, the process is not standardised with some Police districts providing 
paper, and others, electronic referrals. furthermore, there is a wide variance in the rate of referral across 
districts. 

victim Support is working to improve the referral process to ensure it is as seamless and standardised as 
possible and that victims have the opportunity to access the support, information or financial assistance 
that they may need. victim Support and Police are currently in discussions about establishing the 
electronic transfer of victim notifications from police systems to victim Support’s client database.  
this method is currently being trialled in the Bay of Plenty.
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