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viCTim SuPPOrT SErviCE: PrOvidiNg aSSiSTaNCE TO viCTimS Of CrimE

This report has been prepared for submission to Parliament under the provisions of section 25 of the 
Auditor General Act 2006. 

Performance audits are an integral part of the overall audit program. They seek to provide Parliament 
with assessments of the effectiveness and efficiency of public sector programs and activities, and 
identify opportunities for improved performance.

The information provided through this approach will, I am sure, assist Parliament in better evaluating 
agency performance and enhance parliamentary decision-making to the benefit of all Western 
Australians.

ColIn MurPhy
AuDITor GEnErAl
16 May 2012
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It is an unfortunate reality of modern life that almost daily we hear of serious crimes being committed 
here in Western Australia, as well as nationally and internationally. What we do not often hear or focus 
on however, is the impact these crimes have on victims. 

It is well recognised that victims of crime can suffer severe and ongoing consequences. It is also 
recognised that early intervention and assistance in the form of counselling, information and general 
support can greatly assist victims begin to cope and recover from their experiences.

In Western Australia, the Department of the Attorney General provides assistance to victims of crime 
through its Victim Support Service (VSS) unit. The VSS works closely with Western Australian (WA) Police 
and other agencies to help identify and assist victims of crime.

This audit looked at the extent to which victims were using the service, whether the service was 
improving outcomes for victims, if the service complied with internationally recognised good practice 
and whether the service and collaborating agencies were working effectively together.

I am pleased to report that overall the service was well run and met good practice standards. however 
not all of victims of serious crimes are informed about and or referred to the service. We identified some 
areas for improvement in the way VSS and other agencies identify and contact victims. In addition, VSS 
could better evaluate whether it is as effective as it could be in meeting the needs of victims of crime.

I would like to take this opportunity to commend the important services provided to victims of crime 
by the VSS unit. 

Auditor General’s Overview
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Overview
A victim is someone who experiences injury, loss or damage as a direct result of a criminal offence. 
Where an offence results in death, victims include any immediate family member of the deceased. The 
impact of crime on victims can include temporary or permanent injuries; loss of income; and feelings of 
sadness, guilt and disempowerment.

A victim’s recovery from the effects of a crime is greatly influenced by the quality of assistance and 
support they receive. This is recognised in the Victims of Crime Act 1994. The Department of the Attorney 
General (the Department)’s Victim Support Service (VSS) provides assessment, counselling, information, 
and support services to victims. 

In 2010-11, there were 26  063 reported individual victims of crimes against the person in Western 
Australia (WA). 11 431 victims were referred to VSS in the same year and 5 700 used the service.

The audit objective was to assess the Victim Support Service and the extent to which:

 y victims of crime use the service

 y the service complies with legislation and adheres to accepted good practice principles 

 y the service leads to improved outcomes

 y the service collaborates with other agencies and shares information to ensure victims’ needs are 
met.

Conclusion 
The VSS is delivering a valued service that aligns with both legislation and good practice. however, 
not all the victims VSS would regard as having the highest need for the service are informed of, or 
referred to it. The service could also make better use of existing information and feedback to ensure it 
is delivering the most effective and efficient service for victims. once victims are referred and accepted 
for VSS services, VSS effectively collaborates with other agencies to meet victims’ needs.

Key Findings
 y VSS aims to assist victims of serious offences, but not all of these victims are informed about and 

or referred to the service. We identified a number of weaknesses that increase the risk of victims of 
serious offences not being referred. These include:

 m VSS has not clearly documented its definition of victims of serious offences or ensured that 
Western Australia (WA) Police as the key referral agency is using the same definition

 m VSS has not  ensured all key agencies or organisations likely to be in contact with victims are 
aware of its services

 m VSS’s current formal agreements with other agencies do not include processes to ensure victims 
of serious offences other than homicide are consistently informed about, or referred to, its 
service.

Executive Summary
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 y WA Police does not have robust internal processes for ensuring victims are consistently referred to 
VSS. 

 y The VSS aligns with legislation and good practice. once in the service, victims are treated with 
courtesy, compassion and respect. VSS staff and volunteers are dedicated to meeting the needs of 
victims. however there are areas that could be improved. Specifically:

 m VSS meets its target timeframe for first contact with metropolitan victims but there can be delays 
in delivering services 

 m the way first contact is made may not be appropriate for all victims

 m VSS does not strategically evaluate its services to ensure they are effective and efficient in 
improving outcomes for victims.

 y VSS seeks information from other agencies to address victims’ needs and it also assists other agencies’ 
interaction with victims. 

What Should Be Done?
The Department of the Attorney General, WA Police and other agencies should establish formal 
agreements to ensure victims of crime are consistently referred to the Victim Support Service. 

The Department of the Attorney General should:

 y clarify, document and communicate to referring agencies, which offences fall within the categories 
of ‘assault occasioning bodily harm and other serious offences’ 

 y work with WA Police to ensure that the definition they and VSS are using for victims of serious 
offences are consistent and current

 y review and update current agreements with relevant agencies

 y improve its monitoring of victim referrals by type of offence so it can better identify and address 
gaps in referrals and take-up of service

 y do more to ensure that key agencies and organisations likely to be in contact with victims are aware 
of its service

 y assess whether there is a better service delivery model for regional VSS 

 y improve the way it measures timeliness of services

 y review its process for making contact with victims to ensure victims are given reasonable opportunity 
to use VSS

 y seek regular feedback from victims and stakeholders to identify areas for improvement and ensure 
its service meets victims’ needs.

Executive Summary
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WA Police should:

 y develop and document a coordinated approach for referring victims to VSS, including internal 
guidance for dealing with victims of crime

 y consider approaches, including more regular awareness training, to ensure all staff understand the 
impact of crime on victims, how to deal with victims, and the services available.

Agency Responses
Department of the Attorney General
The Department of the Attorney General appreciated participating in this examination, as it provided 
an important opportunity for external review of the Department’s Victim Support Service. The findings 
and recommendations presented in this report are supported and confirm that the Department is 
delivering a valued service that aligns with legislation and good practice, as well as identifying further 
opportunities to strengthen the existing service, which is one of several departmental programs 
supporting victims of crime.

Western Australia Police
Western Australia (WA) Police acknowledge and accept that more can be done to assist victims of crime. 
In 2011 an internal review by the WA Police also identified shortfalls in service delivery in the area of 
victim support. A decision has been made to develop a project to work towards improving Police 
services for victims of crime. The findings of the office of the Auditor General audit will be taken into 
consideration in the scope of this project.

Executive Summary
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The Victims of Crime Act 1994 (the Act), defines a victim as someone who has experienced injury, loss or 
damage as a direct result of an offence. Where an offence results in death, victims include any immediate 
family members of the deceased. The experience of being a victim can adversely impact a person’s 
physical, emotional, cognitive, behavioural and financial wellbeing. Crime can impact on victims in 
many ways, including:

 y temporary or permanent injuries

 y feelings of  sadness, anger, guilt, disempowerment 

 y difficulty making decisions

 y self-medicating with alcohol or other drugs to cope with the experience of having been a victim

 y difficulties at work and/or with family and friends

 y loss of appetite

 y poor concentration

 y increased irritability or mood swings

 y difficulty sleeping

 y loss of income. 

A victim’s recovery from the effects of a crime is greatly influenced by the quality of assistance and 
support they receive. Good practice suggests that responding with compassion and respect; validating 
and normalising a victim’s feelings; and informing them about available services can be highly reassuring. 
It assists the victim to regain a sense of control, increases their capacity for meaningful participation in 
the justice system and aids their recovery. 

The Department of the Attorney General (the Department) is the principal government agency providing 
support services to victims of crime. They do this through their Victim Support Service (VSS) unit. The 
Act authorises Western Australia (WA) Police and the office of the Director of Public Prosecutions (oDPP) 
to provide information to VSS so they can contact and offer support services to victims. The Act also sets 
out guidelines for how victims should be treated. The guidelines state that a victim of crime should 
be treated with courtesy, compassion and respect for their dignity and be given information about 
available support services. 

Services provided by VSS include assessment, counselling, information, and support. As well as those 
people defined as ‘victims’ under the Act, people who ‘witness a crime’ are also eligible for VSS services. 

VSS is delivered by the equivalent of 14 staff and 88 volunteers, excluding administrative staff. It is 
delivered from 14 locations across Western Australia including 12 regional locations. The budget 
allocation for VSS and Child Witness Service for 2011-12 is $2.8 million. 

Background



9Auditor General Western Australia    n Victim Support Service: Providing assistance to victims of crime

CONTENTS

The audit objective was to assess the Victim Support Service and the extent to which:

 y victims of crime use the service

 y the service complies with legislation and adheres to accepted good practice principles 

 y the service leads to improved outcomes

 y the service collaborates with other agencies and shares information to ensure victims’ needs are 
met.

We reviewed VSS referrals and service usage patterns for 2010-11. We also assessed WA Police’s processes 
for referring victims of crime to VSS. 

We excluded services offered to victims by the Victim notification register and Victim-offender 
Mediation unit as these are managed by the Department of Corrective Services. 

In conducting the audit we: 

 y interviewed and surveyed VSS agency staff, contractors and volunteers

 y examined agency documents and data

 y observed staff and volunteers providing services 

 y tested agency referral processes and timeliness of referrals 

 y consulted victim’s representative groups, the judiciary, and the oDPP.

The audit was conducted in accordance with Australian Auditing and Assurance Standards. 

What Did We Do?
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VSS aims to assist victims of serious offences, but not 
all of these victims are informed about and/or referred 
to the service
In 2010-11, WA Police recorded 32 662 ‘offences against the person’ involving 26 063 individual victims. 
Some people can be victims of multiple offences in the one year. If someone dies as a result of a crime, 
family members are defined as secondary victims and are eligible under the Act for VSS services. 
offences against the person include homicide, sexual assault, deprivation of liberty, assault, robbery, 
and threatening behaviour. of the 11 431 victims referred to VSS in 2010-11, 5 700 victims used the 
service.

VSS provides support services to any person defined as a victim of crime under the Act or any person 
who witnesses a crime. VSS recognises that it does not have the resources to assist all victims and as a 
result targets its services to victims of serious offences such as homicide, assault and sexual offences. 

Not all victims of serious offences are being referred to VSS
We found that VSS does not analyse the number of victims by type of offence to determine whether 
all victims of serious offences are being referred. Their information system makes this type of analysis 
difficult.

While VSS’s information system records the number of victims referred by type of offence, VSS has not 
developed the system query to obtain this information. Because of this, they do not currently know how 
many victims of serious offences are being referred or what proportion take up the service. 

our analysis showed that of the 26 063 reported victims in 2010-11, 1 754 were victims of crime-related 
death and sexual assault. These are two categories of serious offence that VSS targets. Based on the 
statistics (Table 1), VSS appears to be providing services to key secondary victims of crime-related 
deaths. This finding is also borne out in our testing of murder referrals. however, VSS assisted only 40 
per cent of victims of sexual assault. 

Offence Number of victims victims assisted

Crime-related deaths 99 257*

All sexual assaults 1 655 693

All other offences against the person 24 309 4 750

Total 26 063 5 700

Source: WA Police and VSS

Table 1: Number of individual victims in 2010-11 compared to victims referred to and assisted by 
vSS in the same period 

* There are typically multiple secondary victims associated with a crime-related death.

What Did We Find?
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We identified a number of weaknesses that increase the risk of victims of serious offences not being 
referred. These include:

 y VSS has not clearly documented its definition of victims of serious offences or ensured that WA 
Police as the key referral agency is using the same definition

 y VSS has not ensured that key agencies and organisations likely to be in contact with victims are 
aware of its services

 y while victims are referred to VSS from a variety of sources, VSS’s current formal agreements with 
other agencies do not include processes to ensure victims of serious offences other than homicide 
are consistently informed about, or referred to, its service 

 y WA Police does not have robust internal processes for ensuring victims are consistently referred to 
VSS.

VSS has not clearly documented its definition of victims of serious 
offences or ensured that WA Police as the key referral agency is using the 
same definition 
VSS’s definition and understanding of serious offences may not be consistent with that of WA Police. As 
a consequence some victims of serious offences may not be identified and referred. 

In the early nineties VSS asked the key referral unit within WA Police to refer victims of offences ranging 
in seriousness from assault occasioning bodily harm and above. At the time VSS and the unit agreed 
the specific offence categories that would be referred. We note that this list of offences is maintained 
by the unit and includes offences such as dangerous driving causing bodily harm, assaults, murder, 
sexual assault, deprivation of liberty and extortion by threats. however, VSS did not have a record of the 
agreed offence categories and they are not defined in the VSS internal policy and procedures manual. 
Further the offence categories agreed by VSS and WA Police are now out-dated and do not reflect 
current Australian Standard offence Classification (ASoC) definitions.

VSS advised during the audit, that they were aware that some victims of very serious offences were not 
consistently being referred by the unit. In response they have approached other units within WA Police 
as well as other agencies and have developed informal referral arrangements to ensure that victims that 
might otherwise be missed are also referred.

VSS has not ensured key agencies and organisations likely to be in 
contact with victims are aware of its services
VSS advised that it does not promote its services widely because it targets its resources to victims of 
serious offences. Because of this, VSS relies heavily on key agencies identifying and referring victims. 

There is a victim of crime website and VSS has pamphlets and brochures about its services but it does 
not actively distribute the pamphlets and brochures or promote the website to all potential sources of 
referral. Apart from the website, pamphlets and brochures, there are few ways that people can find out 
about the existence of VSS (Figure 1). If victims are not specifically referred to VSS the only way they can 
find out about it is to make online inquiries or rely on others to tell them about the service. 

What Did We Find?
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VSS’s current formal agreements with other agencies do not include 
processes to ensure victims of serious offences other than homicide are 
consistently informed about, or referred to, its service 
The Act enables the Department, WA Police and oDPP to share information that assists VSS to meet a 
victim’s needs. The Department and WA Police have a general Memorandum of understanding for the 
exchange of information, but it is not specifically related to victims of crime. There is a 2003 Protocol for 
Service Delivery to Key-Secondary Victims of homicide. 

The Protocol is an agreement involving VSS, WA Police, oDPP, other agencies and a victims’ 
representative group. The Protocol documents roles and responsibilities of agencies to key-secondary 
victims. however, similar agreements have not been established for other victims. The Protocol was 
established in recognition of the need to ensure that key-secondary victims were referred to VSS and 
are kept informed of investigations and legal proceedings.

The Mou allows the Department and WA Police to share information about victims, and the Protocol 
specifically details who is to refer key-secondary victims of homicide to VSS and when. however, there 
is no similar agreement for victims of offences comprising ‘assault occasioning bodily harm and above’.

WA Police does not have robust internal processes for referring victims
In 2010-11, VSS received 79 per cent of all its referrals from WA Police (Figure 2). Victims are referred to 
VSS by at least four units within WA Police. Prior to this audit, the various units were not aware that the 
other units were also referring victims to VSS. 

figure 2: Source of referrals 2010-11

WA Police refer the majority of victims.

What Did We Find?

Wa Police 
79%

Welfare/Professional 
1%

relative/Friend 
1%

other 
2%

Court Volunteer 
Program 

2%

oDPP 
4%

Courts 
5%

Self-referrals 
6%
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WA Police does not have robust processes for referring victims of crime to VSS. As a consequence we 
found a number of victims of serious offences were not being referred.

WA Police has a policy that acknowledges the impact of crime on victims and the possible need to 
refer victims to VSS. however, we found that WA Police does not have a central coordinated approach 
or operational guidelines on how, and when, to refer victims to VSS. For example, in regional areas, WA 
Police informs victims about and refers them to VSS on an ad-hoc basis.

In the absence of operational guidelines, there is a heavy reliance on the knowledge of a limited number 
of staff within the key referral unit in WA Police to manually identify and refer victims of serious offences. 
If these staff leave or are absent from work then the whole referral process may be jeopardised. 

We tested the referral process of the key unit within WA Police responsible for over 70 per cent of all 
referrals to VSS. We selected a sample of 64 offences from the agreed categories and found that 28 (44 
per cent) had not been referred. These included victims of assaults, sexual assault and key-secondary 
victims of crime-related deaths. 

We were advised that the unit sometimes cannot identify and refer victims if access to the case is 
restricted or data entry on the case is incomplete. The unit advised that this was the likely reason why 
the victims had not been referred to VSS. While these victims may have been referred by another unit 
within WA Police or a police officer, there is no easy way for WA Police to confirm that the victim has 
been referred.

We also tested all 27 murders recorded by WA Police in 2010-11. We tested whether WA Police had 
referred a key-secondary victim in each case to VSS and if they had been referred within 24 hours 
of the death. We found that in all cases at least one key-secondary victim had been referred to VSS. 
however, in 12 incidents WA Police did not initiate the referral. Instead VSS approached WA Police to 
seek information, following advice from other sources that a homicide had occurred. The remaining 15 
(of 27) incidents were referred by WA Police.

of the 15 incidents referred by WA Police, five key-secondary victims were referred to VSS within the 24 
hours agreed in the Protocol. The remainder were referred two to 53 days after the incident.  

We were advised that delays in referring key-secondary victims of crime-related deaths can arise as a 
result of: 

 y the time it could take to formally identify a deceased person

 y the time it could take to determine whether a death is crime-related

 y difficulties locating family members

 y secondary-victims choosing not to have immediate contact with VSS.

however, the agencies acknowledged that in some cases the delays are a result of a lack of effective 
communication. 

What Did We Find?
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There is no on-going victims of crime awareness training for police 
officers
Ensuring that all officers are trained and are aware of the impact of crime on victims is crucial. new 
police recruits receive a one off 85 minutes awareness training on victims of crime. This training is 
provided by VSS and focuses on the impact of being a victim of crime and introduces VSS as a service 
for victims. however, even though interacting with victims is a significant part of policing, WA Police 
does not systematically provide further, regular victim awareness training to all officers.

VSS aligns with good practice; however there are some 
areas for improvement
Despite the issues around referrals, we found that VSS provides an important early intervention service 
for victims of crime that aligns with good practice. once in the service, victims are treated with courtesy, 
compassion and respect. VSS staff and volunteers are dedicated to meeting the needs of victims. 

“The services facilitate witnesses giving evidence with the least amount of trauma 
possible. I have seen many victims, particularly those of sexual assault, be very 
comforted and supported by the VSS staff during the trial process”.

Source: oDPP staff

We compared and reviewed the VSS policy and procedure manual and the Act against accepted good 
practice principles. We also observed staff and volunteers delivering services via telephone to victims. 
Accepted good practice principles for this type of service include:

 y reducing the victim’s distress by providing emotional support, information and meeting their 
immediate practical needs

 y validating the impact the crime has had on the victim

 y advising victims of available support services

 y endeavouring to make contact with victims as soon as possible following the crime incident.

These principles are derived from the United Nations Declaration of Basic Principles of Justice for Victims 
of Crime and Abuse of Power (1985); research by the Australian Institute of Criminology; and Australian 
Guidelines for Treatment of Adults with Acute Stress Disorder and Post-traumatic Stress Disorder.

In providing early intervention support services, VSS seeks to enhance victims’ natural resilience and 
coping. The service hopes to achieve this through the provision of information and emotional support 
to reduce the victim’s distress and also via meeting the victim’s immediate needs. If the crime incident 
progresses to court, VSS can support the victim through this process. It assists victims to prepare court 
documents, gives emotional support to victims during trials and prepares witnesses to give evidence 
in court (Table 2).

What Did We Find?
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Service Service description Occasions 
of service 

Assessment

•	 needs assessment 

•	 risk assessment (family domestic violence safety planning, suicide, trauma)

•	 Assessments for oDPP

•	 Assessments of victims’ eligibility for Special Witness Status under section 
106 of the Evidence Act 1906

405

Counselling

•	 Individual counselling

•	 Group counselling

•	 Individual debrief

•	 Group debrief

1 687

Information

•	 General information

•	 Court information

•	 Sentencing information 

•	 Police investigation information 

•	 Safety information 

•	 referrals

18 124

Support 
Services

•	 Advocacy 

•	 Agency liaison

•	 Criminal injuries compensation assistance

•	 Closed circuit television preparation

•	 Court support

•	 Court support coordination

•	 Intensive support for certain victims (eg key-secondary victims of homicide)

•	 Mediation support

•	 Assistance with submissions to the Mentally Impaired review Board and 
Prisoner’s review Board

•	 Victim Impact Statement assistance

•	 Witness preparation

18 020

Table 2: vSS services and occasions of service provided to victims in 2010-11 

A victim can use multiple VSS services in one year. Ninety-five per cent of the occasions of service VSS provided in 2010-11 
were information and support services related.

What Did We Find?
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While we found that the service aligns with legislation and good practice, we also identified some areas 
for improvement in VSS service delivery. Specifically:

 y VSS meets its target timeframe for first contact with metropolitan victims but there can be delays in 
delivering services

 y the way first contact is made may not be appropriate for all victims

 y VSS does not evaluate its services to ensure they are effective and efficient in improving outcomes 
for victims.

VSS meets its target timeframe for first contact with metropolitan victims 
but there can be delays in delivering services 
VSS has a target of sending an ‘offer of service letter’, telephoning and/or providing a service to victims 
within 72 hours of receipt of referral. We found that in 2010-11, VSS met its target for 98 per cent of 
victims in the metropolitan area and 85 per cent of victims in regional areas. 

however, we noted that the 72 hour target does not account for the total time it takes from when a 
crime occurs to when a victim is successfully contacted. Delays in agencies referring victims and VSS’s 
reliance on sending ‘offer of service letters’ means that victims first direct contact is likely to be more 
than one week after WA Police recorded the crime. 

Apart from maintaining a waitlist for counselling, VSS does not monitor the timeliness of services it 
provides once a victim has been contacted and takes up the offer of assistance. This puts at risk VSS’s 
ability to manage the timeliness of these services.

The VSS advised that the waitlist for its counselling services can fluctuate up to six weeks, depending on 
case-load, competing demands and staff availability. however, key-secondary victims are not required 
to wait for VSS counselling. They are fast tracked as necessary.

VSS said it informs victims about the waitlist and advises them to consider other privately funded 
options. however, victims often choose to wait because of the costs associated with the other options.

The way first contact is made may not be appropriate for all victims
In the majority of cases following referral to VSS, the victim is sent a standard ‘offer of service letter’ 
which is then followed up with a phone call within two or three weeks. Key-secondary victims of crime-
related death and victims of sexual assault are contacted by phone. During the audit we were made 
aware that relying predominantly on sending victims ‘offer of service letters’ is not effective for all 
victims. Specifically victims may miss out if they:

 y are hospitalised following the crime incident

 y do not have a residential address

 y cannot read English.

What Did We Find?
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The diversity of the WA population and victims’ circumstances means that VSS may need to consider 
different approaches if victims are to be given reasonable opportunity to use the service. once in the 
service, VSS offers an interpreter for victims who cannot speak English well. Additionally, VSS regional 
staff advised that they are mindful of Aboriginal cultural customs when providing a service.

VSS does not strategically evaluate its services to ensure they are 
effective and efficient in improving outcomes for victims
VSS does not evaluate whether its services improve victims’ outcomes. In 2010, VSS asked 27 victims 
who had used its services to give feedback on the services they had received. Apart from this, VSS has 
not evaluated its services. For instance VSS could: 

 y evaluate the effectiveness of its current processes for identifying and making contact with victims

 y identify the type and number of victims missing out on or not taking up its services

 y assess whether it is providing timely services to victims

 y analyse the total number of victims of serious offences compared to those referred and those that 
actually used the service 

 y evaluate the effectiveness of its service in improving victims’ outcomes.

VSS produces a monthly report on the operations of its service. It documents information such as the 
number of referrals received, source of referrals, regional activity, offence type of victims assisted, type 
and occasions of services provided and services provided by volunteers. VSS could make better use of 
this information to identify areas for service improvement.

Take-up of services is significantly higher in the regions but service 
provision is not consistent
We found that take-up of VSS in regional areas is around 70 per cent compared to 41 per cent in the 
metropolitan area (Figure 3). regional staff use a number of strategies to identify and contact victims. 
As well as sending an ‘offer of service letter’ with follow-up phone calls, staff proactively seek out other 
means to directly contact victims. This can include visiting victims in their communities or homes. They 
also liaise with other service providers, and promote VSS on the local radio. 

however we noted inconsistent levels of service provision across the regions. understandably, the level 
of services delivered and the timeliness of those services are impacted by population spread and staff 
experience. Seven of the 12 regional locations rely on part-time staff. Ten regional staff, in addition to 
VSS, also deliver Child Witness and Family Violence Assistance services. 

We interviewed staff in six of the regions and they advised that while they felt they could seek guidance 
and assistance from VSS, they struggle to meet their workload. This impacts the level of service they can 
provide. VSS is aware of the challenges of delivering services in the region. They conduct annual audits of 
services provided in each location. The audit examines number of victims referred to and accessing the 
service, staff recruitment, data entry and timeliness of first contact. however, they have not specifically 
assessed whether there is a better service delivery model. one such option could be providing greater 
administrative support and coordination from Perth.

What Did We Find?
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figure 3: vSS service take-up 2010-11

More victims in the regional areas take-up VSS’s offer of service.

Stakeholders think VSS is a valuable service but it could be made more 
accessible
Stakeholder interviews identified the following issues for consideration:

 y initiating contact with victims through the ‘offer of service letter’ does not work for victims with poor 
English or victims away from home following the crime incident 

 y the location of VSS within courts makes the service potentially uninviting to victims because there is 
a chance that the victim will come across the offender. It also gives the perception that the service is 
about ensuring a smooth court process rather than supporting the broader needs of victims  

 y at times, victims have attempted to access VSS services but their telephone calls were not returned 
or they had to wait a long time for services 

 y the lack of an Aboriginal liaison officer position within VSS may be impacting the number of 
Aboriginal people using the service

 y as it is short term, the VSS counselling service focuses on victims’ current trauma and does not 
properly deal with previous trauma that may be triggered by the current victimisation experience. 
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VSS effectively liaises with other agencies to meet 
victims’ needs 
Based on our observation of VSS staff and interviews with key agencies, we found that VSS is proactive 
in liaising with and seeking information from agencies to ensure victims’ needs are met. For example, 
to meet victims’ need for information such as court appearances and outcomes, VSS accesses the court 
database and liaises with the oDPP. VSS also liaises with and refers victims to other services, including 
the office of Criminal Injuries Compensation, Sexual Assault resource Centre, Victim notification 
register and non-government organisations. 

VSS helps other agencies’ interaction with victims
Through our interviews with WA Police, the Chief Judge of the Perth District Court, victim representative 
groups as well as surveys of oDPP staff we found that VSS is effective in supporting other agencies’ 
interaction with victims. 

VSS acts as a go-between when victims seek information about progress of police investigations; court 
appearances; and outcomes and processes; and advocates on behalf of victims. VSS supports the work 
of the oDPP through locating, liaising with and preparing witnesses to give evidence in court. VSS also 
supports vulnerable witnesses during the giving of evidence. While in the regions VSS also prepares and 
gives court orientation to child witnesses. 

“An invaluable service, something which the circuit prosecutor would otherwise 
have to do much of themselves. It saves a lot of time for the prosecutor”.

Source: oDPP staff
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