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Executive Summary

This report summaries the Commissioner’s work in relation to support for victims of crime and 
abuse. It covers commissioning of victim services, seeking the views of people affected by crime 
and holding to account of the Constabulary on how they deal with victims. 

Recommendation

That the Panel notes the Commissioner’s work to put victims first.

1. Introduction and Background 

1.1 The Police and Crime Plan is key in setting out the Commissioner’s objectives.  Delivery of 
the Plan is in partnership with statutory and third sector partners, with an underlining 
principle of ‘We Not They’, recognising that it is the responsibility of all to make ‘Cumbria 
even safer’.  The Commissioner has in place an accountability and governance framework 
that enables him to gain assurance that his statutory duty is being delivered.  

1.2 Putting victims first and making a positive difference to their lives is at the heart of the 
Commissioner’s role.  The Commissioner has a responsibility for commissioning local 
services to help victims of crime, ensuring they are supported throughout the criminal 
justice process and have access to the support services that they need to help them cope 
and recover.  The Commissioner does this by listening to the voice of his communities and 
by working in close partnership with other stakeholders such as local authorities, health 
services and specialist third sector and private organisations.  The Commissioner also has 
responsibility for monitoring how criminal justice agencies meet the needs of victims, 
ensuring that victims receive their entitlements under the Victims’ Code of Practice.  This 
report provides examples of how the Commissioner, and his office, are helping to make a 
real difference in putting victims first and working at a local level to ensure victims are 
supported.   



1.3 The Police & Crime Panel seek assurance that the Commissioner is:

(a) Listening to the concerns of victims and putting in place robust monitoring 
arrangements to ensure that victims are always put first, and

(b) Demonstrating impact and scale in commissioning victim support services, to ensure 
that all victims of crime are supported, regardless of crime, through the whole county. 

2. The Commissioner listens to the concerns of victims and puts in place robust monitoring 
arrangements to ensure that victims are always put first. 

2.1 In 2017, the Office of the Police & Crime Commissioner led the way by bringing criminal 
justice agencies together to develop a Quality Assessment Framework that would ensure 
victims and witnesses receive the services and support they need from the criminal justice 
system.  At the heart of this framework is improving compliance against The Victims’ Code of 
Practice, which stipulates the statutory entitlements victims should receive from each 
criminal justice agency.  The Safer Cumbria Victims & Witnesses Group has overall 
responsibility for overseeing the implementation of this framework, which includes carrying 
out an annual dip-sample of cases progressed through the criminal justice system, to identify 
were improvements need to be made.  The Quality Assessment Framework forms part of the 
Commissioner’s wider framework in holding the Constabulary to account and provides 
assurance that the needs of victims are always put first.

2.2 The Quality Assessment Framework found that some victims were not being offered the 
chance to make a Victim Personal Statement (VPS).  VPS provide an opportunity for victims to 
be heard in the criminal justice process.  It is recognised nationally that the uptake of this 
provision is low.  A Task and Finish Group was developed to review and address the issues 
identified.  The key actions undertaken to improve compliance were as follows: specific 
information regarding VPS was produced by the Witness Care Unit (WCU) and is now 
disseminated to all victims notified to attend court.  Further information has been included in 
the Constabulary’s revised Victims’ Booklet, given to all victims of crime.  The Constabulary is 
currently developing a Victims’ Booklet for those who have experienced antisocial behaviour 
and will include important information regarding VPS.  Work is on-going with the 
Constabulary’s ‘Red Sigma’ project team to ensure there is a mandatory action in the new 
Red Sigma Crime Management System, to prompt officers to ask victims if they would like to 
give a VPS, where relevant.  The Victims’ Advocate in the Office of the Police and Crime 
Commissioner (OPCC) attends all initial police officer training, raising awareness of the 
importance of a VPS and the impact they can have.  The task and finish group also developed 
a VPS briefing document that has been circulated amongst criminal justice agencies, drawing 
upon national guidance published in December 2018 - “Joint Agency Guide to the Victim 
Personal Statement – A Guide for all Criminal Justice Practitioners”.  The uptake of VPS will 
continue to be monitored through the Quality Assessment Framework to ensure the work 
undertaken has improved the issue.



2.3 At the last Victims & Witnesses Group meeting, it was identified that the process for enabling 
the victim to read their statement in court could be improved.  Steps are been taken to 
ensure that a victim’s request to personally read out their own statement in court is recorded 
and shared across all relevant agencies.  In order for a victim to read their own statement, an 
application has to be submitted to the court and approved by the judiciary.  Through the 
Victims & Witnesses Group, the partner agencies are clarifying this process within their 
respective organisations.

2.4 Out of court disposals allow the police to deal quickly and proportionately with low level, 
often first time, offending which can be appropriately resolved without a prosecution at 
court.  They can provide swift and meaningful justice for victims, hold offenders to account 
for their actions and reduce re-offending.  The Out of Court Disposal Scrutiny Panel supports 
the Commissioner to gain assurance in how the Constabulary use out of court disposals (such 
as a caution) and forms part of his wider accountability framework.  It provides constructive 
stakeholder scrutiny at an organisational and individual level to promote best practice, 
identify development needs and more effective working practices between agencies.  It also 
works to ensure the voice of victims is heard through the out of court disposal process and 
provide challenge where it appears not to have been considered.  The Panel is made up of 
representatives from across the criminal justice system and victim support services, and is 
chaired by the Office of the Police and Crime Commissioner.  Every quarter, the Panel 
independently reviews a random selection of anonymised cases that have been resolved by 
use of an out of court disposal and determine whether the method of disposal is considered 
appropriate.  It considers the offence category and severity of offence, the evidence present 
at the time of disposal, the rationale in the police officer’s decision making, and whether the 
decisions were victim focused.  The Panel has no referral or appeals capability and is not 
intended to re-judge cases.  

2.5 In 2018, the Panel considered 92 out of court disposal cases.  Overall, the Panel agreed that 
73% of cases were found to have a disposal appropriate to the severity of offending and type 
of offence.  In 25% of cases, members raised concerns with how the outcome was recorded 
which led to either a request for further clarity, or disagreement of the decision made to use 
an out of court disposal.  In 2% of cases, the Panel failed to reach an agreement.  In all cases 
where issues were raised, guidance and advice has been feedback to the officer and decision 
maker.  A positive outcome from this is that the inappropriate and inconsistent disposals 
associated with domestic abuse cases have almost been eliminated following Panel feedback 
and changes have been made to policy.

2.6 Further findings indicate that officers are showing a high degree of professionalism when 
investigating crimes and taking into account the views of the victim when deciding to 
exercise an out of court disposal.  Specific vulnerable groups such as Looked After Children 
and people with mental health issues featured in a number of the cases.  It was clear that 
officers had considered the most appropriate and effective outcome when reaching a 
decision.  The Panel also found that there was a high level of decision making rationale in 
cases involving young people. 



2.7 In April 2019, the former Victim’s Commissioner, Baroness Newlove, published a national 
report (‘Antisocial Behaviour: Living a Nightmare’) which raised concerns regarding the use, 
and awareness, of the Community Trigger Process introduced by the Government in 2012.  
The Community Trigger (also known as an Antisocial Behaviour (ASB) Case Review) enables 
victims to hold their local agencies to account.  They must meet a threshold (usually three 
reports of separate incidents within a six-month period) before they can activate a 
Community Trigger through their local lead agency.  A multi-agency case review is arranged 
to discuss the case and seek to resolve the antisocial behaviour.  The Office of the Police and 
Crime Commissioner has tasked the Constabulary to review the arrangements in place across 
Cumbria, linking in with relevant agencies to ensure there is a standardised and transparent 
process, and that everybody is aware of their statutory responsibilities.

2.8 When members of the public raise local concerns or issues directly with the Commissioner, 
these are recorded as ‘Quality of Service or Policing Issues’ (QSPIs).  For 2019, 347 QSPIs have 
been recorded to date, including issues such as antisocial behaviour and driving, general 
policing and resources.  The Commissioner informs the Constabulary of all QSPIs that have 
received consent for their personal data to be shared.  Dependent upon the issues raised, 
officers or Police Community Support Officers (PCSOs) from local policing teams will contact 
the individual with a view to seeking a resolution to the matter or may refer them to other 
more appropriate agencies to provide support.  The Office of the Police and Crime 
Commissioner provides a written response to all QSPIs explaining the actions that have been 
taken to address the issues raised.  

2.9 The Commissioner’s Victims’ Advocate continues to champion the cause for victims, and 
importantly, help drive up standards. She facilitates a Victims’ and Witnesses’ Consultation 
Group whose members provide feedback on their experience of accessing services following 
a crime or antisocial behavior and also act as a sounding board for new policies and 
initiatives. The Group helps to dip sample Out of Court Disposal cases, providing the voice of 
a victim in that scrutiny process, to support police learning. The Victims’ Advocate also 
speaks directly to victims, for example where they have approached the Office of the Police 
and Crime Commissioner, to understand what worked well and did not in their journey to 
access support or in dealing with criminal justice agencies. This information then informs the 
OPCC’s work with the Constabulary, commissioned providers and partners (such as through 
the Victims and Witnesses Group) to ensure victims are put first. In addition, dip sampling of 
cases in commissioned services by the Victims’ Advocate now forms an important part of the 
quality assurance for the OPCC, as detailed below. This results in quality work being 
recognised, specific actions for improvement being picked up in an action plan and contract 
management processes for each service being focused on pertinent issues. 

3. The Commissioner has demonstrated impact and scale in commissioning victim support 
services, to ensure that all victims of crime are supported, regardless of crime, through the 
whole county. 

3.1 During 2018-19, the Office of the Police and Crime Commissioner worked with partner 
agencies, in particular Cumbria County Council, to commission a new integrated support 
service for victims of crime and abuse. The service, which is provided by Victim Support 
Cumbria, has been developed in response to feedback from victims about what would 



improve their journey to getting support after a crime. The aim is to enable the victim to 
access the right service from the right person as soon as possible, without repeatedly having 
to explain their situation before accessing the right help. It brings together a number of 
previous services and contracts for domestic abuse, sexual abuse and other types of crime to 
provide a gateway to the right help for victims. The Victim Support team includes specially 
trained Independent Victims’ Advocates who provide practical, emotional and advocacy 
support for victims of all types of crime and antisocial behaviour, alongside specialist 
Independent Domestic and Sexual Violence Advisors. The service is structured so that a 
victim is contacted by the right type of worker from the outset, where sufficient information 
on their case is available, to avoid them having to speak to multiple people before getting 
more in-depth support. It is also developing further its referral pathways with other services 
to ensure as smooth a journey for the victim as possible, including avoiding them having to 
repeat their story if they consent for this information to be shared. As well as the direct 
benefits in terms of a victims’ journey, this integration of teams and contracts also allows for 
greater resilience during periods of staff absence and vacancy, which is a continued challenge 
in our county where recruitment of specialist staff has always been difficult. 

3.2 The service is available across the county for children, young people and all adults, whether 
or not they have reported to the police and for any type of crime. Victims can refer 
themselves to the service or be referred by the police or other agencies. It includes help to 
understand the criminal justice system and support with reporting a crime for those who are 
nervous about doing so. The new service includes out of office hours support through the 
national 24/7 Support Line and a new Live Chat facility provided by local staff via the Victim 
Support website, for those who do not want to contact the service via telephone. The uptake 
of the Live Chat service has been positive, with 99 Live Chats (77 new visitors and 22 
returning) taking place during the period May 2019 to mid-August 2019, and has led to some 
vulnerable victims in complex abusive situations going on to seek further support.

3.3 In terms of commissioning the service, the OPCC worked closely with partners through Safer 
Cumbria and all decisions about the specification and procurement route were taken in 
partnership through the Commissioning Group.  As a joint funder, Cumbria County Council 
was heavily involved with this, including in the evaluation of bids. The chosen route was to 
use a Competitive Procedure with Negotiation under the Light Touch Regime, which 
essentially meant that initial expressions of interest from bidders were invited against a draft 
specification for the service (advertised EU-wide) and then the exact remit and format of the 
service was developed through negotiation with the bidders. This enabled an affordable and 
feasible service to be developed and both the provider and commissioners felt that it had led 
to a better outcome than traditional procurement routes. Now that the contract is live, 
quarterly contract management meetings are held, focusing on the delivery of the key 
aspects of the contract and these are attended by representatives of the OPCC and County 
Council. In addition, themed quarterly dip sampling of cases is conducted with Victim Support 
by the OPCC Victims’ Advocate and, where relevant, the Domestic and Sexual Abuse 
Coordinator at Cumbria County Council. This provides additional assurance in relation to the 
quality of the service being provided. 



3.4 Key performance indicators for this service are measures of the impact (‘outcomes’), focused 
on four key areas, in line with Ministry of Justice outcomes measures. In the first quarter of 
2019-20, all of these indicators showed positive results: 80% of service users who had 
completed the service and responded reported an improvement in their health and well-
being, 85% reported an improvement in their ability to cope with aspects of everyday life, 
70% felt there had been an improvement in their feelings of safety and 75% felt more 
informed and empowered to act.  In addition, all service users who responded were satisfied 
with the service they had received.  The most recent dip sample of Victim Support’s victim 
service in June 2019 was positive overall, finding that service users were being contacted in a 
timely manner and provided with the appropriate advice and support for their needs. There 
was good evidence of discussion with the victim about the impact of the crime on their well-
being, home and social life and support network, to enable targeting of support to their 
individual needs and any impact of the service to be measured. Proactive attempts were 
being made to contact harder-to-reach individuals to offer support.

Case study:
A male victim of childhood sexual abuse by a relative, called Ryan for the purposes of this 
case study, was feeling very low and sometimes suicidal at the point he was referred to 
Victim Support. He had reported his case to the police and was contacted by Victim Support 
to offer help. Seeing the offender near his home was stirring up emotions for Ryan which 
gave him some ‘dark days’. A specially trained volunteer worked with him to develop coping 
strategies for when he felt low and to decide on a safety plan to avoid seeing the offender. 
The volunteer also helped him to understand and prepare for different stages of the criminal 
justice process, including being present when difficult news was delivered by the police and 
giving support with dealing with how he felt after the court case. After 18 months of support, 
Ryan’s case was closed. He reported a significant improvement in his well-being and in 
managing aspects of daily life (going from scoring himself at a low ‘1’ in the first assessment 
to the highest ‘10’ on the outcomes scale at the end assessment). He also reported positively 
on how integrated he felt (with family, friends and work), how safe and how positive his 
experience of the criminal justice system was.

3.5 Another service funded by the Police and Crime Commissioner is Remedi, who offer a 
restorative justice service for victims of crime in Cumbria. Restorative justice involves giving 
victims the opportunity to engage with the offender(s) to have any remaining questions they 
have answered and to explain the impact of the crime on them to the offender. This can help 
the victim to achieve closure and feel safer in the knowledge, for example, that they were 
not specifically targeted. Offenders often do not think about the impact of what they are 
doing on the victim so restorative justice can provide a driver to stopping and thinking before 
committing further crime. Provided the offender has admitted their guilt, it is offered in cases 
where a reported crime has been resolved with an out-of-court disposal and also post-
sentence for offenders who go through the courts. During 2018-19, 24 victims and offender 
conferences took place, which often involved multiple victims, and 61 indirect interventions 
were delivered. This is much higher than is reported in many other areas. Since the 
commissioning of this service, there has been a marked increase in restorative justice taking 
place, which is felt to be as a result of having a dedicated, consistent service for the county 
which works proactively with a number of referral agencies to encourage the offer of 
restorative justice to be made. The service seeks feedback from participants about the 



impact of the intervention, taking account of what they wanted it to achieve, as this is highly 
personal. 100% of people who responded who were concerned about their safety before 
being involved in restorative justice reported that they felt it had improved by the end of the 
intervention and 85% who were fearful felt that this has reduced.  95% expressed satisfaction 
with the overall service and 100% who felt their well-being had been impacted by the crime 
felt that it had improved following involvement with restorative justice. 

Case study: 
Karen was driving with her daughter and grandson in the back of the car. The car was hit in 
the rear by the offender who had been drinking and had taken a car to go out and get more 
drink and drugs. Karen has said that initially, she felt angry and had lots of questions about 
why it happened to her and her family. The offender was arrested and received a suspended 
prison sentence. As he had admitted his guilt and Karen felt restorative justice would help to 
answer some of her questions, they met face-to-face in a restorative conference following 
lots of preparation with Remedi. The offender explained what had happened, how he had 
changed since then and apologised for his actions.  Karen reported that the process was 
emotional but it had been a ‘win-win’ process for both of them. She found that the person 
who committed the offence was not the “nasty, evil” person she has been imagining, he had 
not targeted her family and after talking to him, she felt he had made a mistake. The result 
was that she was better able to move on from the incident: “I felt that it gave me closure.” 
For the offender, the realisation of the impact on her family and that he may have killed 
someone, particularly a child, had made him reflect on this life and change his behaviour. 

3.6 Another area where the Commissioner’s collaborative approach to commissioning services 
has supported the provision of a consistent, countywide service is The Bridgeway Sexual 
Assault Support Service. This includes the 24/7 helpline and a ‘gateway’ to appropriate 
support for sexual assault/abuse victims, much of which is provided by the 3 Bridgeway 
services themselves. These are the Sexual Assault Referral Centre, which provides forensic-
medical examinations and crisis support; the Independent Sexual Violence Advisor service 
outlined above and a specialist therapeutic service. The setting up of The Bridgeway in 2015 
ensured that there was an on-going commitment by key partners to sexual violence services 
and overcame inconsistencies and gaps in services. On-going contract management and close 
working with the 4 Bridgeway providers1 has led to greater partnership working and clearer, 
smoother referral pathways, helping to make best use of support resources and ensuring 
staff work together across agencies, rather than hold onto cases. 

3.7 The number of referrals, including self-referrals, to The Bridgeway in 2018-19 was 279, with 
153 being cases for which an examination was appropriate and offered (other referrals 
included, for example, historic cases where the person required emotional support). Service 
users and family members regularly provide feedback on their experience of attending the 
Bridgeway Sexual Assault Referral Centre in Penrith and this is overwhelmingly positive. As 
one recent service user said: “A horrible ordeal made more comfortable by staff.  Supportive, 
caring and friendly. A much needed service and could not be more grateful.” 

1 G4S Forensic-Medical Service, Safety Net UK, The Birchall Trust, Victim Support



3.8 An examination, documentation of injuries and collection of forensic evidence at The 
Bridgeway is part of the investigation strategy of the police and experience shows that 
without it, it can be very difficult to secure a conviction. In Cumbria, it is rare that doctors or 
nurses who have completed the examination are called as witnesses at court; this is mainly 
carried out through a written statement, which suggests that the forensic evidence has not 
been questioned. As one survivor who recently engaged with the OPCC explained, for her the 
evidence taken at the SARC was the one piece of evidence which she felt would support what 
she was saying and she was glad that she had had it collected. 

3.9 In addition to the above support, Brathay Trust were funded over 2 years (October 2015 to 
September 2017) by the Police and Crime Commissioner to develop and deliver a 
programme, known as Be Savy, aimed at reducing the number of young people being sexually 
exploited and/or at risk of being sexually exploited. In the first phase, a total of 27 young 
women aged 12-17 engaged in the programme: 82% reported they were more able to 
recognise a healthy relationship, whilst 88% felt they had a greater ability to sort out the 
problems they might face. The project was developed through discussion with local agencies, 
in addition a consultation exercise was conducted in Barrow consisting of an online survey. 
Following on from this pilot, the Commissioner is now part-funding a 3-year programme, 
alongside funding from Brathay, from 1st October 2018 to 30th September 2021. Like other 
OPCC contracts, regular contract management meetings take place, with focus on take-up 
and impact of the scheme, and the provider is required to produce an evaluation which 
incorporates participants’ views on the outcomes of the scheme. Programmes are currently 
underway so evaluation information will be available once they are completed. Feedback so 
far is positive; for example, one participant said: “I have learned how to stay safe on social 
media and to say no if I need to. I have learned what a healthy relationship is and how to get 
help and who from.” Another said she had learned to “think before doing an action to my 
life, but to also go to someone if needed.” These are simple but vital steps for young women 
who have been identified as vulnerable to exploitation. 

3.10 This report focusses on the work of the Police and Crime Commissioner to commission 
services which put victims first and which support them to cope and recover after crime or 
abuse. The approach taken is very much a partnership one: to drive consistency, avoid gaps 
and duplication and draw the benefits of the scale of countywide services.  The key services 
outlined here are demonstrating that they are having a positive impact for victims. In 
addition, processes which the OPCC has in place are ensuring victims’ views feed into robust 
systems for ensuring quality of provision and that victims are put first across the criminal 
justice system. 


