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About this project

4

The scope
The Crown Prosecution Service (CPS) commissioned Crest Advisory to conduct a  strategic 
victims’ needs assessment (SNA) to better understand the needs of victims and where they 
are not fully met in CPS communications.

Who we are
Crest are crime and justice specialists – equal parts research, strategy and communication. 
Crest produce research reports but also practical strategy and advice designed to be useful on 
the frontline. 

The methods
The methods used to build this report included: quantitative analysis of publicly available and 
specialised service data; consultation of practitioners both statutory and third sector; and the 
consultation of victims. Crest was commissioned in June 2021 - the information outlined in this 
report reflects a snapshot of the CPS demand and victim experience at the time.

The purpose
The purpose of this project was to support the improvement of the CPS’ engagement and 
communication with victims and response to victims’ needs. Crest worked collaboratively 
with the CPS on this.  

https://www.crestadvisory.com/
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Executive 
summary
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Overview of recommendations  

6

An improved universal service 
offer, including considering 
introducing direct 
communication by CPS 

Enhance the service 
provided to victims with 
the greatest need

● Communication should happen earlier for victims in their journey 
● There should be greater diversification and enhanced frequency in the methods of communication from the 

CPS
● Victims should be provided with more routes for feedback and dialogue prior to formal complaints
● CPS should support their staff to enhance their skills that will enable them to deliver this universal uplift in 

service

● Ensure a focus on continuous improvement and ambition within the CPS’ approach to enhancing 
services to victims by testing and evaluating innovative practice

● Learn from current pilots, utilising Operation Soteria ‘pathfinder’ areas to test new ways of working 
● Focus on digital solutions and victim led engagement for the most in need victim cohorts 

Executive Summary: recommendations

● Explore identification and prioritisation of specific victim cohorts - define high level of need 
● Determine what an enhanced service means with a focus on direct and two way communications 
● Review organisational capacity and capability to deliver an enhanced and differentiated service 
● Victims should be educated upstream on the role and responsibilities of the CPS; the CPS taking a leading role in 

working with partners to manage expectations 
● Most victims want communication directly from the CPS, rather than via the police or another intermediary; 

dependant upon the severity of the case, better integration with an intermediary should be considered 

Innovation and pilot to 
strengthen victim 
engagement

Build organisation and 
leadership culture 

● Victim engagement and the implementation of an improved service should become a priority for the 
CPS 

● CPS staff must be provided with the right training and development to support service improvements 
and held to account through improved internal governance 

● The needs of victims and the required service changes must be communicated effectively across the 
CPS embedding new standards and practice into the culture of the CPS

● Partnership dependency must be recognised and relationships maximised 
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Q.  Victims Law Consultation Evidence from SNA 

1 Principles to be enshrined into law The SNA findings broadly align with these principles BUT it has also found that no one-size fits all can respond to victims’ needs so 
prescriptive detail should not be made primary legislation

2 Frontline professionals to be made 
more aware of the Code

This SNA recommends that more should be done to support front-line professionals to inform victims of their rights under the Code, of 
the CJS process and to help manage their expectations and understanding of each agencies’ role. This is currently not well understood 
by all front-line professionals across the CJS and statutory partners

3 Every victim is aware of the Code The SNA highlighted that victims need a clear explanation of the role of the CPS and criminal justice processes by effective methods of 
communication. The SNA also found that methods of communication must be tailored to the victims’ wants and needs. 

4 Communication between police/ 
CPS and victims should improve

The SNA report also finds that timing and methods of communication between police/CPS and victims should improve. Specifically, the 
SNA found that the method and intensity of communication should vary based on the experience and vulnerability of the victim

5a Police and CPS to do more to take 
victims’ views into account 

The SNA found that victims want to be believed as a victim of crime by the CPS and desire a sense of agency in the communication 
around the criminal justice process. However, their satisfaction is not directly linked to a CJS outcome (e.g. charge and conviction)

5b
Relevant prosecutor to meet with 
victim before the charging decision, 
and before a case proceeds to trial

While the SNA did find that vulnerable victims of serious crime did sometimes wish for face to face contact, the report found that more 
importantly, victim communication should be responsive to victims’ needs and requirements and may take multiple forms, including 
through advocates, online, via email, on the phone and in written communication/letters. A one-size-fits-all approach is NOT supported 
by the SNA’s findings

9a Better local-level partnership and 
collaboration The SNA found that local collaboration was ad hoc and should be improved to avoid confusing victims

11a Inspectorate frameworks should 
prioritise victims’ experiences

The SNA found that the CPS’ inspectorate framework focused on victims’ experiences through a processual lense and should change to 
reflect more on the quality of service delivered to victims through good communication 

16
Consequences for significant 
failures directed at CJS agencies 
and/or individuals responsible 

The SNA recognised the CPS’ challenge around resourcing and training. It suggests that incorporating victim satisfaction in CPS 
performance management and internal governance would support an internal cultural shift  to improve communication with victims

18 What data should CJS collect about 
victims’ experiences and when? 

The SNA highlighted that approaches to partnership working are inconsistent at a regional and local level, which hinders collaboration 
and information sharing. The type of data that should be collected is outside of the scope of the SNA. However, it is apparent from the 
findings that the data collected and methods of collection must be consistent to support information sharing

Executive summary: Comparison across Victims’ Law and Recommendations
Executive Summary: Victims’ Law
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Rising police recorded crime, particularly for violent and sexual offences, is likely to translate to 
increased demand on the CPS. Longer waiting times prior to court also increase the engagement 

needed per victim
● Police-recorded crime has risen substantially since 2014/15, with falls since 2018/19 insufficient to reverse this. Growth 

has been particularly dramatic for violent and sexual offences, up 173% on 2014/15 in 2020/21
○ The upsurge in police recruitment is likely to cause recorded crime to rise further in the coming years

● The number of offences charged has fallen sharply over the same period, again particularly for violent and sexual 
offences. Charge rates have broadly fallen across offence types and regions

● Forecasting suggests crime is going to remain high. Although the Crime Survey for England and Wales suggests 
victimisation has declined since 2014, increased reports to the police mean more victim interaction with the CJS. 
Victim-based crimes also account for a growing proportion of offences, so even if the current charge rate is maintained, 
the volume of victims the CPS has to interact with will increase

● The average time from offence to case completion has risen, even prior to the pandemic, which means victims are 
waiting longer for cases to come to court and need to be engaged over a longer period

○ This waiting period tends to be even longer for violent and sexual offences; sexual offences have an average 
wait time of 11 months prior to charge and a further 7 months from charge to completion. These victims 
are often vulnerable with complex needs

● Although people from ethnic and religious minorities are overrepresented among victims, most victims by volume are 
from majority groups

● Demand is not evenly spread across the country, with London accounting for the largest number of victims
8

Sources: Modelling the impact and Legacy of Covid-19 (Crest, 2020); Criminal Court Timeliness - offence group tool

Executive Summary: context and demand

https://www.crestadvisory.com/post/a-perfect-storm-why-the-criminal-justice-system-is-facing-an-existential-crisis
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Summary of victims' needs: victims prioritise clear and consistent communication and want 
more agency and diversity of methods of communication in their interactions with the CPS

9

● To have the role of the CPS clearly explained and to have the likely timeframes and 
steps of the CJS process explained, including the victim’s right to review

● To have communication grounded in personal context and understanding levels of 
trauma*, avoiding victim blaming and treating them as an individual

● To be updated regularly on the progress of the case, even if there is no change

● To have decisions explained through a method of communication that allows human 
contact and two-way conversation* (phone or face to face)

● To have communication directly with the CPS in a timely manner and have a named 
point of contact for questions*, and to be informed when their case is received by 
the CPS and who is responsible for it

● To be properly prepared for court, receiving an explanation of what the process is and what 
kind of questions they might face

● To be offered a choice in the methods and of frequency of communication

● To have layered/multi-channels of communication in plain language

● To be heard, recognised and validated as a victim of crime by the CPS which is an 
expression of the state and justice, notwithstanding the CJS outcome

● To be able to involve support services and appropriate third parties 

Victims want to feel a degree of agency 
rather than feeling powerless during the 

CJS process

* particularly for vulnerable victims or victims of serious offences

Victims/witnesses want a degree of agency during 
the CJS process. For the CPS, this means giving 
individuals a choice about methods of 
engagement, letting them determine what service 
and support they require. This also allows the 
CPS to offer tailored communications to 
those who need it, based on how much the 
crime has affected their lives, which takes 
into account their protected characteristics, 
life experience and crime type. 

This would allow the CPS to develop a 
differentiated approach to meeting victims 
needs - enabling the evaluation of current 
pathfinders and requirements through section 28 
to be accommodated in a coherent national 
approach.

Executive Summary: victims’ needs
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Summary of victims' needs in the context of the current CJS set-up

10

● Victims need an explanation of the role of the CPS and the criminal justice process, including their rights. Both victims and practitioners 
described a ‘blame game’ between the police and CPS, which can mean victims start off with a poor view of the CPS

● Most victims also want communication directly from the CPS, rather than via the police or another intermediary; many described the police not 
knowing the answers to their questions or providing incorrect information. However, this is not universal: some victims prefer an intermediary

● Sensitive and effective communication with victims may also improve criminal justice outcomes by improving witness retention and reducing 
ineffective and cracked trials

● Preparation for court felt lacking to many victims. Few knew what to expect in terms of process or questioning and many had no contact from 
the CPS prior to their court date

● The criminal justice system as a whole is not joined-up and victims and practitioners alike often do not understand the role and responsibilities of the 
CPS. This can lead to the CPS being blamed for problems outside their control

● Weak partnerships and lack of shared processes and outcomes; partner organisations feel like the approach is disjointed and this can 
undermine everyone’s engagement with victims

● Approaches to partnership working are inconsistent at a regional and local level, which hinders collaboration and information-sharing. 
Support services find there is a failure to engage with local service providers, which limits the CPS’ understanding of victim needs

Executive Summary: victims’ needs



Copyright © 2022 Crest Advisory. All rights reserved.

Tim had no contact from the CPS 
or the police to prepare for court, 
though he was asked if he wanted 
special measures in his initial phone 
call with the CPS. He was given a 
court date for December.

No one explained the potential 
outcomes, likelihood of conviction 
or what it would be like in court.

*the victim’s name has been changed to protect his anonymity. This story reflects Tim’s experience, as he shared with Crest researchers.

Tim made multiple reports to the police. Previously 
the perpetrator had been given a police caution; he 
was not warned when the perpetrator was 
informed he made a complaint, at which point she 
harassed him and prevented him seeing his 
children.

He heard nothing from March (when he reported the 
incident) until September, when the CPS rang and 
asked if he was willing to go to court. He was given 
no information or explanation about the 
charging decision or evidence level at any point.

Report Charging decision Court prep In court Post-court

“It's not like something I was thinking about every day, 
but you're thinking about it like once a week at least 

because everything, and what's actually happening, I 
don't know what's going on, yeah it's just an emotional 

drain, a continuous emotional drain.”

“This isn't the first time this has happened, so the time 
before, it didn't go to court, because she admitted to 

it at the police station, so they just gave her... like a 
caution at the police station. So that was like pretty 

much nothing.”

Tim* was a victim of domestic abuse by his ex-partner who was charged and 
found guilty at trial, with the whole process taking around a year from incident 
and report to conviction. Despite the positive outcome and relatively short 
time frame compared to many of the victims Crest spoke to, Tim was deeply 
unhappy with the whole process and the communication he received from the 
CPS. He was made to feel that what happened to him didn’t matter, and he 
regrets reporting it, especially since it meant he was unable to see his 
children for a year.

“Now I do genuinely believe that, if I could go back 
in time, I wouldn't have bothered, because it's 
achieved absolutely nothing. All I've got is an ex 

partner who's guilty of assaulting me. And, yeah 
there was actually no consequence. She's got a 
conviction that means nothing to me. There's no 
punishment. There's no, yeah. The whole thing 
was a waste of my time. And a lot of stress.”

 Tim’s* story: “Taking this to the police was the direct cause of me not seeing my children” This slide 
and the next articulate the story of one of the victims Crest spoke to which illustrates victims’ 

experiences and needs with regards to communication with the CPS

11

Executive Summary: victim story
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Victims have the same general needs across crime types and protected characteristics, but 
the intensity of the need increases with crime severity and vulnerability

12

● The needs identified on the previous slide are common across crime types
● However, not all victims will need the same degree of support or personalised communication
● Depending on the circumstances and severity of the offence, it may be appropriate for victims to receive automated 

communication or a means of accessing information online
● Victims of high-harm offences and those who are more vulnerable are likely to require both more frequent and 

more tailored, personalised support, depending on the nature of the offence and their vulnerability. Those likely to 
require this additional support include, among others, children, victims of serious violence, hate crime or RASSO, and 
people with certain protected characteristics, such as learning disabilities

Victims of different crime types do not have fundamentally different needs, but those who have been victims of 
more serious offences and/or who are more vulnerable will need a higher level of support and a more 

individualised approach to meeting those needs

“More frequent or tailored communication should go to people who are struggling with their day to day life because of the 
impact of the crime that was committed against them.” - Senior Crown Prosecutor 

This piece of work did not assess how the victims protected characteristics (e.g. age, sexual orientation) intersect with particular crime types 
(e.g. fraud). Crest’s research has concluded that offence severity and protected characteristics should be taken into account to tailor CPS 
engagement response. Crest suggest that the segmentation and triage process be considered in a new approach. To mitigate the short time 
frame, sample size of victims directly engaged and certain gaps (like fraud victims), Crest have spoken to victims and practitioners from a range of 
crime types and protected characteristics (including RASSO, DA, hate crime) to reflect a wide range of experiences. 

Executive Summary: victims’ needs
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Crest’s research found a willingness within the CPS to adapt both organisationally and structurally to 
provide invigorated leadership. This is needed to support CPS staff at all levels to response better to 

victims needs

13

Resourcing 
and 

organisational 
barriers

Institutional 
and cultural 

barriers

Systemic 
partnerships

● Past and current levels of resourcing for the CPS contributed to a disjointed approach to 
victim engagement

● The CPS’ Corporate Strategy 2025 frames victim outcomes as casework outcomes rather 
than around victim needs which does not support long term transformation

● The challenge in balancing legal impartiality and providing a service has tended to lead to a 
transactional approach to engaging victims focused on formal written communications

● Victim and partners’ misunderstanding of the CJS and the specific role of the CPS within it

Executive Summary: systemic findings
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“That is how it feels, like [they’re saying] ‘Well, that’s not really anything. Let’s not worry 
about it.’”

*the victim’s name has been changed to protect his anonymity. 

At Tim’s first trial date in 
December, he waited over 
three hours, and then was told 
the trial would not be heard 
that day, as someone had 
failed to file evidence on 
time. After repeatedly 
insisting on a new date, it was 
rescheduled for March.

The perpetrator was found guilty 
and given a suspended 
sentence, but Tim received no 
official communication or 
information about this, and no 
information on the complaints 
process. Despite the conviction, 
he felt the outcome was not 
worth the stress of the whole 
process.

Tim finally had further contact 
with the CPS on the day of the 
trial. He felt the prosecutor 
was really demeaning and 
didn’t believe him, and was 
trying to dissuade him from 
going ahead.

The perpetrator was found guilty and given 
a suspended sentence. Tim had been 
advised by the prosecutor not to sit in 
court as it ‘would make it seem like he 
wasn’t a victim’, and didn’t have the 
opportunity to hear the verdict or the 
sentence himself 

“The bloke had no, like, I'm not 
gonna say empathy. I don't 
want pity. I want... ‘Look mate, I 
really understand that you've 
had...a bit of a rough deal. We 
should've let you know 
yesterday, we are really, really 
actually sorry, we are going to 
do our best now to rectify that’.”

“[The prosecutor] said, 'Well, it's 
up to you if you want to go 
ahead, but they've told me 
they're gonna make you look 
stupid. They're gonna bring up 
like your childhood and your past 
and stuff like that, right?… with 
what they've told me you're 
going to look a bit of an idiot 
stood up there’... And this is the 
woman representing me.”

“Three days later, then I had this 
like little brainwave thinking, ‘well 
actually, what is this? What has 
actually happened?’ And I 
thought, well, I'll ring the courts 
up, and I'll ask them for some 
information. And I got, ‘well you 
should have rang up within 24 
hours.’”

“You sit through that whole thing 
[cross-examination], and then they advise 
you not to stay in the room, because it looks 
bad. It looks like you're not really a victim. 
And that's what I was told. Don't stay in that 
room because it looks like you're not really a 
victim.”

Report Charging decision Court prep In court Post-court

“Definitely someone should’ve come and give 
me a knock and said, Do you want to listen to 
the verdict? Because then I would have heard 
it from the horse's mouth… I would have 
rather heard it from the judge.”

14

  Executive Summary: victim story
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Methods
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Research and engagement summary to date

● 169 respondents of specialised support service practitioners to a national survey
● 50 organisations engaged ranging from general Victim Support services, to DA, RASSO (male and 

female victims), hate crime, serious violence, youth victims and minority ethnic centered organisations
● 20 interviews/focus groups carried out with specialised support services with 74 practitioners 

engaged
● 13 statutory partners engaged, including Police WCU staff, PCCs, Probation etc

● 55 respondents to a national survey across a variety of crime types
● 20 in-depth semi-structured interviews carried out with a range of victims

● 95 respondents to a national survey
● 5 focus groups from all regions with 114 participants from Crown Court CPS teams (22), 

Magistrates’ Courts CPS teams (28), Victim Liaison Units (25) Inclusion and Community Engagement 
Managers (6), Rape and Serious Sexual Offences teams (23) CPS Appeals and Review Unit (ARU) within 
the Special Crime and Counter Terrorism Division (10)

● 2 steering group meetings with senior leaders

Internal CPS 
engagement

Statutory and 
voluntary 
partners

Engagement

Victim and 
witness 

engagement

● Rapid review of previous research (including the Rape Review)Rapid evidence 
review

16

*the 200 responses were anonymous  
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Non-Statutory Bodies
• (ISVAs) Independent sexual 
violence advisors
• (SARC) Sexual assualt referral 
centres

CPS 
• Crown Court
• (RASSO) Rape and serious 
sexual assualt 
• ARU/Casework Division
• magistrates 
• VLM
• ICEM 

Support Services 
Group 

Non-Statutory Bodies 
and CPS

Statutory Bodies 

Support Groups
• Redthread
• Safer London
• Galop
• (NAPAC) National 
association for people 
abused in childhood
• Hourglass
• Victim Support
• Rape Crisis 
• Survivor’s Trust
• Stop Hate 
• Tell MAMA
• Karma Nirvana
• Imkaan
• Survivors In Transition  
• Welsh Women’s Aid
• CIS’ters
• Action For Children
• Community Security Trust
• Man Kind
• AVA Project 

 Type

• Rights of Women 
• Survivors In Transition  
• Stay Safe East 
• Solace 
• All Rise 
• Ending Violence Against 
Women 
• (SERICC) South Essex rape 
and incest crisis centre
• Suzy Lamplugh Trust
• Marie Collins Foundation
• (BAWSO) Black association 
of women step out
• Sistah Space 
• Hesana
• Endeavour 
• Chinese Association of 
Southampton
• (ROW) Rights of women 
• (AAFDA) Advocacy after fatal 
domestic abuse (35)

Police and Crime 
Commissioners
• Avon and Somerset
• Bedfordshire
• Cambridgeshire
• Cheshire
• City of London
• Cleveland 
• Derbyshire 
• Devon, Cornwall 
and the Isles of Scilly
• Dorset
• Durham
• Dyfed Powys
• Essex
• Gloucestershire 
• Greater Manc
• Hampshire 
• Hertfordshire
• Humberside 
• Kent 

 

• Lancashire 
• Leicestershire
• Lincolnshire
• London/• (MOPAC) 
Mayors office for 
policing and crime  
• Merseyside 
• Norfolk
• North Wales
• North Yorkshire
• Northamptonshire
• Northumbria
• Nottinghamshire
• South Wales
• South Yorkshire
• Staffordshire
• Suffolk 
• Surrey 
• Sussex 
• Thames Valley 

Groups contacted (Note: due to anonymity Crest cannot identify which services completed the survey)

• Warwickshire
• West Mercia 
• West Midlands
• West Yorkshire
• Wiltshire 

Commissioners 
& Policy Advisors
• Domestic Abuse
• Victim’s
• Children’s
• West Midlands
• London 
• West Mercia

Other Services 
• Probation Services
• Bar Council 
• Witness Care Unit 

An overview of stakeholders Crest contacted during this project. All were invited to take part via 
multiple methods and were supported to circulate surveys with staff and victims

17
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CPS Groups

• Crown Court
• RASSO (Rape 
and serious sexual 
assult)
• ARU/Casework 
Division
• Magistrates 
• Inclusion and 
Community 
Engagement 
Managers (ICEM)
• Victim Liaison 
Unit
Police
• Witness Care Unit
 

Interviews and Discussions
Group 

Focus Groups

Victim

• NAPAC (National 
association for 
people abused in 
Childhood)
• Victim Support
• Rape Crisis 
• Survivor’s Trust
• Welsh Women’s 
Aid
• Man Kind
• Refuge
• Havens
• The Liberty 
Centre
• Solace

 Type

Practitioner 

• Community 
Security Trust
• Probation 
Services
• Bar Council 
• Chinese 
Association of 
Southampton
• Tell MAMA
• Safer London
• Man Kind 
• NAPAC
• Havens
• SARC

Commissioners/PCC

• Domestic Abuse
• Victim’s
• Children’s
• West Midlands
• London 
• West Mercia
• Northumbria 

Practitioner Groups

• Galop 
• Marie Collins 
Foundation 
• Safeline
• Safer London
• NAPAC
• Barnardos
• Rape Crisis 
• Survivor’s Trust
• Stop Hate 
• Tell MAMA 
• Welsh Women’s Aid
• Man Kind
• (EVAW) End violence 
against women
• Suzy Lamplugh Trust

Groups contributed via interviews and focus groups

Specific Groups 
with Specialist 
Services 

• Victim Support
• Red Thread 
• ISVAs 
(Independant 
sexual violence 
advisors)  - with 
Rape Crisis
• Safer London

Thank you to the organisations that have contributed

18
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Context:
● CPS commitments to victims and 

witnesses
● Outline of demand faced by the 

CPS
● Projected challenges (timeliness 

and severity)
● Current performance
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CPS commitments to 
victims
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Crest conducted a rapid evidence review to support the articulation of the 
strategic narrative of the research project. It aimed to contextualise the key lines 

of enquiry and build on existing information

21

● The Crown Prosecution Service (CPS) plays an important role in victims’ experience but the CPS is a part of a 
wider and more complex system: the criminal justice system

● The CPS has a series of specific statutory responsibilities under the Victims’ Code and the Code for Crown 
Prosecutors. The CPS also has the Prosecutors’ Pledge*.

● The most frequent point of interaction between CPS and victims is for the purpose of communicating difficult or 
frustrating messages (e.g. dropped cases, not the expected conviction), this makes the relationship inherently 
challenging

● Numerous sources point towards the challenges experienced by the CPS in satisfactorily communicating with 
victims, for example Her Majesty’s Crown Prosecution Service Inspectorate 

● Certain groups of victims are likely to experience more difficulties than others 

● The complexity and volume of cases dealt with by the CPS is projected to increase in the coming years, 
which makes it even more urgent to adapt methods of communication in a feasible way

● Crest’s working key lines of enquiry for the qualitative research were drawn from the Victims’ Code of Practice, 
the CPS’ Code for Crown Prosecutors and best practices as identified by practitioners like Victim Support

● The role of the CPS will be influenced by the new Victims’ Law

*the prosecutor pledge is not a statutory responsibility
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A victim’s route through the CJS: the CPS plays an important role in victims and 
witnesses’ experiences, but is part of a wider and more complex system  

22
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The victim has the Right to Review, in qualifying cases, both police and CPS decisions
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A police report is taken 
and the victim is told to 
wait to hear whether the 
suspect will be charged.

The police are 
responsible for charging 

decisions in certain 
cases. They will refer 

others to the CPS for a 
charging decision

The CPS will write to a 
victim if a decision is 

made not to charge, to 
substantially alter a 

charge or to discontinue 
proceedings. In some 

cases a meeting should 
also be offered to 

discuss the decision.

If the CPS decide to 
prosecute, the victim is 

passed on to the 
Witness Care Unit 
(WCU) (police) who 

notify the victim about all 
the court process. 

Bereaved families may 
also be offered a Family 

Liaison Officer

Following the case, the 
Witness Care Unit 

(police) will inform the 
victim of the outcome. 
Regardless of decision, 

the victim can seek 
support from the WCU 

and/or wider victim 
services

If the victim is one of violence or sexual assault, and the offender has received a custodial sentence 12 months or longer, they will be contacted by the Victim 
Contact Scheme (NPS) who keep in contact throughout the offender’s sentence and provide information about the justice system.

In a homicide case, if the defendant is acquitted or convicted of a less serious charge,  the CPS will offer the bereaved family a meeting by letter via the Family 
Liaison Officer approximately three weeks following the trial

A victim attending court 
to give evidence will be 
spoken to by a member 
of the CPS prosecution 
team to ensure they are 
properly assisted and 

know more about what 
to expect before they 

give their evidence 
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Outline of demand faced 
by the CPS



Copyright © 2022 Crest Advisory. All rights reserved.

Establishing demand

Rising police recorded crime, particularly for violent and sexual offences, is likely to translate to 
increased demand on the CPS. Longer waiting times prior to court also increase the engagement 

needed per victim

● Police-recorded crime has risen substantially since 2014/15, with falls since 2018/19 insufficient to reverse this. Growth has been 
particularly dramatic for violent and sexual offences, up 173% on 2014/15 in 2020/21

○ The upsurge in police recruitment is likely to cause recorded crime to rise further in the coming years
● The number of offences charged has fallen sharply over the same period, again particularly for violent and sexual offences. Charge 

rates have broadly fallen across offence types and regions
● Forecasting suggests crime is going to remain high. Although the Crime Survey for England and Wales suggests victimisation has 

declined since 2014, increased reports to the police mean more victim interaction with the CJS. Victim-based crimes also 
account for a growing proportion of offences, so even if the current charge rate is maintained, the volume of victims the CPS has 
to interact with will increase

● The average time from offence to case completion has risen, even prior to the pandemic, which means victims are waiting longer 
for cases to come to court and need to be engaged over a longer period

○ This waiting period tends to be even longer for violent and sexual offences; sexual offences have an average wait time 
of 11 months prior to charge and a further 7 months from charge to completion. These victims are often vulnerable 
with complex needs

● Although people from ethnic and religious minorities are overrepresented among victims, most victims by volume are from 
majority groups

● Demand is not evenly spread across the country, with London accounting for the largest number of victims

24
Source: Criminal Court Timeliness - offence group tool   - https://www.gov.uk/government/statistics/criminal-court-statistics-quarterly-january-to-march-2020
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The CPS 2025 Strategy sets out five key aims relating to: its people, digital 
capability, strategic partnerships, casework quality and public confidence 
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1. People 2. Digital Capability 3. Strategic 
partnerships

4. Casework quality 5. Public confidence

Aims Support for the success and 
wellbeing of its people enables 

everyone to thrive. 

Investment in digital capability 
helps us adapt to the rapidly 

changing nature of crime and 
improve the way justice is done. 

Act as a leading voice in 
cross-government strategies 

and international 
cooperation to transform the 

criminal justice system. 

CPS legal expertise, 
casework quality and 

collaboration across the 
criminal justice system keep the 

public safer. 

Working with partners to serve 
victims and uphold the rights 
of defendants in a way that is 

fair and understood by all 
communities.

Outcomes ● Achieve a diverse and 
inclusive workforce

● People have the requisite 
skills and tools needed to 
succeed

● Supportive culture that 
promotes wellbeing

● People lead with values

● Confidence in the security of 
the systems used

● Data used to drive change

● Innovation with emerging 
technology

● Proactivity in investing in 
digital capability

● Leaders on future thinking to 
understand cross-CJS 
issues

● Influence cross-CJS change 
through trusted relationships

● Advise Parliamentarians and 
Ministers on the operational 
implications of law and 
policy

● Deliver justice across 
borders through effective 
international collaboration

● The right person is 
prosecuted for the right 
offence

● Cases are progressed in a 
timely manner

● Cases are dealt with 
effectively

● Casework quality is 
enhanced through 
partnership working

● Victims have a fair 
experiencing interacting with 
the CPS, regardless of 
outcome

● Greater understanding of 
how to serve diverse 
communities

● Act as a leading voice in 
ensuring defendants are 
treated fairly by the CJS

● Public understands CPS 
values

CPS 2025 Strategy

“We are a leading voice in transforming the criminal justice system, using our legal expertise and digital capability to make the public safer 
and build the confidence of our diverse communities.”

Challenges/opportunities

https://www.cps.gov.uk/sites/default/files/documents/publications/CPS-2025-strategy.pdf
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The Victims’ Code (VCOP) is a statutory code that sets out the minimum level of service that 
victims should receive from CJS agencies, including the CPS. The proposed Victims’ Law could 

enshrine the key entitlements of the Victims’ Code into a legally enforceable rights 
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Victims’ Code comes 
into effect 

The Code applies to all 
CJS agencies, including 
the police, CPS, courts 

and probation. It sets out 
what agencies must do 
for victims and in what 

timeframe. 

2006

Domestic Violence, 
Crime and Victims Act 
The Victims’ Code was 
established by this Act

2004

Victims’ Code revised 
The Code was revised to 

comply with the 
European Union Victims’ 

Directive

2015

Victims’ Code revised 
The revised Code came 

into effect on 1 April 
2021. The Code 

provides 12 over-arching 
victim rights. The revised 
Code paves the way for 

the Victims’ Law. 

2021
The Victims Law is 

expected to be 
introduced in 2022

The Victims’ Bill consultation 
consulted on how to 

enshrine the Victims’ Code 
into law and included a focus 
on improving the delivery of 

and compliance with the 
code 

Sources: Victims’ Law Policy Paper: The Victims’ Commissioner’s proposals for a Victims’ Law; Review of Compliance with the Victims’ Code of Practice (VCOP): Findings, recommendations and next steps (2019); UK Parliament 
Hansard, Victims’ Bill volume 700: debated on Tuesday 14 September 2021. ‘Making a Victims Law a Reality: A Manifesto for Victims and Witnesses of Crime, Victim Support, April 2015. 2015 Conservative Manifesto. 

A new Victims’ Law is considered by central government as a means to strengthen the statutory footing of victims. 
The Victims' Bill consultation sought views on a number of areas including: 

● Victims' expectations - this included how to enshrine the Victims' Code into legislation, how to increase awareness of the Victims' Code amongst victims and 
professionals, how and when the CPS (and police) communicate with victims

● Improving oversight and driving better performance - This included how to improve and monitor compliance with the Victims' Code, whether inspectorate frameworks 
could have a greater focus on victims, consequences for failures to deliver a quality service for victims; and the processes for complaints relating to the Victims’ Code. 

● Supporting victims of crime - This included consideration of the current commissioning landscape for victim support services, and increasing the victim surcharge. 
● Improving advocacy support  - this included considering the specific roles of Independent Sexual Violence Advisors and Independent Domestic Violence Advisors, and 

more broadly the challenges of accessing advocacy services.
As a key criminal justice agency, the CPS would be impacted by the Victims’ Law. 

Challenges/opportunities

A Victims’ Law has been promised by the Government for over six years. The Government has committed to bringing forward a Victims' Law for a number of years and in May 
2021 the intention to introduce a draft Victims' Bill was announced in the Queen's' Speech. The MoJ launched a public consultation on Improving victims' experiences of the 

criminal justice system in December 2021 which closed on 3 February 2022.
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Police-recorded crime has been increasing, but the number of crimes resulting in 
a charge has fallen over the same period
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Offences charged/summonsed, 2014/15 to 2020/21

Police recorded crime has risen strongly since 2014/15 
and falls since 2018/19 have not come close to reversing 

previous increases. Violent and sexual offences have 
continued rising and in 2020/21 were up 173% on 2014/15

Growth in recorded offences has not translated into 
increased numbers of offences being charged. This is 

particularly true for violent and sexual offences, with the 
number of offences charged falling 23% to 2020/21

Police recorded crime, 2014/15 to 2020/21

Source: Home Office, Police recorded crime data - https://www.gov.uk/government/statistics/police-recorded-crime-open-data-tables 

Drop in police recorded crime in 
2020-21 is largely driven by 
consecutive national lockdowns 

Establishing demand

https://www.gov.uk/government/statistics/police-recorded-crime-open-data-tables
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The total volume of cases prosecuted by the CPS each year has been decreasing 
as has the proportion of cases sent to the CPS resulting in a charge
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Proportionate outcomes of cases sent to the CPS for a pre-charge decision 
2016/17-2018/19

The proportion of pre-charge decisions which resulted in a 
charge decreased from 72% in 2016/17 to 66% in 2018/19, 

whilst the proportion of cases administratively finalised 
increased

The number of cases prosecuted by the CPS fell by 
46% between 2011/12 and 2018/19. On average, 

between 2016/17 and 2018/19 16% of cases 
prosecuted were committed to Crown Court for trial

Source: CPS Annual Report and Key Measures - https://www.cps.gov.uk/publication/annual-report-and-key-measures 

16% to 
Crown Court 

for trial

Number of cases prosecuted by the CPS and crimes recorded by 
police 2011/12-2018/19

Establishing demand

https://www.cps.gov.uk/publication/annual-report-and-key-measures
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In most regions, charge rates for all crime types have dropped between 2019/20 
and 2020/21
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2019/20 2020/21

Source: Home Office, Police recorded crime data - https://www.gov.uk/government/statistics/police-recorded-crime-open-data-tables 

Establishing demand

https://www.gov.uk/government/statistics/police-recorded-crime-open-data-tables
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In most regions, charge rates for violent and sexual offences (offences that often require 
greater victim engagement and care) have dropped between 2019/20 and 2020/21
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2019/20 2020/21

Source: Home Office, Police recorded crime data - https://www.gov.uk/government/statistics/police-recorded-crime-open-data-tables 

Establishing demand

https://www.gov.uk/government/statistics/police-recorded-crime-open-data-tables
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Victims are withdrawing support for cases - around 10% of cracked or ineffective trials are 
because of victim/witness withdrawal. This highlights an issue with keeping them engaged
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Source: Ministry of Justice, Criminal Justice Statistics Quarterly - https://www.gov.uk/government/collections/criminal-justice-statistics 

Proportion of trials cracked or ineffective because of victim/witness absence/withdrawal per quarter

Establishing demand

https://www.gov.uk/government/collections/criminal-justice-statistics
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The typical time between offence and case completion in the courts has been increasing steadily. 
Victims are waiting longer for cases to come to court and need to be engaged for longer
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Average offence to completion time for cases in England & Wales magistrates and crown 
courts, 2014 to 2021

Source: Ministry of Justice, Criminal Justice Statistics Quarterly - https://www.gov.uk/government/collections/criminal-justice-statistics 

Establishing demand

https://www.gov.uk/government/collections/criminal-justice-statistics
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On average in 2019 victims waited 4 months for cases to be investigated and 
charged and a further 1-2 months for the case to reach completion
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Mean number of days from offence to completion 2011 compared to 2019 for all 
offences at any criminal court

Median number of days from offence to completion 2011 compared to 2019 for all 
offences at any criminal court

4 months 1 month 1 month

3 months 1 month 1 month

4 months 1 month

2 months 1 month

Note that the use of a median means that the number of 
days from first listing to completion is ‘0’ as 73% of cases 

were summary motoring or summary non-motoring 
offences which often complete on the day

2019 was used as a baseline year in order to examine 
‘business as usual’ and avoid the picture being skewed by 

the pandemic. This is also the case in further slides. 

Establishing demand

Source: Criminal Court Timeliness - offence group tool   - https://www.gov.uk/government/statistics/criminal-court-statistics-quarterly-january-to-march-2020
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For cases heard at Crown Courts, sexual offences take the longest time to 
progress have also increased the most in length between 2010 and 2019
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 2011 Days 2019 Days % change 2019 months/years

Violence against the Person          241          254 5% 8 months

Sexual Offences          420          574 37% 1.6 years

Robbery          178          197 11% 7 months

Theft          160          183 14% 6 months

Criminal damage and arson          203          248 22% 8 months

Drug offences          250          327 31% 11 months

Possession of weapons          175          178 2% 6 months

Public Order          238          259 9% 9 months

Misc Crime          269          327 22% 11 months

Source: Criminal Court Timeliness - offence group tool   - https://www.gov.uk/government/statistics/criminal-court-statistics-quarterly-january-to-march-2020

Median number of days from offence to completion 2011 compared to 2019, % change between the two years and translation to months/years, Crown Court

Establishing demand
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For sexual offences the time between offence and charge is 11 months, whilst the 
time between charge and completion is 7 months on average
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 4 months  3 months

 3 months

 11 months 7 months

1 month 4 months

 9 days

Median number of days from offence to completion in 2019 for select offences heard at Crown Court (days/months have been rounded)

Source: Criminal Court Timeliness - offence group tool   - https://www.gov.uk/government/statistics/criminal-court-statistics-quarterly-january-to-march-2020

There are legitimate reasons for some case 
types taking longer to complete as they are more 

complex. But it means they require more 
engagement with victims

Establishing demand
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The Crime Survey for England and Wales suggests that 21% of the adult population in England 
and Wales were victims of crime in 2020/21. This is higher than police recorded crime. 

Victimisation rates are especially high in urban areas

36
Sources: Telephone-operated Crime Survey for England and Wales, ONS. Mid-year population estimates 2020, ONS

CSEW estimated proportion of regional population who were victims of any crime in 2020/21, with 
estimated victim volumes per region

Estimated proportions of victim population by region, with estimated victim volumes 
per region

Both the rate of victimisation and the volume of victims 
vary by regions. The CPS therefore requires different 

responses to regional disparities. 

Establishing demand
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Around 15% of victims are from ethnic minorities, 11% are from religious minorities, 17% are born 
outside the UK and 24% have a disability. Demographics and other protected characteristics of victims 

impact their needs and demand on CPS communication
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Source: Telephone-operated Crime Survey for England and Wales, ONS. Ethnicity and religion population estimates from 2011 Census data

Estimates of demographic proportions of all victims, using (T)CSEW data and various official population estimates, with approximate estimated volumes included

Ethnicity

Religion

Sexual 
orientation

Birth 
country

Disability

Employment 
status

Establishing demand
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Of the most demanding cases for the CPS (those tried in the Crown Courts), around a 
quarter are violence against the person or sexual offences cases, which tend to require a 

greater degree of victim care
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Volume and proportion of defendants in magistrates’ courts cases by offence type, year ending 
June 2019 (excluding summary offences)

Volume and proportion of Crown Court receipts by offence type, 2019 (excluding summary 
offences)

Source: Criminal justice system statistics, MoJ

Establishing demand



Copyright © 2022 Crest Advisory. All rights reserved.

In 2021 in magistrates’ courts the proportion of violence and drug offences increased 
compared to 2019. In Crown Courts, the proportion of drug offences also increased slightly. 

This may due to proactive policing

39
Source: Criminal justice system statistics, MoJ

Establishing demand

Proportion of Crown Court receipts by offence type, 2019 vs 2021 (excluding summary 
offences)

Proportion of magistrates’ courts defendants by offence type, year ending June 2019 
compared to 2021 (excluding summary offences)
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The number of more serious victim-based crimes, including violence against the person 
and sexual offences, recorded by police has been increasing rapidly since 2015...
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Percentage change in volume of crimes recorded in the year ending June 2015 compared to the year ending June 2019 and June 2021

Source: Crime in England and Wales - Police Force Area data tables  - https://www.ons.gov.uk/peoplepopulationandcommunity/crimeandjustice/datasets/policeforceareadatatables 

In 2020 14% of 
all prosecutions 
were domestic 
abuse-related

Establishing demand

https://www.ons.gov.uk/peoplepopulationandcommunity/crimeandjustice/datasets/policeforceareadatatables
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...though it is important to understand the base levels too: the number of sexual 
offences compared to other violent offences is still relatively small
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Volume of crimes recorded in the year ending June 2015 compared to the year ending June 2019 and June 2021 by type

Source: Crime in England and Wales - Police Force Area data tables  - https://www.ons.gov.uk/peoplepopulationandcommunity/crimeandjustice/datasets/policeforceareadatatables 

Establishing demand

https://www.ons.gov.uk/peoplepopulationandcommunity/crimeandjustice/datasets/policeforceareadatatables
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While the volume of domestic abuse offences has increased, outcomes for these 
types of offences has decreased with proportionately fewer charged
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Outcomes of police-recorded domestic abuse crimes in the year ending March 
2020

Outcomes of CPS pre-charge legal decisions for domestic abuse crimes in the year 
ending March 2020

78% of the cases prosecuted then 
resulted in a conviction

Source: ONS domestic abuse data tool - https://www.ons.gov.uk/peoplepopulationandcommunity/crimeandjustice/datasets/domesticabuseinenglandandwalesdatatool 

Establishing demand

https://www.ons.gov.uk/peoplepopulationandcommunity/crimeandjustice/datasets/domesticabuseinenglandandwalesdatatool
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Projected challenges and 
opportunities
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Challenges/opportunities

Statistical forecasting by Crest suggests the volume of crime will remain high. Even if the CPS 
maintains the current charge rate, the volume of victims to deal with will increase as 

victim-based crimes make up an increasing proportion of demand
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Predictions of England & Wales crime volumes from police recorded crime, split into violence & other, June 2021 to June 2024

15% of all 
crime was 
domestic 

abuse

35% of 
violence was 

domestic 
abuse

In the year ending March 2020:

Source: Poliscope national crime volumes prediction using Home Office Police recorded crime data - https://www.poliscope.org.uk/

ForecastActual data

https://www.poliscope.org.uk/
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The complexity and volume of charged serious cases* are projected to increase in the next 3 
years, doubling from 2020 levels. The disproportionate representation of victims with certain 
protected characteristics highlights the need for effective and differentiated communication
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London Case Study: ethnic and gender disproportionality of victimisation
Across all crime types there is a significant proportion of victims where the ethnicity is unknown, but when these are excluded it is apparent that 

African/Caribbean and South Asian people are substantially overrepresented across crime types. For violence with injury, for example, 
African/Caribbean people make up 24% of victims whose ethnicity is known, compared to 13% of the population. For South Asians, these 
figures are 18% and 13% respectively. While men and women were equally likely to be victims of crime, women are overwhelmingly more likely to 

be victims of sexual offences and domestic abuse, accounting for 86% and 63% of all reported cases respectively. 

The figures for 2019 and 2020 are the official Police Recorded Crime statistics. For 2021 onwards, we have used Crest’s own trends in crime projections. These are modeled on historical evolution of baseline figures from 2014. These figures take into 
account the projected impact of Covid-19 and the
Serious cases include robbery, violence against the person and sexual assault          
[1] https://www.london.gov.uk/sites/default/files/mopac_victims_sna_final_report_.pdf

2019 2020 2021 
(projected)

2022
(projected)

2023
(projected)

2024 
(projected)

 Total projected victims 5,965,216 5,600,000 5,868,316 6,109,599 6,322,839 6,615,839

Volume of charged cases Serious Violence* (Robbery, 
Violence Against the Person and Sexual Assault) taking 
into account police uplift, Covid-19 and historical trends

157,849 153,119 192,998 229,122 268,691  314,527

Crest know that cases of serious violent crime and sexual assault have a 1 in 3 and 1 in 2 chance (respectively) that the victim will develop a 
clinical mental health need[1]. This suggests an increase in victims who will need special measures provision and wider support from the CPS.

Projected volume of charged cases based on Crest’s research (2020)

Challenges/opportunities

https://www.london.gov.uk/sites/default/files/mopac_victims_sna_final_report_.pdf
https://www.crestadvisory.com/post/survive-recover-rebuild-justice-post-covid
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It has been announced that the CPS received a cash uplift, as a result of the Spending 
Review, providing an opportunity to better understand and meet the needs of victims 
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Alongside meeting victim needs, the uplift is intended to ensure that the CPS can continue to: 

● support the work of 20,000 additional police officers
● improve its response to rape and sexual assault cases in line with the ambitions set out in the government’s end-to-end Rape Review
● increase investment in digital innovation

In the context of the wider criminal justice system, this additional funding to the CPS is intended to support the following priority outcomes:

● to improve public safety by delivering justice through independent and fair prosecutions
● to enhance the effectiveness of the criminal justice system through timely prosecutions and improved casework quality
● to protect society through the independent investigation and prosecution of top tier crimes involving serious or complex fraud, bribery and 

corruption

Although this cash uplift has been welcomed by the CPS, it comes after a decade of declining funding. In 2010/11, the CPS was allocated a budget of 
£643 million, which means that the recent uplift amounts to a real terms cut over the past decade. This is reflected in Crest’s survey analysis which 

showed that three quarters of CPS staff cited resources as one of the main barriers towards effective communication with victims. The uplift 
should be seen as an opportunity to rectify this. 

Sources: Autumn Budget and Spending Review 2021: A stronger economy for the British people; Statement: Director of Public Prosecutions Max Hill's response to the Spending Review (27 October 2021), The New Statesman, How 
generous was Rishi Sunak’s 2021 Budget and spending review really? (27 October 2021)

Challenges/opportunities

The 2021 Spending Review has pledged £625 million, more than an £80 million cash increase from the previous year, in resource funding to the 
CPS by 2024-25. In response to news of this uplift, Director of Public Prosecutions, Max Hill QC has noted that an important use of the funding will be to 

“support us to better understand and meet victims’ needs.” 
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Current performance 
measurement of the CPS 
with regards to providing a 
service to victims
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The inspectorate framework sets the right context by including VCOP, but focuses largely on 
casework quality and the observance of process rather than victim satisfaction based on the 

expression of victims wants and needs

… and is largely seen through the lens of casework quality rather than victim experience and satisfaction
The HMCPSI inspection framework structure reflects the five strands of the CPS 2025 strategy: people, digital capability, strategic partnerships, 
casework quality and public confidence. However, the inspection framework is designed to focus wholly on assessing the CPS ‘casework 

quality’, measured by: value added through casework decisions and whether the area has “gripped” its casework. Casework quality is the only 
strand which is formally scored in inspections, indicating its importance. The other areas, including public confidence which focuses on victims and 
witnesses, are assessed and inspected but only insofar as they impact on, support and promote casework quality. It is important to note that these 
considerations of victims and witnesses are reviewed solely in the context of casework quality. Overall, the inspection framework is 

process driven and focuses on the perspective of the CPS rather than seeking out victim experiences and measuring victim 
satisfaction. 
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The inspectorate framework does include Victims and Witnesses…
The inspection framework considers victims and witnesses by determining if the CPS area complies with its responsibilities defined 

in the Code of Practice for Victims of Crime (Victims’ Code) and The Witness Charter. This is a statutory obligation, and therefore the CPS 
area is held to account through the inspection in the sense that it examines compliance with the Victim’s Code and Witness Charter.  

...however, it seems to be given less formal importance…
There are five casework themes which feed into the inspection scores. One of the themes is victims and witnesses. It is stated that “this new 

framework provides prosecutors with easy access to all key considerations that they should reflect in their dealings with victims and 
witnesses”. These considerations include: support offered to victims and witnesses from the outset, consideration of victim and witness issues 

post-charge, appropriateness of orders on sentencing to protect the victim and witness, consultation of victims, and quality and timeliness of letters 
sent to victims.

Performance measurement
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Inspection 
framework Details of assessment criteria How does the the assessment criteria relate to victims 

and witnesses?

Does the assessment criteria seek 
evidence about the victim and 

witness experience?

A: Quality 
casework 

● Does the CPS area add value 
through its casework decisions?

● Has the area “gripped” its casework?

● Consideration is given to whether victim and victim issues are 
appropriately addressed through casework

● Somewhat victim focused 

● The assessment criteria does not seem to 
seek evidence from victims or witnesses on 
whether their issues were addressed

B: Public 
confidence

● Does the CPS area provide a fair 
experience to victims? 

● Whether correspondence with victims is accurate, timely and 
empathetic is assessed

● Whether the CPS complies with its responsibilities under the Victim 
Code and Witness Charter is assessed

● Victim focused 

● Examination of victim letters 
● Evidence is drawn from victim and witness 

subgroup minutes 
● Complaints logs are reviewed 
→ A substantial amount of evidence is collected and 
reviewed in this section

C: CPS 
people

● Does the CPS area support its 
people to succeed and develop? 

● Is the area innovative? 

● Improved training of CPS staff will likely lead to better interactions 
with victims and witnesses 

● Somewhat victim focused 

● Evidence is drawn from examples of good 
casework and victim and witness care

● Evidence does not seem to be drawn from 
examples of poor victim and witness care

D: Digital 
capability 

● Does the CPS area use data to drive 
change to improve casework quality? 

● The focus is on whether CPS staff use data and digital to improve 
their processes. 

● Not victim focused

● The assessment criteria does not take into 
account the use of digital and data to interact 
with victims and witnesses

E: Strategic 
partnerships

● Does the CPS area influence change 
and improvements through 
partnerships? 

● The focus is on leveraging partnerships to influence change in the 
CJS at large. 

● Not victim focused

● The assessment criteria does not seek 
evidence on the impact of partnerships on 
victims and witnesses

Performance measurement

The table below presents the HMCPSI Area Inspection Programme Framework 2021-2022. Victims and 
witnesses are strongly considered in the public confidence section. Whereas, digital capability and 

strategic partnerships are notably not victim focused 
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October 2021 HMCPSI reports emphasised all CPS areas inspected must improve the quality and timeliness 
of victim communications. Crest’s stakeholder engagement reflected this but also highlighted the importance 

of victim choice and tailored communications - moving from transactional processes to a service model 
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Key themes identified in October 2021 HMCPSI inspection 
reports (North East, Wales, West Midlands, South East)

● The quality of letters to victims' needs to be improved. In all 
areas, at least 50% of the letters sent through the Victim 
Communication Liaison scheme (VCL) did not fully meet the required 
quality standard

● Some areas were found to lack empathy in their VCLs. 
Additionally, several areas did not write letters in clear English

● Timeliness of letters needs to be improved. There are some 
CPS areas in which a high proportion of VCLs are not sent at all

● A more effective response to issues identified could be taken 
in all areas. A wider offer of training is needed in most areas to 
improve VCLs

● Consultation and meeting with victims where appropriate was 
generally good, except in one area

● Community engagement was inconsistent across areas. 
Community engagement varied from extensive in some areas to 
non-existent in others  

● Good responsiveness to issues identified internally. Where 
issues were identified internally, action was often taken by senior staff 
to improve performance and better serve victims

Key themes identified through Crest’s stakeholder engagement

● Letters do not meet the majority of victim needs. Victims do not feel that 
communication with the CPS is two-way. The letters offer no means of 
asking questions 

● Tone of communication with victims' needs improvement. There is a 
lack of empathy in letters sent to victims by the CPS

● Alternative methods of communication beyond letters would be 
welcomed by victims. Victims want choice in how they are communicated 
with. It was felt the CPS need to look beyond letters, calls and even face to 
face to methods such as text or even social media, which is preferable to 
younger people

● Victims are unclear on the journey of their case through the system 
and the role of the CPS. This lack of clarity can be frustrating, confusing 
and re-traumatising. More frequent and clearer explanation is needed

● Crest’s research suggests that victims feel there should be a wider 
approach to face to face and phone consultations dependent upon 
crime type but also broader characteristics

● There are some examples of great practice in the quality of CPS 
communication. Crest heard examples of staff who are engaged and 
motivated to serve victims and improve where necessary. However, there 
was mixed feedback on the barriers to change in the organisation

Performance measurement



Copyright © 2022 Crest Advisory. All rights reserved.

HM Crown Prosecution Inspectorate suggests that the CPS is struggling to fully deliver its statutory 
requirements. Inspection reports show that, despite efforts to change, from 2018 to 2020 the CPS 

was still experiencing significant challenge

Delivering Responsibilities from the Victim Communication and Liaison scheme: letters to victims - HMCPSI 

Responsibility 2018 inspection report 2020 inspection report 

Quality and timely 
communication of 
updates to victims 

according to 
timescales outlined in 

VCOP 

Prosecutors notified the Victim Liaison Unit (VLU) of the 
need to send a letter in 59.9% of all cases. 

72% of letters arrived according to prescribed timescales. 
Broken down, 64.8% of one-day letters and 80.8% of 
five-day letters were sent in a timely manner

Prosecutors notified the VLU of the need to send a VCL letter in 60% of all cases 

65.1% of letters arrived in a timely manner when sent to victims, a decrease in 
performance compared to 2018. Broken down, 58.5% of one day letters and 78.4% 
of five-day letters arrived in a timely manner

To ensure information 
communicated is 
understandable

49.2% of cases sampled, were assessed to contain 
information provided to VLUs by prosecutors as being of 
satisfactory quality. 25.4% of cases had no evidence of 
information being provided to the VLU by the prosecutor 

71.2% of letters sampled were sufficiently clear and understandable. Of those which 
were not marked as such, 71.6% failed because they used legal terminology 
without adequately explaining it

48.3% of cases sampled, were assessed to contain information provided to VLUs by 
prosecutors as being of satisfactory quality. A decrease in performance from 2018. 
20.6% of cases had no evidence of information being provided to the VLU by the 
prosecutor, an improvement from 2018

To ensure letters sent 
are empathetic and 

considerate
53.5% of letters had sufficient empathy

58% of letters had sufficient empathy, a 4.5 percentage point improvement from 
2018 reasons given for letters which were marked as lacking empathy included 

● failing to convey a level of empathy appropriate for the case through the tone of the 
letter, including some cases of victim-blaming language and 

● failing to address the victim’s personal circumstances and/or the characteristics of 
the case

To offer eligible victims 
a Right to Review 

(VRR) on a decision to 
not pursue a case

VRR was incorrectly offered in 10.5% of all cases

VRR was offered incorrectly to 28% of letters, a significant decrease in 
performance from 2018

Performance measurement
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https://www.justiceinspectorates.gov.uk/hmcpsi/wp-content/uploads/sites/3/2021/04/2020-11-03-VCL-report-accessible.pdf
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A consistent theme across the October 2021 HMCPSI inspections was the need 
for Area to improve the quality and timeliness of Victim Communications

● The HMCPSI 2020-22 inspection framework is wholly based on assessing casework quality. The 
inspectorate examines 90 cases on each CPS Area to assess its casework quality. In October 2021, 
the inspections of: Wales, North East, South East and West Midlands.  

● One section of the inspection framework, ‘Public confidence’ focuses on communications with victims 
and communities. This section includes: Correspondence with victims, compliance with the Victims’ 
Code & Witness Charter and, in some inspections, Community engagement.

● A consistent theme across all Areas inspected was the need for improvements in the quality and 
timeliness of Victim Communications. 

● Effective victim and witness care, particularly at the pre-charge stage needs to improve. In 
the North East, the consideration of special measures for victims’ needs improvement. 
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Performance measurement
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In all Areas inspected, there is room for improvement in the quality and timeliness 
of Victim Communication and Liaison scheme letters (VCLs)

● The CPS is obliged to write to a victim of crime whenever a charge relating to them is either dropped or substantially altered; these are called Victim Communication 
and Liaison scheme letters (VCLs). If applicable, the VCL should also include a referral to the victims’ right to review (VRR) - this scheme allows the victim to 
reconsider a decision to drop or alter a case. Communication should use plain English, avoid legal jargon and express empathy where appropriate.

● The letter should be sent within one working day where the victim is deemed to be vulnerable or intimidated, is a victim of serious crime (which includes domestic 
abuse), or has been targeted repeatedly over a period of time. The timescale in all other cases is five working days. 

● In general, the quality and timeliness of VCLs in the Areas inspected showed room for improvement. There were also inconsistencies noted between Areas in the 
methods of quality assurance.
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North East Wales West Midlands South East

Quality ● 50% of letters fully met the 
required quality standard 

● 29.2% of letters partially met the 
standard 

● 20.8% did not meet the standard

● 50% of letters fully met 
the required quality 
standard 

● 25% of letters partially 
met the standard 

● 25% did not meet the 
standard

● 25% of letters sent fully met 
the required quality 
standard

● 43.8% of letters sent partially 
met the standard

● 31.3% of letters sent did not 
meet the standard

● 40.9% of letters sent fully met the required 
quality standard

● 45.5% of letters sent partially met the 
standard

● 13.6% of letters sent did not meet the 
standard

Timeliness ● In 44% of cases, a letter was sent 
in the required timescale 

● In 29.6% of cases, a letter was 
sent late, but within 48 hours of 
the required timescale

● In 14.8% of cases, the letter was 
sent more than 48 hours late

● In 11.1% of cases, no letter was 
sent at all

● Over the past three years, 
the Area has performed 
consistently above the 
CPS national average 
for timeliness of letters 
sent to vulnerable and 
intimidated victims.

● In 43.8% of cases, a letter was 
sent in the required timescale 

● In 25% of cases, a letter was 
sent partially meeting the 
timescale standard.

● In 31.3% of cases, a letter was 
not sent in the required 
timescale

● 55% of letters sent being rated as fully 
meeting the standard for timeliness. 

● However, it was noted that in most cases 
where the timeliness target did not 
meet the standard, no letter was sent at 
all, meaning the area was found to be 
failing to comply with their obligations 
under the Victims’ Code in these cases.

Performance measurement
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Particular light has been shone on the issues and solutions needed to better serve 
victims of rape and serious sexual assault

In February 2022, the Criminal Justice Joint Inspection (CJJI) published a report on how well the criminal 
justice serves survivors of rape. It found that: "the criminal justice system (CJS) is failing victims of rape, and 
widespread reform is needed to build trust and secure justice”. In particular, inspectors found “ that a lack of 
collaboration between the police and prosecutors has led to delays and poor communication with victims.”

Since the launch of the CPS’ Rape and Serious Sexual Offences (RASSO) 2025 strategy in 2020, and the 
Joint National Action Plan with the police, the CPS have made significant improvements to how they handle 
rape cases building on the recommendations in this report. One innovation has been the CPS publishing an 
online guide for victims of rape and serious sexual assualt to help manage victims expectations and 
communicate clearly with them.  The Criminal Justice Joint Inspection also welcomed the launch of Operation 
Soteria and the shared commitment by the police and the CPS in working together at a national level. 
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Performance measurement

https://www.justiceinspectorates.gov.uk/cjji/media/press-releases/2022/02/criminal-justice-system-continues-to-fail-rape-victims/


Copyright © 2022 Crest Advisory. All rights reserved.

Findings
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1. Victim’s needs
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Victims/witnesses want a degree of agency over 
the CJS process. For the CPS, this means giving 
individuals a choice, letting them determine what 
service and support they require. This also allows 
the CPS to offer tailored communications to 
those who need it, based on how much the 
crime has affected their lives, which takes 
into account their protected characteristics, 
life experience and crime type. 

This would allow the CPS to develop a 
differentiated approach to meeting victims 
needs - enabling the evaluation of current 
pathfinders and requirements through section 28 
to be accommodated in a coherent national 
approach. 

Summary of victims' needs: victims prioritise clear and consistent communication and want 
more agency and diversity of methods of communication in their interactions with the CPS
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● To have the role of the CPS clearly explained and to have the likely timeframes and 
steps of the CJS process explained, including the victim’s right to review

● To have communication grounded in personal context and understanding levels of 
trauma*, avoiding victim blaming and treating them as an individual

● To be updated regularly on the progress of the case, even if there is no change

● To have decisions explained through a method of communication that allows human 
contact and two-way conversation* (phone or face to face)

● To have communication directly with the CPS in a timely manner and have a named 
point of contact for questions*, and to be informed when their case is received by 
the CPS and who is responsible for it

● To be properly prepared for court, receiving an explanation of what the process is and 
what kind of questions they might face

● To be offered a choice in the methods and of frequency of communication

● To have layered/multi-channels of communication in plain language

● To be heard, recognised and validated as a victim of crime by the CPS which is an 
expression of the state and justice, notwithstanding the CJS outcome

● To be able to involve support services and appropriate third parties 

Victims want to feel a degree of agency 
rather than feeling powerless during the 

CJS process

Victims’ needs

* particularly for vulnerable victims or victims of serious offences
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Victims have the same general needs across crime types and protected characteristics, but 
the intensity of the need increases with crime severity and vulnerability
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Victims’ needs

● The needs identified on the previous slide are common across crime types
● However, not all victims will need the same degree of support or personalised communication
● For more minor crime types, it may be appropriate for victims to receive automated communication or a means of 

tracking their case online
● Victims of high-harm offences and those who are more vulnerable are likely to require both more frequent and 

more tailored, personalised support, depending on the nature of the offence and their vulnerability. Those likely to 
require this additional support include, among others, children, victims of serious violence, hate crime or RASSO, and 
people with certain protected characteristics, such as learning disabilities

Victims of different crime types do not have fundamentally different needs, but those who have been victims of 
more serious offences and/or who are more vulnerable will need a higher level of support and a more 

individualised approach to meeting those needs

“More frequent or tailored communication should go to people who are struggling with their day to day life because of the 
impact of the crime that was committed against them.” - CPS Crown Court 

This piece of work does not segment victims’ needs based on specific cohorts at the intersection of particular crime types (e.g. 
fraud) and specific protected characteristics (e.g. age, sexual orientation). Crest’s research has concluded that offence severity and 
protected characteristics should be taken into account to tailor CPS engagement response. Crest suggest that the 
segmentation and triage process be considered in a new approach. To mitigate the short time frame, sample size of victims directly 
engaged and certain gaps (like fraud victims), Crest have spoken to victims and practitioners from a range of crime types and 
protected characteristics (including RASSO, DA, hate crime) to reflect a wide range of experiences. 
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Victims’ needs

Victims need an explanation of the role of the CPS and the criminal justice process, including 
their rights. Both victims and practitioners described a ‘blame game’ between the police and 

CPS, which can mean victims start off with a poor view of the CPS
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Many victims were not made aware of crucial information, 
such as the Victim’s Right to Review

Few victims Crest spoke to had received a clear explanation 
of the role of the CPS within the criminal justice system, or 

what their case process would look like

“[I knew what the CPS was] only because I studied it from my [legal] 
studies. But I think if I didn't know that, then no...I don't think it's, it's 

made very clear, because it's quite confusing.” 

Did anyone at any point sit down and say, ‘This is what the process is, 
and explain what the journey looks like?’ “Only [my support worker]. That 

was literally it.” - Victim 

“No one told me anything about [the Victim’s Right to Review], and, to be 
fair, I don't know how long that lasts, but I'd do it now, because she's still 
saying...that it's a load of rubbish, that...it wasn't her fault it was my fault. 

She's not even like remorseful for what she's done now. And that's 
because, in my opinion, nothing was actually done about it.” Victim 

This lack of clarity means victims often don’t know what to 
expect from the CPS and contributes to blame-shifting 

among the police and the CPS

“Victims often have already formulated a view on the CPS, which may or 
may not be accurate, based on what the police have said to them. So, 

in particular, you know, with DA cases, rape cases, you know, when 
there are delays to decisions, charging decisions, the line that is often 

given to victims - and it may be truthful, it may not be - is that ‘it's sitting 
with CPS, we're waiting for CPS, CPS are being very difficult CPS are 
making us do this, that’. So when I speak to victims, they already have 

quite a negative view of the CPS because the police are the 
gatekeepers, and they have, yeah, they've created that, that, you know, 

that perception of what the CPS is.” - Senior Stakeholder

“I don't think it's enough. I think that from a victim's perspective, they 
have very little understanding of what's going to happen when they report 
an incident to the police anyway, they don't understand the general, you 
know, reporting mechanism and the fact that it then goes out to the CPS 

for charging. And as far as the victim is concerned, it's with the police, 
the police make the decisions, it will go to court.” - External practitioner
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“So by the third time, I was like, this 
happened, why aren't you listening 
to me and I was so frustrated, and 

so angry. And I've been victim 
blamed so much. It was like, Well, 

what were you wearing? What 
like, why were you, why did you go 

there? Why didn't you phone the 
police? Why didn't

you do this?” - Victim 

Empathy and an appreciation of trauma are crucial to communication with victims 
and not making them feel like ‘just a number’ 
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Victims feel like they are ‘just a 
number’ or ‘just another case’

Many victims described a lack of empathy and 
understanding of trauma among CPS staff

Victims and practitioners described 
victim-blaming across a range of offences

Several victims of serious offences such as sexual 
assault highlighted that the CPS did not seem to 

appreciate the trauma these cause. This came across 
in tone and language, but also lack of consideration 
around communication more generally: for instance, 

ringing with no warning and asking a victim to provide 
further details of their assault while they are at work.

"So I think it's all very dehumanised 
and very removed from the victim. So 
really, you're just as...like a piece of paper 

or a number. There's no thought 
behind that actually, there's a human 

being.” - Victim 

“I think I was just another case, just 
another number...I just didn't feel, like, 
very important. It just felt like it was just 
another, you know, something that they 

see every day.” - Victim 

“It just comes down to being trauma-informed, they're just not 
trauma-informed. So they’ve no idea about the impact of their, 

yeah, that haphazard, unpredictable [approach], how that would 
feel when you've had a trauma, you need things to be very, very 
prepared and planned so that you can, yeah, you can feel like 

you've got some agency and some control in situations….not 
just oh, I can call you now cuz I'm due to speak to the lawyer in an 
hour, or whatever...putting it back to me and saying, When? When 

would when would work for you to talk?” - Victim 

“One of the biggest things we hear from young 
women all the time is that...they are made to 

feel in some way, that they are responsible, 
or ... they're to blame. And I'm not just talking 

about from a sexual violence point of view. It 
feels like for the people that we work with, the 

emphasis is for them to prove to the police 
that this thing has happened to them, rather 

than for them to be believed and then for that 
crime to then be investigated.” - External 

practitioner
"I think it's just missing that kind of thought process as to 

how that person is going to receive this information, what's 
going to be the impact on them.” - Victim 

10%
of victims surveyed felt the 

CPS considered their 
specific experience and 

characteristics

Victims’ needs
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The victims Crest spoke to wanted regular updates on their case, even if nothing had changed. 
This would provide reassurance it was being monitored and someone still held ownership of it
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Victims’ needs

62%
of victims surveyed described 
CPS communication as ‘not 

at all frequent’, with a 
further 9% saying ‘not

very frequent’ 

45%
of victims surveyed said 

CPS communication 
was ‘not at all timely’, 

with a further 11% 
saying ‘not very 

timely’ 

Most victims received slow and infrequent communication 
with the CPS, and many had no direct contact at all. 40% of 
victims surveyed said they wanted more frequent contact, 

even if there was no progress on the case

“[The CPS should] give you the updates, even if there's nothing to 
say...you know, there'll be something like, we're still waiting on this or 

whatever. Just so that you don't feel forgotten about and you feel 
important still. And you're not left, like there's an anchoring...You know, 

you just have so little voice, you have no voice. So you just need to feel 
like you matter. And like, it's in hand.” - Victim 

“I would have liked to proactively hear from the police...give me a call, 
like agree with me that every two or three weeks you will give me 
a call and talk me through where we are with this...you asked me 

what would have been my ideal situation? Maybe I'm dreaming, but it 
would have been lovely to get a reference number and being able 

to log on and just see whether something has been looked at or 
whether there's been a little update about something or whether the 

person assigned to my case has changed.” - Victim 

Even when there was no new information to share, victims 
wanted to receive regular updates, so they could trust 

someone was working on it and they would hear of any 
developments

This reflects the current 
lack of requirement for the 

CPS to communicate 
regularly with victims
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‘To be heard and participate actively in the process’ was a 
highly ranked option when Crest asked victims what they 

wanted from their communication with the CPS

Victims want the CPS to explain decisions clearly, including providing them with a 
two-way conversation and an opportunity to ask questions

“I really think we needed to speak to someone, to hear a voice and to 
have the decision in the letter explained by person that made the 

decision, not by my PC. I wanted to be able to ask questions. If they 
need a do a letter that is fine, but it should be after a conversation. It took 

months but then there is no time to talk to me about it.” - Victim

“[From] the CPS I would have wanted a some kind of contact after the 
charging decision...I understand they can't sit down with every victim for 

an hour after each point in the process, but there should be an 
opportunity to ask questions. Some of them can actually just be dealt 

with over email, you know, some of them are really straightforward. It 
doesn't have to involve a phone call or a lengthy discussion.” - Victim

Victims explained they wanted a two-way communication 
process, rather than the CPS simply informing the victim of 

their decision

18%
of victims surveyed ranked 
being heard and actively 

participating first out of what 
they wanted from 

communication with the CPS. 

44% of victims 
ranked it in their 

top three

“Many of the complaints that I've seen could have been avoided if 
there had been clearer communication at the beginning. And 

because there wasn't, it's then led to complaints at the end, because 
people haven't understood well, you know, why, why did you 

downgrade the charges? Why weren't you able to prosecute? 
Why did you withdraw at court?” - External practitioner

“We reach out to the CPS directly to get updates so that we can actually 
feed back to the victims. Not every single support agency can do 

that. And not every victim is connected to a support agency that 
can do that on their behalf.” - External practitioner
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Victims’ needs
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“I was very happy with how quickly [the] CPS worked in my case. They also 
took the nature of my case into consideration by making most of the 

communication happen through my trusted detective.” - Victim 

Most victims also want communication directly from the CPS, rather than via the police or another 
intermediary; many described the police not knowing the answers to their questions or providing 

incorrect information. However, this is not universal: some victims prefer an intermediary

63

“I would have preferred to hear from the CPS before the letter was sent, 
whilst they were working on the case, they kept asking questions to the 
police that then came to me. Why don’t they just ask us directly? I 

think when it’s through a third party things can get missed. It takes 
longer and then I kept having to answer the same questions with slight 

differences over and over again.” - Victim Victim survey: How many times did the CPS contact you over the duration of your case?

This varied by offence type, with 54% of 
victims of violence without injury and 48% 
of victims of sexual offences reporting they 
were never contacted by the CPS. The 
sample size was limited (59), so these figures 
must be treated with caution

Victim survey: Who would you prefer (or have preferred) direct 
communication about the (legal) progress of your case to be from?

O
th

er
 4

%

"I submitted my right to review and the lady from the CPS actually phoned 
me within like half an hour of me submitting it, asked me what the officer 

that said to me and I told her they said the officer stated that you find 
my evidence inconclusive...She said that's not the case. She said 

the reason it was NFA'd is because we didn't have the evidence in 
time for charging.” - Victim 

Victims’ needs

CPS staff agree victims would prefer to 
hear from them, and also think they are 
most appropriate. External practitioners 
have a more mixed view, and Crest know 
from interviews external practitioners want 
to be in the room alongside the CPS

This reflects the 
current lack of 

requirement for the 
CPS to communicate 
regularly with victims
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Sensitive and effective communication with victims may also improve criminal justice 
outcomes by improving witness retention and reducing ineffective and cracked trials

If victims’ needs are not being met throughout the justice 
process, they are more likely to withdraw from the process 

and less likely to report in future
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Victim survey: Victims who remained involved with their case until its legal 
conclusion by number of contacts from the CPS

“My experience with the handful of victims that have requested special 
measures is that it wasn't an easy thing to achieve. It was either 

refused, because it wasn't the need wasn't accepted, or there was just 
administrative errors, whereby the the measures weren't put in place. 

And I do recall one incident where the victim didn't receive their 
special measures, and therefore didn't give evidence and the 

case fell apart. So you know...it's a real need.” - External practitioner

“The overwhelming majority of cases that fail once charges have been 
laid, or the ones that fail because of issues with witnesses and victims… 
it's almost all because they just drop out. And the reason they drop out 

is because it's just taken too long. And or they're not getting the 
support, or they're not getting the communications they need. And I do 
think, it would be ideal if things could be sped up, but I appreciate 

at the moment there's a lot of delays, but then even more so it's 
important for people to be getting regular contact, even with 

delays, just to kind of reassure them that it's still important, is 
still really important they give their evidence, etc, etc. Rather than not 

hearing anything for over a year.”  - External practitioner

Crest heard from victims that failing to communicate 
effectively with them can cause them to withdraw from the 

process or discourage reporting of further offences

Victims’ needs

Many victims Crest spoke to said they regretted reporting the 
offence or would not have done so if they knew what would 

happen. Some said they only remained in the process to try to 
prevent the perpetrator harming others in future, rather than to 

secure justice for themselves. External practitioners and CPS staff 
both acknowledged that not communicating can amplify the 

risk of victims withdrawing.

In Crest’s survey, victims who were never contacted by the CPS were 
more likely to say they did not remain involved with the case until 
its legal conclusion, though very small numbers mean this should be 
interpreted with caution
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Victims often feel unprepared for court and aren’t sure 
what it will involve. The majority of people Crest spoke to 
were offered special measures in court, but they were not 

always possible or successfully put in place

More than half (55%) of victims surveyed said they had not 
received direct communication from the CPS
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Have you received direct 
communication from CPS?

Sample size = 67

“I just feel like they could have better prepared me for what was to 
come. And maybe like, I get that they're really, really busy...but just some 

kind of support or some kind of like, here's some things that you can 
read through. You know, here's a number if you want to speak to anyone 
about what you might... I get, maybe, that because they do it day in and 

day out, they don't realise how frightening like, court cases and 
courts are to people that have never kind of been there before.” 

- Victim

“Well, you don't understand who half the people in the room are… 
[Even during Covid, they could say] ‘here is something we have 

prepared, which will take you through the people and the organisations 
that you can expect to be in court on the day you're in court and the  

kinds of things you can expect’. So the court clerk, the jury, the judge, 
the barristers, you know, just kind of so that somebody can when they 

arrive in court, they can look at this individual and think, I think, 
yeah, I think that's the barrister.” - Victim

Victims’ needs

“There was not an obvious CPS point of contact. The person I received 
the letter from wasn’t the sort of person who I felt I could pick up the 

phone to and ring or drop them a quick email.” - Victim 

Preparation for court felt lacking to many victims. Few knew what to expect in terms of 
process or questioning and many had no contact from the CPS prior to their court date

This reflects 
the current 

lack of 
requirement 

for the CPS to 
communicate 
regularly with 

victims
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Victims have varying communication preferences and many 
said they wanted a choice in how they were contacted. This 
suggests that the CPS needs a communications toolkit with 

a differentiated approach to victims

Two-thirds of victims surveyed said they wanted to be 
contacted by phone, while only half wanted letters used. 
However, letters were the element CPS staff were most 

likely to say should be included in a baseline service

Victims have a range of preferences when it comes to communication methods and want a 
choice as to how they are contacted. Some favoured layered or multi-channel communication so 

they could have both a personal interaction and a written record of decisions

Victim survey: which communication methods should the CPS use with you? “yeah, if I got a phone call about a decision on the case, I don't think I'd 
be, it seems a bit informal, I'd probably want it in the letter or in the 

email in writing just so it's set in stone. It's quite a big thing. So I 
don't think I'd want a phone call.” - Victim

“sometimes when you have conversations like that, if someone drops, 
like, bad news, that maybe you don't listen to the rest of the 

conversation, because you're so fixated on that. Whereas I guess an 
email, maybe if they could have put all the detail in and I could 

have gone back, and they could have put links in it.” - Victim

“Face to face has that much nicer feel to it, where you you feel 
listened to at least because they're giving up time enough to see you 

face to face, rather than sending a sentence in an email and then not 
replying to you until you follow up. There's just no humanity there in that 

kind of communication.” - Victim

86% of CPS staff surveyed said 
letters should be part of a baseline 
service offer for all victims. Only 
56% of surveyed external 
practitioners said the same

Victims’ needs

“It's not an issue with the letters themselves but the fact that the person 
reading it has no faith in the people that have written it.” - Victim 66
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There is a perception among some practitioners and victims that the tone and actions of the CPS imply 
that the victim is to blame. This can discourage victims from continuing with the justice process

Victims’ needs

Practitioners feel that the CPS’ language and actions can often 
suggest that the victim is to blame. The language can confuse 

victims and exacerbate their trauma  

“One of the biggest things that we hear from young women is that they are 
being spoken to in a way that makes them feel responsible or to 

blame.” - External practitioner specialising in youth violence

“Quite a lot of the CPS language is victim blaming, for example: ‘because 
you won’t turn up, we cannot continue to prosecute’. Or, ‘it is not in the public 

interest to continue with this.’”- External practitioner specialising in serious 
violence

“Avoiding victim blaming language is hugely important. Any kind of 
assumption of blame or inappropriate use of language can immediately be 

quite disengaging for young people.”- External practitioner specialising in 
youth violence

51% 
of victims surveyed 

rated CPS 
communication as 

“not at all” 
empathetic
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CPS staff also 
ranked this highly as 
the second- 
highest priority on 
average, after ‘to be 
informed about a 
critical event in their 
case’. Please see 
the annex for a full 
comparison.

Victims surveyed rated ‘being validated in their experience’ 
highly when ranking their wants from CPS communication

“The language they use is very victim-blaming… Things like, we haven't taken 
this forward because of inconsistencies in the victim statement. I have seen 
that [in] so many letters about child sexual abuse… In [one] case, for example, it 

was her inability to properly describe what happened to her partly because 
she didn't, you know, she'd been raped by a stepfather. And she was very young, 

and she didn't really know the sort of words for the body parts, etc. Now, that's 
not just inconsistency in the victim statement. And that kind of stock imaging 

phrasing, that was obviously a pro forma letter… and very victim-blaming. Yeah, 
I've seen that in multiple cases.” - External practitioner

Victims typically see the CPS as an expression of the state and the justice process, and so want 
to be recognised and not invalidated as a victim of crime by the CPS, regardless of the criminal 

justice outcome
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34%
of victims surveyed ranked 
being validated/believed 

first out of what they wanted 
from communication with the 

CPS. 58% of victims 
ranked it in their 

top three

“I have a real problem with the language that's used by the CPS. For example, I was 
referred to as a ‘witness’ and not a ‘victim’. It’s not that I want to be attached to the 

label of ‘victim’, but I was a victim of a crime and I think it’s important, 
because when you think of someone as a witness, you treat them 

differently than a victim.” - Victim, sexual assault

“On having conversations [with victims] you will hear things like, ‘I'm really glad that I've 
been able to have a conversation with you because I blamed myself. I thought that 

what you were saying was… because I hadn't said this or I hadn't done this, it 
meant that I was to blame.’ And you end up sort of explaining again, even though 

it's in the letter, it's...the CPS isn't here to make a judgement about whether 
someone's a victim of crime or whether someone has perpetrated a crime. We're 

here to help decide on the evidence whether there's a realistic prospect of conviction.” - 
CPS, RASSO Practitioner 

Victims’ needs

Victim survey: what do you most want from communication from the CPS?

“One of the main reasons victims complain is that they feel their account 
has not been believed.” - CPS ARU/Casework Practitioner 
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Specialist support services are viewed very positively by most victims and 
provide some examples of best practice in communications with victims
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“I reached out to [support worker] at [organisation]. So I felt like any kind 
of correspondence I've had, I've now pinged to her for her insight, if that 

makes sense, because it's a bit like over my head. However, if I didn't 
speak to her, I would probably end up having to respond to the 

CPS directly and ask further questions.” - Victim

Appropriate support from third parties can reduce the 
burden on the CPS and police and improve justice 

outcomes, as well as helping victims

Victims were generally very positive about the support they 
had received from external organisations, and highlighted 
best practice such as not ringing from withheld numbers

“I think when you've been in a relationship like that, it's, it was really 
important to have that somebody … who just sort of, how can I put it, 

not listens, but just never says, ‘oh, that's, you know, that didn't 
happen’. They never invalidate you. They always listen.” - Victim

“All the communication I've had with Women's Aid, they have been just 
incredible. You know, they, they're so flexible as well. So things like, you 

know, if you can't get to their offices, they'll come to you and just, 
they're very, very good. And they're very conscious of not ringing off 

like withheld numbers or knowing to ring and leave a voicemail to 
say, this is who's calling. I'm going to call you back in 10 minutes. So 

you're not answering numbers that you don't know.” - Victim

9%
of victims surveyed 
said the CPS had 
contacted them to 

refer them to support 
services

“[Without an ISVA,] I wouldn't have 
fought it, not at all. Like, because I 

wouldn't have had that support, 
and I wouldn't have had that strength… 

I didn't know the system well 
enough to be able to push it. So with 

her support… she has given me the 
right steps to be able to walk, if that 
makes sense. Like, I wouldn't have 

known to go through legal aid to get a 
solicitor to be able to go, here you go, 

it’s this or this.” - Victim 

“[The CPS should] recognise that it is the ISVA that keeps victims 
engaged in their case.” - External practitioner

Victims’ needs
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Victims indicated that greater contact between the CPS and support agencies 
would be beneficial in terms of signposting victims and understanding their needs

70

The CPS could be more proactive in its referrals to support 
services, and this should be done at a local and regional 

level rather than simply suggesting national organisations

Victims and external practitioners both suggested that the 
CPS could make more use of specialist external support 

services such as ISVAs and IDVAs

● Some victims expressed that there should be better 
information-sharing between the CPS and specialist 
advocates

● The CPS should use advocates better in order to 
understand victims’ personal contexts and challenges, 
without always having to involve the victim. This could 
happen at the beginning of CPS involvement, when they 
first take over a case

● Practitioners highlighted that the CPS should ensure it 
understands the regional context of support services and 
reflects that by signposting victims to specific services in 
their area

● This understanding would let the CPS be more proactive 
about involving specialists such as ISVAs and IDVAs if a 
victim is not already in contact with a service

“Without the support of [the DA Charity] I would have been lost - but the 
CPS didn't want to deal with them at first. They should be a natural 

go-between.” - Victim 
“There has been a recent decision in the east to involve ISVAs in special 
measures meetings. They have finally recognised that the ISVA has 

regular contact with the victim and we can advocate around their 
needs more robustly.” - External practitioner“The CPS need to make better links with support services so that 

updates can be given in a more timely matter” - External practitioner

Victims’ needs
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The reasons CPS staff currently contact victims do not align with victims’ priorities. There 
are significant differences between the current requirement for CPS staff to contact 

victims, and what victims indicated they want to hear about from the CPS. 
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Issues with the evidence
To update victims on the progress of 

their case (even if there is no change)Delays in the caseTo refer victims to 
support servicesDefendant acquitted

Unduly lenient sentenceTo explain the outcome after a 
sentence hearing

To set up support/special 
measures at court

To explain the outcome 
after a verdict/plea

Speaking to witnesses at courtIn relation to complaintsIn relation to VRRDiscontinued/withdrawn charges

97% 92% 91% 90%

78% 71% 68% 64%

59% 55% 44% 38% 35%

CPS staff: In your experience, for which of the following reasons does the CPS contact victims?

Low numbers around regular 
updates, communication with 

victims to explain the 
verdict/plea, and even fewer 
the sentence are indicative of 
the current system which relies 
on other agencies to provide 
these updates – they do not 
necessarily come from the 

CPS. 

Victims indicated they would 
like to receive these directly 

from the CPS.

Victims’ needs
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The victim’s journey through justice is not clear to them and their expectations of what will 
happen are often mismanaged by the CPS through inconsistent, sometimes nonexistent 

communication

Victims were clear that understanding the expected 
journey through justice is important to them and can 
provide a sense of control which they may have lost

In most cases, victims do not know what their journey through 
justice will look like. They face a blur of services and agencies 
and it is not clear to them where their case is at or who they are 

able to talk to about it. 

Expectations about timeliness, process and even outcomes are 
not actively managed.

“It's the consistency for me, and I think that's important from a 
trauma point of view as well. As a victim you’ve had the power 

taken from you, and it would be good to know when 
updates are coming.” - Victim

“There is little opportunity for us to manage expectations as 
we come into their process so far upstream.” - CPS

72

“CPS should set out some expectation management early on. 
They should advise on how long a case will take and what people 

should expect from the process.” - Senior Commissioner 

Victims’ needs

“The email I received was from a senior prosecutor and they 
didn't seem that approachable. Perhaps if someone who was 

more removed, like a victim liaison officer, had been available they 
would have been a better point of contact for a 

conversation.” - Victim

“Understanding the pathway and who your point of contact is 
within the CPS would make a huge difference for young people, support 

services and also the police hopefully. ”- External practitioner 

“The CPS are just not trauma-informed. They don’t think about 
the impact of their haphazard and unpredictable communication 
on people who have experienced trauma. You need things to 

be prepared and planned so that you feel like you have 
some agency and control.” - Victim
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Victim faced delays 
when she sought to 

submit further 
evidence to the 

CPS
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The victim’s journey: Sophie* received no contact directly from the CPS over the duration of her 
three year case. Crest have highlighted where Sophie noted that she would have liked to have 

received communication and support 

*the victim’s name has been changed to protect her anonymity. 

Background

Nature of crime: RASSO
Length of case: 2.5 years
Contact with CPS: No
Outcome: Guilty, 
perpetrator was sentenced 
to 7.5 years in prison

Key:
CPS action
Wider CJS action

2018

Victim is sexually 
assaulted on her 
way home from a 

night out with 
friends, reports 

incident next day 

Victim assigned a 
SOIT officer and 

investigating officer. 
The SOIT officer 

gave the victim his 
contact details 

Victim informed of 
the charging 

decision by the 
police

2019

“It took nearly a year to know whether 
he was going to be charged. This was 

just a horrendously long time to 
wait.”

Perpetrator found 
guilty of sexual 

assault and 
sentenced to 7.5 
years in prison 

2021

Perpetrator pled 
‘not guilty’. Trial set 

for June 2021

In the days after the 
assault, the victim 

submitted evidence 
to the police. Good 
communication at 

this point 

“I am really shocked that direct 
communication with the CPS is 
even an option, I had no idea. It 

was never something that was offered 
to me. I never even knew the name of 

anyone in the CPS.”

Lack of 
communication 

on case progress 
made the victim feel 
anxious and not a 

priority 

Victim continued to 
interact with the 

CPS only through 
the police. She 
was contacted at 
inconvenient times  

The victim’s family 
attended the trial 
and said that one 

representative from 
the CPS interacted 
with them very well

55%

The victim 
received some 
calls from the 

police, however 
communication 

was irregular   

of victims 
surveyed had no 

direct comms 
from the CPS

CPS prosecutor 
made the victim feel 
as though he was 

too good to be 
representing her in 

court

Victims’ needs
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The CPS did not 
communicate the 
final verdict or the 

reasoning to the 
victim

Appeal accepted, 
but victim confused 
as no new evidence 

had emerged. 
Anticipated the not 

guilty verdict

74

The victim’s journey: Alice* described her with contact with the CPS as ‘formal’ and ‘frustrating’. 
Although she received emails throughout the case, she did not feel that she could ask questions 

about the progress of her case without seeming ‘annoying’

*the victim’s name has been changed to protect her anonymity. 

Background

Nature of crime: RASSO
Length of case: 3 years
Contact with CPS: Yes
Outcome: Not guilty (after 
appeal)

CPS decide not to 
charge due to 

insufficient 
evidence. Victim is 

notified of this 
decision via a letter 

2018

Victim notified of 
appeal process 
via brief email 

Key:
CPS action
Wider CJS action

Victim switches 
SOIT officer 

several times, finally 
finding a good fit 

Victim told that 
initial interview was 
carried out with the 
SOIT officer, it later 
emerged that the 

SOIT was on leave

Delays in the 
charging decision, 

victim received very 
brief letters and 

emails to say “no 
progress”. 

"It seemed quite weird that the appeal 
process, which was a big thing to me, 
was made so informal by the style of 

communication from the CPS."

2019

"There was a contact number and 
email address throughout the case, 

but it was for this specific senior 
prosecutor who I didn't feel 

comfortable approaching. I didn't 
want to appear annoying and then 

he might drop the case."

Alleged perpetrator 
was found to be 
not guilty. The 

verdict was 
communicated by 
the SOIT officer

2021
Court capacity 

issues meant the 
only place for the 

victim to sit in court 
was next to the 

perpetrator’s family

No alternative 
provisions for the 

victim to attend 
court were made. 
She did not attend

Victim frustrated 
by the reason given 

by the CPS for 
dropping the case 
in the first instance

The victim received 
special measures 
ahead of court; she 
felt ready due to the 
SOIT, not the CPS

2020

Victims’ needs
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Hate crimes and offences committed against minority communities (ethnic, disability and sexual 
orientation) often impact whole communities. These communities tend to be wary of the criminal 

justice system and there is a role for the CPS to improve relations and encourage their participation

Hate crimes can be distinguished from many other crime types in the sense that even when perpetrated against individuals there is 
often also a strong impact on the whole community. This can lead to a sense of community-wide victimisation.

 Through Crest’s engagement, practitioners highlighted the importance of the CPS reaching out directly to minority communities 
which may be hesitant to engage due to historically poor experiences with the criminal justice system. Without good communication, 

mistrust of the CPS and the overall CJS ripples through communities and undermines the justice process.  

Achieving good community relations and participation would be in line with one of the CPS five core strategic aims - public 
confidence. This includes commitments to: 

● Understand how best to support victims and witnesses by listening to communities and third sector representatives 
● Collaborate with partners to understand the root causes of disproportionality in the criminal justice system 
● Communicate with emerging communities to understand the work of the CPS

These commitments are assessed through the HMCPSI inspection framework which considers how CPS areas engage with 
communities to build public confidence. 

Victims’ needs
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Marginalised communities can be especially wary of engaging with the criminal justice 
system. Currently communication is not adapted to meet the needs of these communities 

and encourage their participation in the justice process 

Victims’ needs

Practitioners working with victims of hate crime explained 
that the CPS must aim to better understand the cultural 

nuances and diverse identities of victims 

Voluntary sector organisations and victim support services 
already embedded in hard to reach communities are happy 

to support the CPS to improve victim participation

“The culture and identities of each victim is important. Sometimes 
victims are looked at in one singular identity, but we all carry multiple 

identities. In many instances this is missed by the CPS.” - External 
practitioner specialising in hate crime 

“Sometimes communities reach out to non-CJS agencies for support, 
given cultural and religious barriers. It is important that the CPS 
shares messaging with these agencies who can then pass it on to 

victims.” - External practitioner specialising in hate crime 

“The one thing the CPS should start doing is tapping into support 
and advocacy agencies. This would allow partners to be more 

engaged and support the CPS in their work. Improved relationships 
with partners could also help to build trust within some 

communities.”- External practitioner specialising in hate crime 
“In terms of engaging with people with protected characteristics, the 
CPS need to think more about inclusivity.” - External practitioner 

specialising in hate crime 

“There is a role for the CPS to be influencing its partners and 
community groups. We could help them to secure better 

evidence.”- External practitioner specialising in serious violence

“It doesn’t strike me that the CPS in any way reflects the 
communities it serves. Even if victims have a linked person, would it 

be someone they could really engage with, someone they could ask 
questions?”- External practitioner specialising in serious violence

“It takes a lot for certain communities to make a statement and to talk 
about the crime… there is a lot of mistrust there. The CPS need a more 
tailored approach instead of looking at all young victims like they 

are one.”- External practitioner specialising in youth violence 
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Cultural and language barriers may mean that certain communities need additional support to 
understand the criminal justice system and the role of the CPS within it. The CPS should work 

with communities to ensure they can participate in the justice process 

Victims’ needs

Practitioners were clear that cultural and language barriers 
mean that some victims need additional support to 

understand the justice process. The CPS should make the 
effort to facilitate the participation of these groups

Poor communications and interactions by the CPS with 
victims can entrench negative feelings across whole 

communities 

“There is a huge group of people who don’t get the support and 
guidance they need to go to court. It can be a very unfamiliar place 
and process. I that’s an area that should be looked at [by the CPS].”- 

External practitioner specialising in religious hate crime 

“The CPS and community organisations would ideally work together to 
provide communities with information on the court process. Any 

information has to come with some kind of CPS endorsement, but it is 
going to be more trusted if it comes from within the community.” - 

External practitioner specialising in religious hate crime 

“When an international student picks up the phone, they expect the 
police are coming to get the suspect and they will be charged 

immediately. But in this country that is just not the case.” - External 
practitioner specialising in religious hate crime 

“You’re also talking about the impact [of poor communication] on the 
victim’s family and friends and onwards. Once you’ve had a bad 

experience, people will talk about it. The impact is not solely on 
the victim.” - External practitioner specialising in hate crime 

“When victims feel that they have been let down by the criminal justice 
system, they start feeling isolated and marginalised. In certain 
communities that creates further division across society and 

impacts social cohesion.”- External practitioner 

Hate crimes in particular impact not only the victim but 
also the community 

“One thing that differentiates hate crime from a lot of other crimes is 
that the community as a whole is also a victim. I think the CPS could 

be much more proactive in communicating directly to 
communities.”- External practitioner 
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Vulnerabilities of specific cohorts like vulnerable young people mean that it is especially 
important for the CPS to tailor communications to suit their needs. Currently, CPS engagement 

with these victims and communities does not recognise their specific needs and associated risks
 

Victims’ needs

The nature of vulnerable young victims makes it especially 
important that they are given the choice to decide how 

they want to be communicated with 

“The CPS should ask young people how they want to be 
communicated with. When you have some young people who live 

with perpetrators, it is not necessarily safe for a letter to be 
turning up at their address or for a text to be showing up on 

their phone. And the reality is that a lot of young people we work with 
are regularly moved and if letters are being sent, they will not always 

be sent to the right place.”- External practitioner specialising in youth 
violence

“We had a recent case where a girl was sexually assaulted. She is 
illiterate, so when she receives letters in the post, she has no 

idea what they say. Whenever she receives a letter she takes a 
picture and sends it on WhatsApp and we read it to her. Letters do not 

work for her and the CPS should ask how she wants to be 
communicated with.”- External practitioner specialising in youth 

violence 

The needs of victims vary and contextual factors should be 
taken into account when deciding the appropriate methods 

of communications 

“There are some victims who would be putting their own and their 
family’s safety at risk depending on the type of communication. I 

think asking the victim how they want to be communicated with 
is very, very important.” - External practitioner specialising in hate 

crime 

“If you're writing a letter to a 47-year-old woman that's got the support 
of her husband and a wider family network, that's a very different letter 
to one written to an 18-year-old child that may have just left foster care 

and has got no network around them. So there's something about 
exploring the context and the and the age of the victim when 

deciding the communication method.”- External practitioner 
specialising in serious violence
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A key victim need identified by CPS staff, external practitioners and victims surveyed was ‘victims 
being validated in their experience’. To be updated regularly on the progress of their case and to 

be informed of critical events in their case were also key needs
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CPS

External practitioners
What do victims most want from communication from the CPS? Ranking question, 1 highest. Mean rank for each option displayed

Victims

Victims’ needs
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These are indicative of the factors and characteristics the CPS should be taking into account in 
its communication with victims. These factors do not always equate to vulnerability but should 

be considered when allowing victims to determine their own level of need

Income and wealth

Employment status and occupation

Life circumstances Crime typeProtected characteristics

Class A: Homicide and related grave 
offences

Age

Class B: Offences involving serious 
violence or damage, and serious drug 
offences

Disability

Victims’ needs

Environment (including living in an area of 
deprivation, and urban or rural)

Educational attainment/attendance

Immigration status

Housing status/accommodation

Gender reassignment

Marriage/civil partnership status

Pregnancy and maternity

Ethnicity

Religion or belief

Gender

Sexual orientation

Nationality and language

Class C: Lesser offences involving 
violence or damage, and less serious 
drugs offences

Class D: Sexual offences, and offences 
against children

Class E: Burglary etc.

Class J: Serious sexual offences, offences 
against children

Financial offences (fraud)Physical and mental health
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Victims’ suggestions for improvements focused around more frequent communication and 
taking an empathetic and personal approach. Some also highlighted issues between the 

CPS and the police related to charging and evidence
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Victim survey:

If you could 
change one thing 

to make CPS 
engagement with 

victims better, 
what would it 

be?

“Have direct contact with the CPS”

“To remember there is a victim who 
is a real live human being and not 

just a number/name”

“Helping the victims to understand 
the legal system”

“Contact from them, I had no idea until this 
survey that they might contact me”

“To do their job properly and keep victims 
informed at all stages”

“Police to be trained to understand coercive 
control, domestic abuse and how CPS would 

proceed”

“Consider the victims as people, not as case 
numbers. It is degrading and horrible”

“More contact and 
information on what’s 

happening’

“To understand impact of not taking cases to 
court, and to communicate empathically and 

kindly bearing that in mind”
“Communicate 

more and share 
outcomes”

“Language around how you treat people. I was left 
feeling completely like I had committed a crime”

“More frequent”

“Let the CPS decide if there is enough 
evidence not the police”

Victims’ needs
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2. Systemic findings
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CPS staff displayed 
awareness of the issue and 
willingness to transform 
their approach
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Crest’s research found a willingness at all levels within the CPS, including leadership, to adapt 
organisationally and structurally to better respond to victims’ needs in communication and engagement
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Resourcing 
and 

organisational 
barriers

Institutional 
and cultural 

barriers

Systemic 
partnerships

● Past and current levels of resourcing for the CPS contributed to a disjointed approach to victim 
engagement

● The current strategy frames victim outcomes as casework outcomes rather than around victim needs. 
While this approach is supportive of overall case progression it is less supportive of long term 
transformation in relation to victim and witness engagement. 

● CPS staff tended to rate the delivery of their current service to victims higher than surveyed victims 
and practitioners did, however there was awareness and acceptance that the service was not 
meeting people's needs 

● Staff have been overly worried about tension between maintain legal impartiality and 
providing a service has tended to lead to a transactional approach to engaging victims 
focused on formal written communications 

● Victim and partners’ misunderstanding of the CJS and the specific role of the CPS within it 
often leads to confused advice to victims and misplaced expectations about the service the 
CPS will provide
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More than half of the CPS staff surveyed thought communication with victims' 
needs to be improved. 92% of external practitioners surveyed thought so too
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Victims

How satisfied were you 
with the communication 

you received from the 
CPS?

Sample size = 50

 External practitioners

Do you feel that CPS 
communication with 
victims needs to be 

improved?

Systemic findings

Most CPS respondents (34%) recognise that current CPS communication with victims does not respond to their needs. This 
shows an awareness that can be a basis to organisational change. However, the proportion is much lower than what external 
practitioner surveyed suggest (79%)

CPS

Do you feel that CPS 
communication with 
victims needs to be 

improved?
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Systemic partnerships and 
the victims’ journeys
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Stakeholders suggested that other organisations, including the 
police, do not fully understand the role of the CPS.  Victim- 

and witness-facing staff struggle to explain what the CPS does, 
so that for many victims and practitioners, the CPS is the system.

The CPS are then blamed for issues that are not in their remit. 
Court workings such as delays, listings or non-compliance with 

special measures are often set at the door of the CPS. It becomes 
easy for the CPS to be blamed for all the failings. 

The relationship between the CPS, statutory bodies and 
support services is fragmented and leads to a lack of 

understanding about the actual role of the CPS

Systemic partnerships

The criminal justice system as a whole is not joined-up and victims and practitioners alike often 
do not understand the role and responsibilities of the CPS. This can lead to the CPS being 

blamed for problems outside their control

“I am actually quite confused still about who is CPS, there are lots 
of agencies working together and it is difficult to understand which 

holds responsibility. ISVA/Police/CPS had conflicting information about 
the case, dates, etc. Better communication between these actors 

would help clarify the process and message to victims.” - Victim
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“It’s a lack of communication and mismanagement of expectations 
that leaves the victim feeling frustrated with the process.” - Support 

Service

“Local partnerships and the integration of services is not always smooth. 
Blame game – the victims are not given all the info and they can 

feel as if no one is on control of the situation.” - Commissioner

“I think part of the time the police have said stuff to me to put that 
blame on the CPS...Sometimes the police go well, actually, that's not 

sufficient and let the CPS take the blame.” - Victim
External practitioners: words to describe the system
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Requests from the CPS are viewed as demands and external organisations felt 
they were not equal partners. Other services highlighted that these demands 

from the CPS can damage their relationships with victims

External practitioners viewed the CPS’ internal priorities as the 
greatest barrier to effective communication with victims. 50% of 
practitioners also highlighted issues around relationships with 

support services

Weak partnerships and lack of shared processes and outcomes; partner organisations feel like 
the CPS approach is disjointed and this can undermine everyone's engagement with victims

Many partners find the CPS unapproachable, with stakeholders feeling the CPS takes 
a ‘to’ rather than ‘with’ approach to engagement. There was particular 

frustration from practitioners around having to comply with CPS demands in relation 
to victims when they did not agree with decisions, damaging trust between 

victims and support services.

Current stakeholder engagement reinforces the fragmentation in the wider criminal 
justice system. Because of the lack of joint targets or case management systems, 

information fails to get to the right people at the right time.

“The frustration comes from not getting the information that you need to 
tell the victims, from having to constantly move the, you know, the cases 

and the goalposts for them.” - Statutory Service
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“We can't meet victims’ needs, on our own as an 
organisation. That's not where our strengths lie. That's 

not our qualification. This needs to be done in a 
multi-agency way.” - CPS RASSO Practitioner 

“It will take the CPS quite a while to regain people's trust.” 
- Victim Support Service 

Systemic partnerships

External practitioners: what, if any, are the greatest barriers to effective 
communication from CPS to victims?

“We have been here many times before with the CPS, the problem is the engagement is 
always on CPS' terms and never done as a partnership. They never engage with the 

wider system” - Support Service 
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Both CPS staff and external agencies viewed the exchange 
of information as critical to improving CPS communication 

with victims

Although the CPS thinks it understands what victims want 
from CPS communication, external practitioners and 

victims disagree. Better engagement with partners would 
improve this understanding

Approaches to partnership working are inconsistent at a regional and local level, which hinders 
collaboration and information-sharing. Support services find there is a failure to engage with 

local service providers, which limits the CPS’ understanding of victim needs

“Different regions in the country have different needs...we need 
translation services, more so than perhaps other places. But that kind 

of context isn't taken on board at all.” - Regional Victims 
Commissioner 
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“It doesn't strike me that the CPS reflects in any way the 
communities it serves.” - Support Practitioner

Systemic partnerships

External practitioners: what could partner agencies do to support better 
communication between victims/survivors and the CPS?

Does the CPS understand what victims want from its communication with them?

The number of people 
completing the victim 
survey was small, so the 
external practitioner 
survey may be more 
representative of 
victims’ views
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Recommendations
The CPS prosecute on behalf of the crown but that 
the key word is ‘service’. Therefore, in addition to 
prosecution there is a requirement to offer a better 
service to victims and that both can work hand in hand.
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Overview of recommendations  
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An improved universal service 
offer, including considering 
introducing direct 
communication by CPS 

Enhance the service 
provided to victims with 
the greatest need

● Communication should happen earlier for victims in their journey 
● There should be greater diversification and enhanced frequency in the methods of communication from the 

CPS
● Victims should be provided with more routes for feedback and dialogue prior to formal complaints
● CPS should support their staff to enhance their skills that will enable them to deliver this universal uplift in 

service

● Ensure a focus on continuous improvement and ambition within the CPS’ approach to enhancing 
services to victims by testing and evaluating innovative practice

● Learn from current pilots, utilising Operation Soteria ‘pathfinder’ areas to test new ways of working 
● Focus on digital solutions and victim led engagement for the most in need victim cohorts 

Executive Summary: recommendations

● Explore identification and prioritisation of specific victim cohorts - define high level of need 
● Determine what an enhanced service means with a focus on direct and two way communications 
● Review organisational capacity and capability to deliver an enhanced and differentiated service 
● Victims should be educated upstream on the role and responsibilities of the CPS; the CPS taking a leading role in 

working with partners to manage expectations 
● Most victims want communication directly from the CPS, rather than via the police or another intermediary; 

dependant upon the severity of the case, better integration with an intermediary should be considered 

Innovation and pilot to 
strengthen victim 
engagement

Build organisation and 
leadership culture 

● Victim engagement and the implementation of an improved service should become a priority for the 
CPS 

● CPS staff must be provided with the right training and development to support service improvements 
and held to account through improved internal governance 

● The needs of victims and the required service changes must be communicated effectively across the 
CPS embedding new standards and practice into the culture of the CPS

● Partnership dependency must be recognised and relationships maximised 
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Q.  Victims Law Consultation Evidence from SNA 

1 Principles to be enshrined into law The SNA findings broadly align with these principles BUT it has also found that no one-size fits all can respond to victims’ needs so 
prescriptive detail should not be made primary legislation

2 Frontline professionals to be made 
more aware of the Code

This SNA recommends that more should be done to support front-line professionals to inform victims of their rights under the Code, of 
the CJS process and to help manage their expectations and understanding of each agencies’ role. This is currently not well understood 
by all front-line professionals across the CJS and statutory partners

3 Every victim is aware of the Code The SNA highlighted that victims need a clear explanation of the role of the CPS and criminal justice processes by effective methods of 
communication. The SNA also found that methods of communication must be tailored to the victims’ wants and needs. 

4 Communication between police/ 
CPS and victims should improve

The SNA report also finds that timing and methods of communication between police/CPS and victims should improve. Specifically, the 
SNA found that the method and intensity of communication should vary based on the experience and vulnerability of the victim

5a Police and CPS to do more to take 
victims’ views into account 

The SNA found that victims want to be believed as a victim of crime by the CPS and desire a sense of agency in the communication 
around the criminal justice process. However, their satisfaction is not directly linked to a CJS outcome (e.g. charge and conviction)

5b
Relevant prosecutor to meet with 
victim before the charging decision, 
and before a case proceeds to trial

While the SNA did find that vulnerable victims of serious crime did sometimes wish for face to face contact, the report found that more 
importantly, victim communication should be responsive to victims’ needs and requirements and may take multiple forms, including 
through advocates, online, via email, on the phone and in written communication/letters. A one-size-fits-all approach is NOT supported 
by the SNA’s findings

9a Better local-level partnership and 
collaboration The SNA found that local collaboration was ad hoc and should be improved to avoid confusing victims

11a Inspectorate frameworks should 
prioritise victims’ experiences

The SNA found that the CPS’ inspectorate framework focused on victims’ experiences through a processual lense and should change to 
reflect more on the quality of service delivered to victims through good communication 

16
Consequences for significant 
failures directed at CJS agencies 
and/or individuals responsible 

The SNA recognised the CPS’ challenge around resourcing and training. It suggests that incorporating victim satisfaction in CPS 
performance management and internal governance would support an internal cultural shift  to improve communication with victims

18 What data should CJS collect about 
victims’ experiences and when? 

The SNA highlighted that approaches to partnership working are inconsistent at a regional and local level, which hinders collaboration 
and information sharing. The type of data that should be collected is outside of the scope of the SNA. However, it is apparent from the 
findings that the data collected and methods of collection must be consistent to support information sharing

Executive summary: Comparison across Victims’ Law and Recommendations
Executive Summary: Victims’ Law
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An improved universal offer, including considering  introducing direct communication by the CPS
The CPS needs to improve the support given to all victims of crime by increasing the level, accuracy and methods of communication, alongside 
enhancing the quality of the support provided through their universal service offer.   This would be a core part of the CPS fulfilling its responsibilities 
under VCOP and should reflect the current commitments made in the prosecutors pledge. This should be delivered by providing timely factual 
information, rigorous performance management and adherence to standards and not on the provision of specialist victim support services. 

The most common and relied on current method of communication with victims is via letter at the point at which the CPS decides whether to formally charge and for the 
case to proceed to court. The evidence suggests that this approach is not adequate to meet victims' needs. It is strongly recommended that the CPS deploy a 
range of methods of communication based on the personal choice of the victim (within reasonable parametres). The following are critical variables in 
ensuring a much improved universal service offer to all victims:

● The CPS must seek to educate partners and victims earlier in the criminal justice journey ensuring victims have a realistic understanding of the role 
of the CPS, mitigating the impact of myths and misunderstandings of role and responsibilities of the CPS, as well as developing an understanding of current 
context regarding timeliness, resourcing and backlog and timing. This could take the form of a cross organisational set of branded communications, including 
website and matching leaflets, that are developed, agreed, and provided by all system partners (inclusive of the third sector) in their communications with victims. 

● The CPS should also communicate with victims earlier in their journey. It is recommended that at the point when the case file is handed from the police to 
the CPS, the CPS make direct contact with the victim. Consider the introduction of case triage and risk assessment at this point to allow for personal choice in 
communication methods used; create a contract with the victim to manage expectations

● More frequency and diversification in communication: The current frequency of communication between the CPS and victims is not optimal. There are two 
routes that could be utilised for improvement. 

■ Victim-led frequency of communication: The CPS should find a way to gauge from the victim, through checking their preference, ensuring 
any protecting characteristics are taken into account and correlating with the seriousness of the crime, what the ideal frequency of 
correspondence is

■ Create an event and time protocol for communication: This would trigger a correspondence when something happens but also when a 
period of time has elapsed, ensuring that the victim knows the case is ongoing and it has not progressed. Victims want to know where they 
are in the process. This could also work to be clear on where the delay is

● Empathetic tone and language: A Tone of voice and vocabulary, which removes victim blaming language needs to be developed to ensure that victim 
communications are consistent and for the CPS to be confident in their shared language

● Two way dialogue: The CPS needs to consider how it can effectively introduce increased opportunities for victims to provide feedback and ask questions, prior to 
any need for them to seek a response through the formal complaints or review processes 

Recommendations 1/4
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The CPS’ current approach to victims of crime is not working, victim’s needs are not understood and therefore not met through the narrow 
communications methods currently deployed by the CPS. Victims require an approach that enables a reasonable level of choice, autonomy and 
control, the more serious the offence or vulnerable the victim the more critical these components become. To be able to better meet these needs, 
whilst adequately managing demand as well as the increasingly complex needs of victims the CPS needs to introduce a differentiated service, 
where victims of crime that have the greatest need are provided with an enhanced level of support and a more individualised response.  

The intention would be to ensure that all victims received a set minimum standard service (as set out in recommendation 1), but also that those 
victims with complex needs are prioritised and receive an enhanced level of service, with the overall aim of mitigating any further negative impact of 
the procedural approach throughout the duration of their case and on their ability to cope and recover. This differentiated response allows the CPS 
the flexibility to adapt to future demand and policy changes; finite resources should be best used to support those with high levels of need.   

An enhanced service for those most in need should ensure greater autonomy for the victim, with their personal context driving greater optionality in 
methods of communication; although more direct and two way engagement, linking in specialist support services should be at the heart 
of the CPS enhanced offer.  The following are the core components that should underpin this level of transformation in service. 

● The CPS needs explore how best to identify and prioritise specific cohorts of victims, utilising the current/projected victim profile to 
group victims into a categories of low and high levels of need/vulnerability. Need/vulnerability should be defined by offence type, protected 
characteristics and critical areas of intersectionality. This could include for example children, victims of serious violence, hate crime and RASSO 
but also by taking into account all current policies and requirements implicit within special measures and section 28

● The CPS needs explore the introduction of victim case assessment, triage and management which would be needed to underpin a 
differentiated service model, directing victims to the right level of support

● The CPS needs to review current organisational capacity and capability, considering the skills makeup, alongside the role of prosecutors 
in supporting an enhanced offer to those victims with the greatest need.  The role of automated systems versus personal case management 
should be considered for both the minimum and enhanced service offer, alongside the potential alignment to digital transformation in the CPS. In 
addition the role of current specialist victim services and enhanced partnerships should be further explored

Recommendations 2/4

Enhance the service provided to victims with the greatest need
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In committing to improve the service offer to victims the CPS needs to be ambitious in its approach; looking to innovate and 
pilot new ways to strengthen engagement with victims over time, ensuring that a further changes are based on evidence. 

The CPS should utilise existing pilot operations where partnership are well developed, for example Operation Soteria ‘pathfinder’ areas, which 
are currently focussed on improving the joint police-CPS response to RASSO. These areas should be used  to test and evaluate new 
approaches to victim engagement and support. Based on the views of criminal justice partners, specialist practitioners and victims the 
following areas warrant further exploration as to how they could be tested and evaluated:

● Opportunity to test greater differentiation of service, moving from a 2 to 3 tier segmentation of the victim profile, looking more 
closely at protected characteristics and wider complex needs 

● Victim led tailored approaches to victim engagement, such as greater involvement of their support networks alongside a 
victim-informed approach to communication that meets their needs

● Enhanced opportunity for victims to engage directly with decision makers allowing earlier two way communication, testing 
impact of the relationship by monitoring the formal right to review and complaints 

● Creation of internal case management team for victims with greatest need to manage engagement and support for cohorts of 
victims that fall within the top tier of need

● Greater use of digital technology to provide enhanced access to information for victims -  for example the testing of an online 
communications store, including downloadable resources

● Co-design and engagement of victims in the development and evaluation  of victim services and methods of communication 

Recommendations 3/4

Innovation and pilot to strengthen victim engagement
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Build organisation and leadership culture 
The CPS needs to build and develop its organisational and leadership culture to supporting victims of crime by, setting out the 
evidence and requirements for an improved service offer, supporting and developing staff internally to deliver on the changes needed, whilst also 
being cognisant of the importance of partnership.  To deliver this the following is required:

1. The CPS should prioritise victim engagement, clarifying the extent of organisational change required to better meet the needs of 
victims, culminating in clear communication within the CPS and externally to victims criminal justice and specialist partners.  To 
achieve this the CPS should publish a victims strategy developed as an addendum to the CPS’ corporate strategy 2025.  Enhanced 
funding, the impending Victims Law and projected increases in demand for more serious cases create a compelling case within which to act. The 
CPS 2025, sets out 5 strategic pillars of work, however the effective implementation of a victims service is not one of them. Currently, the victim 
service is subsumed within case work quality and public perception. The new victims strategy should be informed by the findings of this strategic 
needs assessment, the current economic climate, patterns in victimisation and future policy changes, and aim to achieve the following:

● Respond to future demands and changes in victim profile
● Provide a rationale as to how to marry the issues of impartiality and victim engagement within the CPS
● Outline the transformation of CPS practice with victims, detailing what a minimum service offer is(incorporating all legal requirements) and 

how priority cohorts for an enhanced service will be identified and supported better
● Create the foundation on which to convene, challenge and develop co-working arrangements between CPS and statutory/VCS partners
● Outline what success looks like; setting out a future measurement of victim satisfaction
● Detail how CPS staff will implement the changes across the organisation, where responsibility lies internally,  alongside how strategic and 

operational partners will be levered to support
● Put in place innovative ways to ensure victims continued engagement in co-design of new services alongside enhancing consistent victim 

feedback 

There is a need for a performance framework to be developed that better responds to the future commitments and will ensure that 
there is ongoing review and continuous improvement in services offered to victims.

Recommendations 4/4
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2. To drive forward this change programme and embed the culture internally within CPS staff, it is imperative that, in addition to 
addressing capacity and capability, staff are engaged fully and held to account for their part in the effective development and implementation 
of both the improved universal and enhanced differentiated offer of support for victims. The following should be considered:

● The CPS should dedicated the right level of resource to lead the implementation of a transformative approach to 
victims. The CPS need to be clear on how the changes in culture and practice are going to be embedded, performance 
understood, and key strategic and operational relationships cultivated. Clarity should be provided on the role of executive and legal 
leadership within the CPS, as well as to how it will be operationalised, at all levels,  effectively resourced and phased into practice.  A 
clear outline of the phases on implementation and the resources to support the work will act as a critical lever for the CPS in 
achieving change 

● The CPS should put in place a values based transformation programme, actively choosing a culture of inclusion, development 
and innovation to underpin an improved service offer for victims. CPS staff should be supported in owning these improvements, in 
developing a clear understanding of their contribution to the organisation on better addressing victims needs. Ongoing staff 
engagement and consultation should underpin the proposed transformation via staff forums or working groups, so that change is a 
collective effort

● Embedding values and behaviours in job descriptions and the new culture within organisational values, a focus on victim 
engagement should become a core task in the relevant job descriptions and individual performance indicators across the 
organisation, aligned to new organisation KPIs regarding victim satisfaction

● Develop a strategic narrative which sets out who the CPS are and how they intend to act, this should then be adapted 
to address both the following audiences: 

○ Internal messaging and multi-level leadership messages, aligned to any change or transformation programme 
○ External messaging and positioning through strengthened and active stakeholder engagement. This may mean providing 

data and information in a transparent way to enable ongoing scrutiny within the context of improvement

Build organisation and leadership culture

Recommendations 4/4
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3. Partnership dependency: the CPS cannot achieve transformation in the service offered to victims in isolation as there 
are embedded dependencies with other organisations (statutory criminal justice organisation and specificalist voluntary sector 
services).

Through signalling and detailing a new strategic intent and culture within the CPS, the CPS begins to position 
themselves as leaders within the criminal justice system. By pro-actively choosing to embrace this level of transformation the 
CPS should look to actively resolve the points of tension and maximise the points of opportunity between the CPS and 
partners, working toward a more seamless journey through justice for victims. As has been outlined, to be effective in 
providing a better service to victims the CPS needs to take ownership back at key points, being clearer on where, how and why they 
interact with victims.  
 

Therefore, to be successful the CPS needs to improve active stakeholder engagement and partnership,aligned to service 
improvements by addressing the following:

1. Create, develop, and enact a new stakeholder and partnership approach to the transformation of the CPS 
approach to victim service

2. Audit current partnership contribution; map key stakeholders, current commitments, joint agreements and 
identify/maximise best practice

3. Create new or elevate existing working service level agreement/principles or forums with key organisations to 
maximise use of resources and offer an integrated approach to victims, particularly those victims of more serious 
crimes with higher levels of need 

Build organisation and leadership culture

Recommendations 4/4
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Thank you
For more information please contact
samantha.cunningham@crestadvisory.com or 
callyane.desroches@crestadvisory.com 

www.crestadvisory.com
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