company them to the courtroom. Indirect exposure to stress is often not noticeable
at first and it can have delayed effects – support persons can be contemplating about
the stories they heard from witnesses, their problems and traumas, outside the working hours or sometimes even for days after.
Because of all the stressful and demanding situations support persons face on a daily
basis, they themselves could feel angry (towards inefficiency of the system, injustice,
other people’s behaviour, or even witnesses themselves if they were aggressive to
them), powerless (because they are not able to help witnesses and victims, or because
the system is not functioning as it should), or unease (because witnesses or victims
are arrogant, aggressive, under influence of alcohol or narcotics, etc.).
In order to avoid burnout in the workplace, and to ensure standardized and quality support
provision, it is important to make sure that support persons receive adequate training –
both general and thematic, have regular peer meetings, and undergo regular supervision.
The purpo
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10. Challenges and future
developments
The establishment of witness and victim support offices in seven county courts, together with capacity-building activities, has significantly improved victim and witness support in Croatia. Interviews with support staff and some judges, undertaken
during the Project’s final evaluation, confirmed the view that the Project was an encouraging innovation in the court system and court proceedings. Moreover, Croatian
model of witness and victim support could serve as the best practice model in the
region and the basis for further development of an efficient judiciary system and
upgrading and strengthening of victim and witness support system. However, further efforts are needed to improve certain deficiencies in the latter, notably: capacity
building and expansion; strengthening the network between different courts; providing information about the rights of victims and witnesses before trial and in all
trial phases; providing psychological and emotional support and free legal aid: providing systematic training of all who come into contact with victims and witnesses
on the rights of victims and witnesses, ways of dealing with them and forms of support, particularly psychological and emotional support; developing a network of organizations that provide psychological support to victims and witnesses and
promoting the development of specialized organizations/services to help certain
categories of victims (children, victims of rape, domestic violence, organized crime,
etc.).109
For this reason, the 3rd phase of the Project has been set to motion. This section will
describe remaining key challenges and the way forward, as identified by the Project.
The said challenges are planned to be addressed mainly through developing and
strengthening capacities of the main stakeholders, but also through ensuring access
to information for victims and witnesses nationwide.

109 Strengthening of the Witness/Victim Support System in Croatia, Final Project Evaluation Report. (2012). UNDP. p.50.
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10.1. Strategic development of the national capacities
to address the needs of victims and witnesses and
to protect their rights
It is important to note that, simultaneously with the establishment of witness and victim support offices in courts, other, complementary and important developments
took place at the institutional level, clearly indicating Government’s commitment to
adequately address the needs of witnesses and victims within the justice system.
Firstly, Directorate for Probation and Victim and Witness Support was established in
2010, within the Ministry of Justice. It was in charge for development, coordination
and organization of support victims and witnesses of crime and their families. The establishment of the directorate presented a notable shift from sole focus on support
in the context of war crime trials. In 2012, victim and witness support was transferred
from the directorate into the Independent Sector for Witness and Victim Support,
within the Ministry of Justice. The sector operates through two departments: the department for victim and witness support and international cooperation, and the department for compensation. The Independent Sector for Victim and Witness Support
takes the leading role in institutionalizing the system of victim and witness support
within the judiciary and in managing the strategic development of the system in the
Republic of Croatia. 110
Secondly, in 2010 UNDP initiated and supported the establishment and capacity building of the National Committee for Witness and Victim Support as the key coordinating
and policy-making body, responsible for strategic development of the system. Members of the committee are representatives of the Ministry of Justice, Ministry of Interior,
Ministry of Health and Social Care, Ministry of Family Affairs, War Veterans and Intergenerational Solidarity, Supreme Court, State Prosecutor’s Office, Government’s Office
for Human Rights, universities and NGOs. Establishment of the committee was an important step towards development of a more structured, coordinated, consultative
and multi-agency arrangement for victim and witness support.

110 For more information about the Sector and its scope of work see: http://www.mprh.hr/independent-sectorfor-victim-and-witness-support.
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As mentioned earlier, one of the main tasks of the committee is to produce policy
papers among which the national strategy takes central place. UNDP continuously
supports development of the strategy in terms of sharing expertise, experience
and best practice. For that purpose, a study visit to UK will be organized for selected
key partners (members of the committee and of the Association for Witness and
Victim Support) to help them in getting greater insight in functioning of well established and long existing WVS systems, especially in terms of cooperation between criminal justice system agencies and non-governmental sector. Once
adopted, the strategy will serve as a starting point for any future developments in
this area.
Furthermore, in spite of all the progress made to date, governmental bodies and public institutions still do not create a unified and interlinked network for providing support to victims and witnesses prior to, during and after criminal proceedings. Certain
segments of support that exist in some institutions are not sufficiently developed
and strengthened to completely respond to the needs and rights of victims and witnesses. An efficient and interlinked system requires that all criminal justice system institutions establish support offices. Similarly, other institutions, such as social welfare,
health care and family centre, should secure the sufficient number of staff qualified
to assist victims and witnesses. In addition, the entry into force of the new Criminal
Procedure Act (Official Gazette 121/11) caused further complications in the witness
and victim support system. According to its provisions, the public prosecution office
took over the responsibility for criminal investigation. However, the public prosecution office does not, for the time being, cooperate with WVS offices, which basically
leaves victims and witnesses without any support at the initial stages of criminal procedures.
In that respect, UNDP will continue to provide expert input and advice to the committee in preparation of key policy documents: action plan and guidelines for multiagency approach to victim and witness support in accordance with the 2012 Directive,
which would form an operational framework for a comprehensive national referral
system.
The committee will continue the policy development work initiated by the Project
staff members and stakeholders.

Challenges and future developments

10.2. Capacitating of the Association for Witness and
Victim Support
The WVS offices in courts are supported by a network of more than 200 volunteers,
members of the Association for Witness and Victim Support. The Association is relatively newly established non-governmental organization. It has been created for the
sole purpose of supporting the work of WVS offices in courts. Over the years and owing
to very good results of the WVS offices’ work, judges became more and more appreciative of the existence of a victim-oriented support system. However, for that system
to become sustainable UNDP will support policy work of the committee, which will
lead to signing of the agreement between the Ministry of Justice, Supreme Court and
the Association, thus making the Association accredited partner and national service
provider for the criminal justice system. The national strategy should therefore recognize the Association as the main partner in support provision while other NGOs will
be encouraged and approached by the Association to cooperate in specific areas of
work.
Taking into account positive developments led by the Government – establishment
of the committee and of the Sector for Witness and Victim Support – clearly indicating
a shift from single to multiagency approach, the Association should, in its future work,
follow the same direction. This means that, in the future, the Association will have to
be capacitated to assume the role of service provider for other agencies that victim
encounters throughout the process – i.e. from the moment the crime is reported, prior
to, during and after the trial – such as police, health care and social services. Well targeted training activities will enable key Association members to produce high quality
annual plans and strategic documents and will also help them in identifying priorities,
allocating resources and developing human capacities and skills necessary for fulfilling
the Association’s expanding role.

10.3. Development of referral system
Non-governmental organizations are an integral part of the WVS referral system. Currently available data on NGOs is obtained from two research studies: Capacity assessment of existing nongovernmental organizations providing help/support to victims of
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criminal offences in the Republic of Croatia conducted by UNDP Croatia in March 2009
and NGOs providing specialized services to women victims of violence as key stakeholders
of democratization of society 111 conducted by NGO Women’s Room Zagreb in 2010.
According to the research results, organizations providing support are not numerous
and 1/3 of organizations are located in Zagreb. However, three additional support offices were opened last year and opening of further three is planned in near future,
meaning that support offices in courts will be operational in 2/3 of the Country. To
make their work more efficient and to optimize service provision the data will have to
be updated.
Furthermore, taking into account special needs of vulnerable categories of victims, it
is also necessary to assess the capacities of health care centres, social welfare centres
and family centres. A mapping exercise will therefore be conducted to assess the mandate, the role, governance structures, and capacity of relevant institutions/organizations active in Croatia as well as identify partnership opportunities with the Ministry
of Justice and the Association.

10.4. Widening access to information
So far development of the WVS system was mainly focused on providing support in
courts. Witnesses have used available services provided by WVS office staff and volunteers, not only in courts but also by telephone. People who do not have access to
other communication channels (Internet) or simply prefer telephone communication
are more than eager to call and to find out information relevant for the upcoming
court hearing. The nature of conversation differs from user to user, but more than 8,000
callers seeking advice are a proof enough that a telephone line is a necessary toll for
communicating with victims and witnesses. The phone calls have been placed directly
to the WVS offices in courts and were not free of charge. However, majority of callers
were witnesses from the piloted seven county court areas, as they received the info
about the telephone number of the respective WVS office together with the court
summons.

111 http://www.zenskasoba.hr/docs/OCD_i_kljucni_akteri.pdf

Challenges and future developments

In order to ensure access to information nationwide, introduction of a WVS information
centre as well as a national telephone line was initiated and will be carried out in the
course of the 3rd phase of the Project. That would clearly represent a step forward towards integrated WVS model. This integrated model should unite provision of assistance and guidance for victims from the moment when the crime was committed
and prior to, during and after the court procedure. Together with development of the
national strategy and corresponding action plans and guidelines, a common toll free
line would be a step in that direction and catalyst of a consolidated victim-oriented
approach in the country. The Project foresees building of the Customer Relationship
Management (CRM) system for the call centre. Also, the call centre will be adequately
equipped, and telephone operators (volunteers of the Association) will receive adequate training. Ministry of Justice will provide premises and a telephone line necessary
for functioning of the call centre. In addition to the call centre, the Project plans to create a user friendly web site, outside the web pages of the Ministry of Justice, containing
all relevant information that could be of use for victims of crime. This type of an online information centre is, among other things, convenient for victims that are not yet
ready to talk about their trauma and want to privately read the available information.
The web site should contain as much information as possible, but this information has
to be composed in a way to allow a victim to easily navigate the website. For this purpose, all relevant data (legislation, knowledge products, etc) will be collected. Also, a
step-by-step on-line guide for victims and witnesses will be produced. Using this guide
on the WVS web-site, victims and witnesses will be able to get a whole range of information: from what to do when the crime occurs to where they can seek additional
professional help, support and assistance. This will represent a significant step forward
in bringing service closer to the citizens especially taking into account fast growing
usage of smart phones and other modern technologies which allow citizens a quick
access to information from every corner of the world.
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11. Conclusion
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When UNDP first raised the idea of witness support offices, Croatian judges were
sceptical, fearing interference in their own work. Today, however, they are among
the system’s biggest advocates.112 As a result of positive experience and based on
the feedback from witnesses and victims on WVS office support provision, judges
gradually started to appreciate new services, finding WVS offices useful for their
day-to-day work. They cite a reduction in the number of proceedings that are delayed because witnesses fail to appear in court; an increase in the number of particularly vulnerable victims who decide to report crimes and give evidence; and a
rising number of victims and witnesses who are willing to testify.113

112 Strengthening of the Witness/Victim Support System in Croatia, Final Project Evaluation Report. (2012). UNDP. p.46.
113 Ibid
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Under the leadership of UNDP and the Ministry of Justice, the Project successfully
introduced a new policy aimed at supporting witnesses and victims during their
participation in criminal proceedings. It also facilitated the integration of the witness and victim support function into the Croatian court administrative service
thus achieving the overall objective of strengthening the criminal justice system
in Croatia. The success was due to the development of relevant capacities and the
acquisition of knowledge vital to stakeholders’ ability to assume full responsibility
for the management of the witness and victim support programme. Through the
advocacy and advisory activities of all stakeholders, witness and victim support
issues gained prominence and were recognized as national priorities in the Croatian Government’s efforts to fulfil requirements for the EU Accession.
The costs of creating the witness and victim support system in courts have been
modest. The seven offices were set up on a budget of under USD1.1 million, with
funding from UNDP, the Kingdom of the Netherlands, the Millennium Development Goals Achievement Fund (MDG-F), the Bureau for Crisis Prevention and Recovery (BCPR), the USA, and the Organization for Security and Co-operation in
Europe (OSCE).114
UNDP will continue to work on regional initiative for development of witness and
victim support systems in Southeast Europe (Croatia, Bosnia and Herzegovina,
Montenegro, Serbia and the Former Yugoslav Republic of Macedonia). UNDP Regional Centre for Europe and the CIS will support this sub-regional initiative in
capturing lessons learned and good practices to ensure knowledge generation,
East-East collaboration, and enhance mutual collaboration among UNDP offices
in the region and beyond.

114 Source: http://www.undp.hr/show.jsp?page=86296
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