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Welcome from Patron 

Crime Victims Helpline has been providing a service to victims of crime in Ireland for more than ten 

years now. It is encouraging to be able to say that over that period there have been some significant 

changes in the criminal justice system that have benefitted victims of crime. Victim Support Europe 

deserves immense credit for the development and adoption of the EU Victims’ Rights Directive in 

2012. As mentioned elsewhere in this report, it is a major disappointment that the Directive has not 

yet been transposed into Irish law as was required in November 2015. 

Nevertheless, several changes have come about which bring the justice system more in line with the 

provisions of the Directive. For example, the establishment of the Garda Victim Service Offices in all 

areas of the country has meant that victims of crime can now directly and immediately make contact 

with An Garda Síochána to obtain information about the progress of their case. Ten years ago this 

was a very big difficulty for many callers to the Helpline and it has made an enormous difference to 

the experience of many crime victims.  

Another positive change is the possibility for victims of crime to inform the court of the effects that 

the crime has had on them and their families by means of a victim impact statement. Up to a few 

years ago, victim impact statements were restricted to homicide and sexual violence cases. For many 

victims of crime, the ability to speak to the court about the emotional and physical effects of crime 

brings a sense of inclusion in the process that had been largely absent in the past.   

For many people, the experience of being a victim of crime is difficult, stressful and sometimes life-

changing. The physical, emotional and financial effects of being a victim of crime are recounted daily 

on our helpline to our volunteers. I would like to express gratitude to the staff of the helpline, and to 

the volunteers who reach out to people who are experiencing difficulties as a result of crime. Their 

ability to listen, to empathise and to understand is for many callers the first time that they feel they 

have been really heard and understood.    

We appreciate the support of the Department of Justice, the Commission for the Support of Victims 

of Crime, and the Dormant Accounts Fund.   

 
Gillian Hussey 
Retired Judge of the District Court 
Patron of Crime Victims Helpline 
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Message from the Executive Director 

2016 was a busy year for the Crime Victims Helpline (CVH). Much of the focus was on keeping up 

with a 40% increase in the number of incoming calls. Maintaining the quality of our services in the 

face of the increase was a priority. We updated our phone system, doubled the number of phone 

lines and welcomed new volunteers to the helpline team.  

The work of the Crime Victims Helpline is only possible because of the incredible dedication of our 

volunteers. Coming from all walks of life, our volunteers undergo intensive training and observation 

in preparation for being on the line. Most then dedicate two to three hours a week to answering 

calls—I will never be able to thank them enough.  I would also like to express my gratitude to the 

Board of Directors for their support throughout the year. They give freely of their time in overseeing 

the overall direction and governance of the Crime Victims Helpline. CVH is very lucky to avail of their 

wisdom and expertise. 

It was disappointing that 2016 came and went without the transposition of EU Directive 2012/29/EU 

for the Standards on the Rights, Support and Protection of Victims of Crime into Irish law. Despite 

the lack of legislation, victims can still claim their rights under the Directive. However, domestic 

legislation is sorely needed in order to clarify responsibilities and ease victims’ access to their rights. 

For too long victims have been marginalised in the criminal justice system. It is time for victims’ 

rights to be protected in Irish law. 

In light of the lack of legislation, it has been encouraging to see the proactive changes taken by An 

Garda Siochana, the Director of Public  Prosecutions and others in the criminal justice system in 

response to the EU Directive. Garda Victim Service Offices, established in 2015, have become a vital 

resource for victims seeking information about the status of a criminal investigation and other 

related concerns. In 2016, CVH referred nearly 500 victims to Garda Victim Service Offices 

throughout Ireland.  The Director of Public Prosecutions and An Garda Siochana have put into place 

procedures for victims and family members of deceased victims to request a reason for a decision 

not to prosecute a case as well as a review of the decision. These are very welcome changes. 

The Dormant Accounts Fund has been a generous supporter of the Crime Victims Helpline for a 

number of years. The projects funded by their grant have provided us with the opportunities to raise 

awareness of our services as well as improve and increase victims of crime access to information 

about the criminal justice system and the resources available to them. We are very grateful for their 

support. The Victims of Crime Office provides the funding that makes the day-to-day work of the 

Crime Victims Helpline possible. I would like to extend my thanks to everyone in the office for their 

support. CVH audited financial accounts for 2016 are available on our website at 

crimevictimshelpline.ie. 

And finally, thank you to our Patron, retired Judge Gillian Hussey, for dedicating another year of her 

time and reputation in the service of victims of crime.   

 

 

Michele Puckhaber 

Executive Director 
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About Crime Victims Helpline 

The national Crime Victims Helpline, Freephone 116 006, is a listening and support service for 

victims of crime in Ireland. Our aim is to support, inform and listen to victims of crime and all 

those impacted by crime. We provide time and space for victims to talk about their experiences 

and provide information about the criminal justice system and referrals to other resources. 

Crimevictimshelpline.ie contains extensive information regarding the impact of crime on victims 

as well as information about the criminal justice system and other services that assist victims of 

crime. We are active on Facebook @CVHIreland and Twitter at @CrimeVictimLine. 

 

Highlights of 2016 

Meeting of 116 006 Helplines 

The European Union has set aside the number “116 006” to be used for victims of crime to 

access information and support in member states. Ireland was one of the first countries to begin 

using the 116 006 number. In May, there was a gathering in Prague of representatives from all 

of the EU countries using 116 006—Austria, Croatia, Czech Republic, Denmark, Germany, 

Ireland, Netherlands, and Portugal.  It was an invaluable two days of exploring best practices 

and learning from one another’s successes and challenges.    

 

 

Garda Victim Service Office Eastern Region Seminar 

 The Crime Victims Helpline was pleased to attend the Garda  
 Victim Service Office (GVSO) Eastern Region Seminar. Organised 
 by Superintendent Ian Lackey (pictured), it was a great 
 opportunity to  meet with the Gardaí and civilians who staff the 
 GVSOs in the Eastern Region (Kildare, Wicklow, Westmeath, 
 Meath, Laois, and Offaly). 
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Launch of “I am Stronger than the Crime” Awareness Campaign 

The “I Am Stronger than the Crime” Awareness Campaign ran in newspapers across Ireland. The 

campaign was designed to appeal to a wide demographic and encourage all people impacted by 

crime to reach out for information and support. 
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 VHI Mini-Marathon 

CVH was pleased to be represented at the VHI Women’s Mini-Marathon again in 2016. It was a 

such a thrill to be participating with so many other vital and worthy charitable organisations. 

 

 

 

 

Over 50s Expo  

The Over 50s Expo at the RDS in Dublin was a great  
weekend of chatting with people and getting the  
word out about CVH. We had a special focus on 
recruiting volunteers and we were very lucky to have 
three new volunteers join our team as a result of the 
Expo.   

 
 

Better Together Video Competition Win 

A short video featuring our volunteers highlighting the services provided by CVH was entered 

into The Wheel’s “Better Together” Competition and we were absolutely delighted to win in our 

category. It was very gratifying to have the excellent work of those involved in the creation of 

the video acknowledged.  
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Crime Victims Helpline Video in Cinemas 

A video highlighting the services provided by CVH was played in cinemas across Ireland 

throughout 2016. Running before films, the short clip features CVH volunteers and encourages 

victims of crime to contact us if they are in need of support or information. 

 

 

   

 

 

 

Victims’ Rights Alliance 

CVH joined the Victims’ Rights Alliance (VRA). The VRA is a coalition of victim support 

organisations that have come together to advocate for the implementation of the EU Victims’ 

Rights Directive in Ireland. 
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2016 Statistics 

2016 was a busy year for the Crime Victims Helpline. The number of incoming calls increased by 

40%. In 2015 there were 1,230 incoming calls and that rose to 1,720 in 2016.  Overall, there 

were over 4,100 contacts with service users over phone, email, text and post. 

Most of the contacts, 85%, came directly from victims of crime with the remaining coming from 

friends, family, Gardaí and other service providers such as social workers and counsellors. 41% 

of service users were male and 59% were female. This is an important improvement in gender 

balance over 2015 when 36% of service users were male.  

40% of contacts were with people whose primary purpose for contacting CVH was for emotional 

support, 28% were seeking information about the Criminal Justice System, and 14% were 

looking for information and referrals to specialised or local support services.  One of the services  

provided by CVH is a follow-up contact to people who would like to hear back from us to see 

how they are doing. 11% of contacts in 2016 were follow-up calls. The remaining service users 

were looking for information about compensation; had on-going safety concerns; or wanted 

guidance on how to help children who were victims or witness to crime. Most of the contacts 

touch upon multiple areas and these statistics only capture the primary purpose of the contact 

as determined by the CVH volunteer or staff member. 

The majority of service users came from County Dublin followed by County Wicklow and County 

Sligo. Overall the location of our service users roughly correlates to the population sizes of 

counties however, Cork and Kildare are notably underrepresented. 

Consistent with previous years, in 2016 assault was the most common crime impacting service 

users followed by harassment and burglary. 

Crime Percentage of Contacts 

Assault 34% 

Harassment 18% 

Burglary/Aggravated Burglary 15% 

Criminal Damage 5% 

Theft 5% 

Child Abuse (Historical) 4% 

Fraud 4% 

Rape/Sexual Assault 4% 

Antisocial Behaviour 3% 

Other 3% 

Car Theft 2% 

Road Accident 2% 

Homicide/Manslaughter 2% 

Threats to Life 2% 
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40% Increase in Incoming Calls  

 

 

Emotional Support and 

Information about the Criminal 

Justice System the Primary Purpose 

for Contact with CVH 

 

5% increase in percentage  
of men contacting CVH 
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County Percentage of 
CVH Contacts 

Percentage of 
ROI Population 

Dublin 40% 29% 

Wicklow 14% 3% 

Cork 5% 11.5% 

Sligo 5% 1% 

Galway 4% 5.5% 

Donegal 3% 3% 

Louth 3% 3% 

Wexford 3% 3% 

Limerick 2.5% 4% 

Meath 2.5% 4% 

Cavan 2% 2% 

Longford 2% 1% 

Mayo 2% 3% 

Waterford 2% 2% 

Kerry 1.5% 3% 

Kildare 1.5% 5% 

Laois 1.5% 2% 

Tipperary 1.5% 3% 

Clare 1% 2.5% 

Kilkenny 1% 2% 

Monaghan 1% 1% 

Roscommon 1% 1% 

Westmeath 1% 2% 

Carlow <1% 1% 

Leitrim <1% <1% 

Offaly <1% 2% 
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Board of Directors  

Eileen Brady, Secretary 

Tony Hickey 

Gillian Hussey (Retired 2017) 

Naoise Kelly 

Maeve Ryan 

Simon Treanor 

Michael Tyndall  

Paul Williams (Appointed 2016) 

 

Staff  

Michele Puckhaber – Executive Director 

Marie Murray – Helpline Support Worker 

Robert Wright–  Helpline and Social Media Assistant 
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Crime Victims Helpline is funded by the Commission for the Support of Victims 
of Crime and the Dormant Accounts Fund. 

 

    

 

 

  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

The Crime Victims Helpline is a registered charity (number 16894) 

and a company limited by guarantee (number 409235). 

Our registered office is 6-7 Hanover Street East, Dublin 2. 

 


