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Victim Sensitive Communication

Destined to Law Enforcement Professionals

Victims of hate crime and extremism may feel overwhelmed, distrustful or
distressed. From the first contact, the way you communicate sets the direction of
the interaction and affects cooperation and case outcomes.

Demonstrate respect

Introduce yourself and your role Avoid assumptions or generalisations
Ask how the person wants to be Acknowledge the seriousness of the
addressed incident

Let them speak without interruption

Respect is communicated through behaviour and language. If people feel
respected, they are more likely to engage, share information and cooperate.

Maintain control of the interaction

Keep your tone calm, steady and Do not interrupt or rush responses
neutral Avoid confrontational language
Slow down the pace of the interaction Do not engage in power struggles

Your behaviour influences how the situation evolves.



Keep communication clear

Avoid legal or technical terms Check understanding and repeat
Provide information in small, when needed
structured steps Focus on what the person needs to

know in each moment

Too much information can increase stress and confusion.

Create safety and predictability

Identify immediate risks Allow support persons where possible
Explain the process Provide a clear point of contact

Predictability reduces anxiety and improves cooperation.

Handle emotional responses

Accept emotional reactions without Do not pressure for details
judgement

Use active listening to show
understanding

Allow pauses and silence

Emotional stability supports reliable communication.

Provide information

Use written or translated materials if Clarify why questions are being asked

needed Provide updates when possible

Clear information reduces uncertainty and builds trust.

Limit re-traumatisation

Share information with the relevant Avoid unnecessary repetition of the
actors when appropriate story

Limiting repetition helps reduce stress.



Extra recommendation: Plain language

Plain language is a clear, concise and organised way of communicating, which is
designed to ensure maximum retention and understanding from the start. It
focuses on mobilising easy and clear language in a simplified structure.

Information accessibility vs “Dumbing down” the information

Find some tips below:

) Tailor the content to the reader’s needs and knowledge.

Use active verbs, avoiding, to the extent possible, passive voice.

Prioritise short sentences, clear heading and bullet-pointed.
information.

State the main points clearly and from the beginning. Outling, clearly,
‘/ what actions are required.

Plain language is regulated under the 1ISO24495-1:2023.

More information can be found here.
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