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MISSION STATEMENT

“Acting as the national contact 
point for victims of crime; 
enhancing a holistic approach 
towards needs and support for a 
better quality of life.

Helping victims find their voice 
and become survivors!”
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2021 marks the year when the Victim Support Agency became fully 
operational. Established through a subsidiary legislation {LN418/2020), 
it fulfils the obligations to assist persons falling victims of a crime. This 
practice is carried out through the delivery of support services set 
under one roof, resulting into a one stop shop for service users. This 
has generated interest amongst the Agency’s peers in Europe, some 
declaring it as a role model to follow across the European Union. 

Thanks to its multidisciplinary team, the Agency can provide service 
users with updated information, legal guidance and emotional support 
services which are meant to help them out in overcoming their traumatic 
experiences. The agency does also provide for follow up actions, such 
as notifications to Service Users on the release date from custody of 
former offenders. Furthermore, the agency’s approach tends to promote 
collaboration with other public and non-public entities working in the 
field of victims support services as a means to raise awareness and 
advocate towards Victims Rights’ while encourage others to report a 
crime without any hesitation. 

Reaching out to Victims of Crime remains one of the Agency’s prime 
objectives. Due investment was carried out by the end of year with the 
inauguration of the first regional victim support center. More initiatives 
are to follow during the forthcoming year as to ascertain that Service 
Users’ accessibility and protection remain intact.

My deepest thanks and appreciation go out to the VSA Board members 
and officers engaged or assigned with the VSA and also those individuals, 
professionals and entities who worked close with the agency towards a 
holistic service delivery. 

May I also take this opportunity to thank the Ministry for Home Affairs, 
National Security and Law Enforcement for the administrative support 
expressed throughout this year.

WELCOMING NOTE

Mr. Brian Farrugia
Chairperson & CEO
Victim Support Agency
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BOARD OF GOVERNORS
The Victim Support Agency’s Board of Governors was established in 
terms of Legal Notice 418 of 2020 with the primary aim of setting out 
polices to be pursued by the Agency.  The Board is currently constituted 
of the Chairperson, four professional members with a background in 
Social Profession, Law and Police and the Secretary to the Board. The 
Board meets on a regular basis at least once every two months or more 
often as necessary. 

As the first Board of Governors, it has witnessed the Agency evolving 
from its infancy to a fully-fledged operational one employing a multi-
disciplinary team dedicated to assisting persons falling victims of crime.  
In 2021 the Agency moved to its own new premises while continuing 
with the restructuring and engagement of new staff and professionals. It 
also absorbed staff from the Hate Crime Unit and Members of the Police 
Force with the Agency. 

Apart from this, the Agency had its own firsts: the creation of its logo, 
website, and social media pages amongst others which provide regular 
updates of the Agency’s operations. Moreover, during the year, the Victim 
Support Agency was also present in the media. In fact, the Chief Executive 
Officer and his staff have appeared on local television and published 
several articles on local newspapers. During the Christmas period, the 
Agency has also launched an informative video and campaign on social 
media about the help and services available to persons falling victims of 
a crime.  The Board also gave its input in deciding and developing the 
Agency’s own Mission and Vision Statements which are published on its 
website. 

In 2021, the Board of Governors approved the Victim Support Agency’s 
Manual of Policies and Procedures to ensure that the Agency provides 
a professional and good quality service.  The Victim Support Agency 
has signed an MoU with the Department for Probation and Parole and a 
Declaration of Intent with Legal Aid Malta to enhance cooperation with 
these entities.  The Board also felt that an amendment to Legal Notice 
418 of 2020 was necessary for the purpose of safeguarding the exchange 
of personal details between the competent authorities. Eventually, this 
amendment came into force. 

With regards to Policy Development, the Victim Support Agency’s Board 
of Governors is often invited to provide its feedback on new proposed 
legislation which will have an impact on primarily the persons falling 
victims of a crime and/or the Agency’s functions. In fact, the Board was 
invited by the Ministry for Home Affairs, National Authority and Law 
Enforcement to discuss and gave its position on the White Paper/Public 
Consultation on new legislation which introduces the use of electronic 
monitoring. The Board also gave feedback on the Cannabis Legislation Bill. 
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It was of great satisfaction for the Board of Governors to see the opening 
and setting up of the Agency’s first Victim Regional Centre in Santa 
Lucija which was possible with the cooperation of the Santa Lucija Local 
Council through the signing of a MoU with the Agency. Through such 
Regional Centre, the Agency will be able to be nearer to the community 
and to be able to reach more people through its services. 

The Victim Support Agency’s Board of Governors is looking forward to 
continuing working towards supporting and empowering those persons 
who fall victims of crime. The Agency has established a good foundation 
to keep on providing an excellent service and to help the victims in 
finding their voice and truly become survivors. The Agency and the 
Board encourages persons who fall victims of a crime to approach the 
Victim Support Agency and seek the necessary support. 

Dr Denise Frendo Ms Kylie Damato

Mr Jeremy Camilleri Insp. Sylvana Gafa
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GETTING TO KNOW THE VSA
Back in time, there were always victims of crime, but they did experience 
an environment lacking from any sense of sensitivity nor support towards 
understanding the effects brought about on victims by the crime itself. 
Focus was primarily set on investigating the crime and bringing the 
offender to justice.

Victims have the right to be protected and recognised, treated with 
respect, dignity and sensitivity. Victims need to be understood and 
informed on their case and any subsequent judicial proceedings while 
being provided with adequate support to help them overcome any 
possible trauma that may originate from the crime per se. Moreover, it is 
essential that the privacy of the victim is safeguarded and the necessary 
follow up is carried out in order to ascertain that the victim restores back 
his/her former quality of life. 

1.1 Who may exercise victims’ rights?

Crime has no borders, and anybody can fall victim of a crime. By way 
of definition, article 2 of chapter 539 (Victims of Crime Act), defines a 
victim as an individual person who may have suffered physical and/or 
psychological harm because of a crime. 

Crime victimisation may lead to lack of sleep, anxiety, fear, anger, self-
isolation and depression amongst others. It is always advised for victims 
to seek help from friends, family members and professionals such as 
resorting to the Victim Support Agency in Malta. 

1.2 The Victim Support Agency (VSA)

All over Europe victim support services tend to provide for individual 
support to victim of crime and advocate towards victim’s rights. 
Throughout this report we shall explain further on how this agency set 
up its structure and commenced its operation within the span of a couple 
of months. 

Prior to the establishment of the VSA, there has been a dedicated unit 
focusing on Hate Crime and Hate Speech, known as the Hate Crime & Hate 
Speech Unit. The new agency took on board the role and responsibilities 
of the Hate Crime and hate Speech Unit, including the integration of its 
employees within the newly established VSA structure. These officers 
were trained and upskilled to serve within the newly established agency. 
Soon after, the agency’s multidisciplinary team started forming up with 
the assistance of the Department for Probation and Parole and the Malta 
Police Force.

The VSA Wages and Salary structure was essential to recruit new staff 
on board and this three (3) year plan was approved by the beginning 
of 2021, enabling the agency to set up its Internal Capacity Structure as 
can be seen in the organigram set hereunder. 
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1.3 The Internal Capacity Structure

Policy decisions are executed by the VSA Board of Governors in 
consultation with different professionals engaged with the VSA. The VSA 
Board is appointed by the Minister from amongst professionals with a 
background in social profession, law, and police. The Chairperson does 
also act as the CEO for the agency, enabling the pursuing of adopted 
policies by the board without any undue delay. 

The Agency is then split up in two important units, knowns as the Services 
Unit and the Strategy & Support Unit. All units are led by a Head or a 
Senior Executive and all units work together to ascertain that the day-to-
day running of the agency is smooth and effective.

• The Services Unit focus on the core services relating to information, 
legal guidance, and emotional support.

• The Strategy and Support Unit focus on the administration & ICT, 
policy development and programme implementation.

1.3.1 - The Services Unit

a) Information

The Police Victim Support Unit (VSU) aims to minimize the adverse 
emotional and psychological strains experienced by victims of crime 
while catering for various police obligations emanating from the Victims 
of Crime Act, Chapter 539 of the Laws of Malta.

While forming part of the Agency’s multidisciplinary team, the Police 
Victim Support Unit acts as a single point of contact for victims of crime 
after lodging a police report by offering victims regular follow-ups and 
information on their reports. Depending on the nature and severity of 
the case, the VSU also facilitates referrals to other specialised support 
services, both to government and non-governmental agencies. It is also 
responsible for implementing tools and procedures targeted at helping 
police officers to provide for the minimum standards on the rights, 
support, and protection to victims of crime, by delivering ongoing 
training on victim-cantered practices.  

CEO

Services

INFO Legal

Strategy

Emotional
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b) Victim Liaison Officer 

Since April 2021, the Victim Support Agency has been providing a 
service whereby victims of crime continue to be updated, if they so 
wish, with information about their case up to and including when their 
perpetrator terminates his sentence and is released from prison. This 
service is offered with the support of officers at Correction Services 
Agency and the Police.

The Victim Liaison Officer assigned to the VSA by the Department for 
Probation and Parole, identified victims whose perpetrator was due to 
complete his/her prison sentence. Of these, 98 victims accepted the 
service being offered and feedback obtained indicates that the victims 
were very appreciative for the update. Some other victims stated that 
they had put the crime behind them and consider the case to be closed 
and did not wish to receive further updates. This is positive news – 
knowing that these victims have been able to regain their former life 
and put the criminal episode behind them.

c) Emotional Support 

Emotional Support is essential to encourage, reassure and demonstrate 
compassion with Victims of Crime. The emotional support team is made 
up of individuals graduated in the psychosocial field.  This team provides 
a maximum of 20 emotional support sessions to each service user who 
have experienced trauma mainly due to a direct or indirect encounter 
with a criminal offence.  Such sessions help restore their lost identity, 
boost their self-esteem, and aim at improving an overall of quality of life. 

An ‘Intake Assessment’ is used by the case officers in order to build 
up a better understanding of the traumatic experience suffered. The 
collection of information is essential at this stage to address the needs 
of the service user and develop a care plan. The aim of the care plan is to 
tackle the needs of the service user and adopt an initial short-term plan 
(up to three months), followed up by a long term (up to six months).  The 
care plan may be terminated at any time by the Service User and can be 
reactivated once they reach out again for the service.

The VSA offices in Valletta and the Victim Support Centre in St. Lucia, are 
both designed to provide for therapy rooms. The latter is located outside 
Valletta to reach out more service users and closer to their homes. It is 
planned that by end 2022, another centre is inaugurated in Gozo. 

d) Legal Guidance

The Victims of a crime have the right to be informed, understand and 
voice themselves through the criminal proceedings. The legal guidance 
offered by the agency provide the service user with an informed decision, 
especially on what is expected in court and in those circumstances where 
victims of crime do not own the financial means to get the services of a 
lawyer the VSA legal adviser prepares a referral to the Legal Aid Agency 
for the eventual legal representation in court.
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The VSA legal services may also resort to the the drafting of official 
complaints to the police (also known as ‘Kwerela’) in order to facilitate 
reporting to the Police and the eventual investigation. Mostly this is used 
in cases of hate crime and hate speech but of course, can be used in all cases.

Besides the services offered to Service Users, the legal professional does 
also advice the agency per se, on policy making and legal representation 
whenever deemed necessary.

e) Referrals

The Victim Support Agency promotes a multidisciplinary and a 
multiagency approach to maintain the holistic wellbeing of victims whilst 
ensuring the continuity of the services on offer.

This is carried out with different public and non-public entities working 
in the field of Victim Support.

In general, bilateral cooperation initiatives are sealed by an agreement 
and throughout 2021, the VSA signed the following agreements which 
are all aimed at the exchange of support services, training and sharing 
of expertise.

I. Memorandum of Understanding with the Malta 
Police Force signed on 6th of April. This agreement 
provides for the assignment of members or 
employees of the Malta Police Force from the 
police Victim Support Unit to the Victim Support 
Agency.

II. Declaration of Cooperation with the Legal Aid 
Agency signed on 9th September 2021 providing 
for the formal adoption of a common referral 
system for service users in need of legal guidance 
or legal representation in Court.

III. Memorandum of Understanding 
signed on the 6th of October 2021 with 
the Santa Lucija Local Council. Thanks to 
this agreement, the agency is granted 
access and use of a dedicated space to be 
used as a regional victim of crime support 
centre for the southern part of the island.
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IV. Memorandum of Understanding signed with the 
Department for Probation and Parole on the 9th of 
December 2021 confirming the assignment of a Victim 
liaison officer from the Department of Probation and 
Parole to the Victim Support Agency.

Besides the above-mentioned agreements, the Victim Support Agency 
held various discussions with other entities and have progressed in 
concluding more agreements for the benefit of Victims of Crime by 
2022.

1.3.2 - The Strategy and Support Unit

The strategy and support unit has been established with the main 
purpose to support the operations and future development of the 
agency in the years to come. It is specifically made up of Public 
Officers working on administration, information and communication 
technology, research, and support officers.

a) Administration

Some of the key challenges experienced throughout 2021, relate 
to the setup of a new agency. During the first semester of 2021, the 
agency moved into new office which was refurbished in a way to 
provide for a welcoming and safe environment to Victims of Crime. 
Secondly, due investment was carried out to strengthen the agency’s 
internal capacity through the recruitment of new professional and the 
procurement of services.

Furthermore, a data management system 
was developed, and a new website 
was commissioned, providing for more 
information to Victims of Crime.

The administration team is made up of public 
officers responsible for the day to day running 
of the agency, including front office desk, 
finance, procurement, and human resources. 

b) Policy development and programme implementation 

Policy plays a key role in shaping the culture of the agency and in 
reaching the objectives of the agency in a more effective manner. 

In the last quarter of 2021, this team focused on the drafting of several 
Memoranda of Understanding, set up Standards of Procedures and put 
its focus on raising awareness and advocacy in support of victims’ rights.
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Additionally, the unit was instrumental in representing the agency’s 
position in EU Commission Working Parties and International Working 
Groups, especially within the platform as offered by the Victim Support Europe.

One important function of this team remains the collection and validation 
of statistics. This is essential for the agency in making informed decisions, 
to evaluate, discover, and understand deeper on how people and the 
community are changing and therefore enabling the improvement of 
services. 

As a department it is ensured that the budgetary measures are being 
monitored and goals are being met. Under BM 306, the Agency made 
a commitment to increase its staff capacity and reach out to Victims 
through the establishment of Victim Support Centres in Malta and Gozo. 

1.3.3 Victim Support Europe

The Victim Support Agency 
became an associate member 
of Victim Support Europe. Victim 
Support Europe is a global 
organization that fights for and 
educates the public and decision-
makers about the needs of crime 
victims. Since then, the VSA has 
had the chance to attend a few 
trainings as well as offer trainings and presentations on their platform. 
Being a member of Victim Support Europe allows the VSA to expand its 
expertise and network.

1.3.4 EU Legislation

The Victim Support Agency is following closely the implementation of 
the Victims Right Directive (VRD) in Malta as well as the development of 
any potential new legislation addressing hate crime, i.e. expanding the 
list of EU offences to include hate speech and hate crime. 

1.3.5 EU Projects

The Victim Support Agency had the opportunity to attend 
an online 2-day train the trainer training concerning 
victims of terrorism called the EU Centre of Expertise 
for Victims of Terrorism (EUCVT). EUCVT equipped 
its participants to be able to offer training in their 
respective countries. The VSA in Malta managed to carry 
out  a national training program over  the span of 2 days 
with local representatives from governmental and non-governmental 
organisations in order to increase more awareness concerning terrorism, 
victims’ rights as well as the appropriate measures, which should be taken 
in order to support victims in such scenarios. The VSA in collaboration 
with VSE also formulated a local handbook for victims of terrorism which 
can be utilized, as a form of reference should this be needed. 
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Additionally, The Victim Support Agency is working with two other entities 
on a resubmission of an EU Project Proposal to combat hate crime and 
hate speech. The agencies’ goal is to promote more awareness about 
hate crime among students and adults, such programs help both the 
agency and the community.
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The reception area at the
Victim Support Agency
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MAIN HIGHLIGHTS FOR 2021
Services

Total Number of Service Users reached 1,117.00 

Local 987

Foreign 147

Total Number of Cases closed 866

No. of users provided with Emotional Support 158

No. of users provided information by police - 
Victim Support 353

No. of users notified by the Victim Liaison Officers 84

No of users in receipt of legal guidance 41

Total Number of Official Complaints (Kwerela) 
filed to the police 13

No. of Victim Support Facilities inaugurated 2
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Training & Outreach

No. of Media/Press Outreach 13

No. of training courses and information 
sessions provided to 3rd parties 1

No. of training provided to staff 6
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Case Study – VSA Service

A 59-year-old female (DV Victim) was referred to the Victim Support 
Agency for emotional support. The Service User (i.e. the victim) 
reported that she was physically abused by her 30-year-old son.  
Her psychological and emotional well-being were highly impacted 
by this trauma.  In fact, she was experiencing mainly lack of sleep, 
eating disorder, crying for no apparent reason, flashbacks, and 
nightmares.  She described her son as an impulsive man who does 
not think before he acts.  Her social aspect was also influenced since 
she started isolating herself resorting to alcohol and abandoning 
her hobbies.  Subsequently, she began suffering from low self-
esteem and ended up unemployed.

Several sessions were conducted within a period of six months.  The 
mother was initially assessed, and her psychosocial needs were 
evaluated and included in a care plan.  This care plan provided 
for a plan of action and desired goals.  As a result, the VSA Case 
Officer managed to:

1. Integrate the client back in the community by joining a support 
group.

2. Encouraged her to active by returning to her hobbies and 
recommended to contact friends and spend time together. 

3. Restarted searching for employment.

4. Referred the service user to specialized organizations in order 
to tackle her alcohol problem.

5. Boosted her self-esteem by adopting self-care techniques.

Lessons Learned

Through emotional support sessions the service user was able to:

1. Restore her former quality of life and self-esteem.

2. Referred someone else who was going through a similar 
experience.

3. Provided her testimony in court order to empower others who 
might be experiencing abuse.

4. Was able to return to work.  

5. Felt empowered not to resort to antidepressants but started 
receiving treatment for her alcohol issue.
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One of our therapy rooms
 at theVictim Support Agency
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FINANCIAL SUMMARY
The Victim Support Agency is financed through a government subvention 
under MHSE Vote 6036 – Contribution to Government Entities. The 
total amount of funds allocated to the Victim Support Agency in 2021 
amounted to €300,000.

The following charts predicts the level of expenditure encountered 
throughout 2021:
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VSA staff during a
Team Building session.
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WAY FORWARD 2022
Within the spirit and principles of the Victim Support Directive, the 
Victims of Crime Act and the Victim Support Agency (Establishment) 
Order, throughout 2022, the Victim Support Agency shall continue:

1.  To raise awareness and advocating for Victims Rights. The Agency 
must increase its current commitments towards a preventive 
approach while reaching out to Victims to help them feel safe, 
process their traumatic experience and restore their former quality 
of life.

2.  Acting as the National Contact Point for Victims of Crime through 
the establishment of an effective referral system amongst different 
Governmental & Non-Governmental bodies, making specialized 
services, particularly public funded services, easily accessible to 
service users.

3.  Strengthening the internal staff capacity, promoting a 
multidisciplinary workforce to maintain the wellbeing of victims 
whilst ensuring continuity of services. 

4.  Increase participation at the local and international level on policy 
development in relation to Victims’ of Crime Rights.

5.  Promote and participate in new projects for the implementation of 
new projects aims at supporting the quality of life for victims of 
crime.

VSA staff during a
Team Building session.
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