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Police and Crime Committee – Wednesday, 31 October 2018 
 

Transcript of Item 6 - Question and Answer Session with the Victims’ Commissioner  
for London 

 

Steve O’Connell AM (Chairman):  For the main part of business today, again, welcome, Claire.  We are very 

keen to hear from you and about your work.  You have been in post 16 or 17 months or so.  We have had an 

informal meeting, which I spoke to you about, just to get some information from colleagues out there in the 

boroughs, and we have a range of questions for you.  I will take the first question, if I may. 

 

The appointment was made by the Mayor, part of which was to bring the victims’ voice to the table and give 

the ability of London’s victims to be heard at all levels and enhance the voice of the victims.  How are you 

doing that over these 16 months representing the voice of victims?  What have you done over those months, if 

I may ask? 

 

Claire Waxman (Victims’ Commissioner):  The first thing I did was I wanted to set up a Victims Reference 

Group because I have also set up a Victims Board which sits under the London Crime Reduction Board.  That 

Victims Board is made up of key stakeholders ranging from the police to the Crown Prosecution Service (CPS), 

Victim Support and the judiciary, to track that victims journey.  In order to make that Board successful, I 

wanted to set up a Victims Reference Group that sits underneath that.  That is made up of a range of different 

organisations that support victims directly and we have covered every cohort within that Victims Reference 

Group. 

 

Steve O’Connell AM (Chairman):  Practitioners, in essence? 

 

Claire Waxman (Victims’ Commissioner):  Yes, practitioners who have service users and victims who they 

work with on a daily basis so that I can hear the issues and what is happening on the ground and extract from 

that to identify the barriers and challenges that victims are facing when trying to access - if they want to - the 

justice process or when trying to access support services to help them cope and recover.  I have this Victims 

Reference Group that sits underneath the Victims Board that I meet quarterly. 

 

That is not the only victim engagement work that I do.  I meet very regularly with lots of different 

organisations that support victims.  I also meet with victims directly because they get in touch with me either 

via social media or via the office here at the Mayor’s Office for Policing and Crime (MOPAC).  I am constantly 

meeting victims.  For me, the most important part of that work is listening to what is happening on the ground 

and extracting the issues that they are facing and then working out which best way to channel that to make 

those improvements. 

 

Steve O’Connell AM (Chairman):  Typically, the victims are contacting you, by the sound, of it, are you 

going out to them or they are coming to you? 

 

Claire Waxman (Victims’ Commissioner):  They come to me.  I have gone to some victims.  I tend to meet 

with victims’ organisations and they bring victims along.  We do engagement through:  I have spoken at 

events.  I have spoken at small focus groups. 

 



 

 
 

Steve O’Connell AM (Chairman):  What sort of things are they asking of you when you are having the 

dialogue and exchange? 

 

Claire Waxman (Victims’ Commissioner):  It is what I am asking of them.  They are asking for help and 

support.  Unfortunately, in this role I cannot do casework and so I have to make that abundantly clear to 

victims. 

 

Steve O’Connell AM (Chairman):  You would refer that on, I assume? 

 

Claire Waxman (Victims’ Commissioner):  Yes, it is always about signposting and referring.  I do not 

physically do the casework.  As much as I would love to, it is not part of this role.  When I meet victims, I go 

through their journey to understand what the issue has been.  If they have wanted to access justice and report 

to police, what has their journey been throughout and what are those issues?  I am really taking those issues 

out.  Also, I am looking at, when they wanted to access support services, how easy it was to find the support 

service and, when they found that support service, whether it actually helped them to cope and recover.  Those 

are the key questions that I will ask victims when I meet them.  What they tell me from their experiences are 

often what has not worked and what they are struggling with. 

 

Steve O’Connell AM (Chairman):  You are hearing from them or their representatives or those groups? 

 

Claire Waxman (Victims’ Commissioner):  Yes. 

 

Steve O’Connell AM (Chairman):  I understand that.  Under the title “victims’ voice”, you are hearing their 

voice and they are coming to you. 

 

Claire Waxman (Victims’ Commissioner):  Yes. 

 

Steve O’Connell AM (Chairman):  What are you actually then doing for them? 

 

Claire Waxman (Victims’ Commissioner):  In a meeting, I will signpost them if they do not have the right 

help or support.  Then, the issues that they have come to me with, I have prioritised a lot of this because a lot 

of what I hear on the ground is victims struggling to access their rights and their entitlements through the 

Victims Code of Practice.  That Code, in my opinion, is toothless and is not working.  Therefore, a big piece of 

work that I am doing, which is ongoing still because it is a huge piece of work and I started it pretty much as 

soon as I came in, is to do the first review of the compliance with that Victims Code of Practice to understand 

how the justice agencies within that Code of Practice are adhering to it and delivering it and, if they are not 

complying, to understand why they are not complying with what is in the Code of Practice.  What needs to be 

strengthened?  What is not working in practice? 

 

The Code - and I do not know if any of you have seen it - is huge.  There are a lot of things that, in my 

opinion, cannot really work in practice.  It was written as a document -- 

 

Steve O’Connell AM (Chairman):  Do those agencies in the main populate your Victims Board?  Do they 

have representatives on there? 

 

Claire Waxman (Victims’ Commissioner):  Yes, they do.  A big piece of the work at the moment is working 

with these agencies to understand how they are complying with that Code.  My final report will be out in the 

spring [2019], which will look at making recommendations on how to improve the Code and how to improve 



 

 
 

each agency’s delivery of the entitlement to victims and will look at what is actually working, what we should 

keep and what we should not keep and push that towards the Government.  It is going to be doing a 

consultation on the Victims Code, which should have been done by now, but it will be started in the New Year.  

That will feed into that consultation, on which I sit directly with the victim and their victim witness group as 

well. 

 

Steve O’Connell AM (Chairman):  You will be producing a report in the New Year around that? 

 

Claire Waxman (Victims’ Commissioner):  In the spring, yes.  I will be having a Victims’ Summit Day, 

hopefully in March [2019], and that is where I will be launching the findings and the recommendations of the 

compliance review.  That is a massive piece of work which will have a huge impact on victims.  What I hear 

regularly from all victims of crime trying to access the justice system is that they feel very lost in the procedural 

justice process.  They feel like they are an afterthought and that there is not much in the way of support and 

recognising their voice and their rights throughout that journey.  The aim is to really look at that Code, shake it 

up, get it working more effectively and make sure it is enforceable. 

 

Steve O’Connell AM (Chairman):  You will be able to make strong recommendations, but you do not have 

any powers around that, do you? 

 

Claire Waxman (Victims’ Commissioner):  I do in London through the Victims Board.  Through my Board, if 

I am saying to those individual agencies, “Victims are being failed in this way by your agency”, then I do push 

things forward. 

 

Steve O’Connell AM (Chairman):  You have had evidential responses that they have actually improved? 

 

Claire Waxman (Victims’ Commissioner):  Yes.  There have been a number of issues with the Metropolitan 

Police Service (MPS) that have changed things because of what I have recommended and changed quite a lot 

of different things. 

 

Steve O’Connell AM (Chairman):  We have some questions around the MPS in a minute. 

 

Claire Waxman (Victims’ Commissioner):  OK, and so I can talk to you about all the things I have done with 

the MPS.  Then I will raise things with, for example, the Victim Contact Scheme in Probation.  They have 

changed a lot of the way that they are working in London.  They are working on it now based on my 

recommendations.  Because they recognise the work that I do, and they respect the work that I do and that I 

am always coming from the position and the perspective of that victim, they will listen to the recommendations 

that I make. 

 

Steve O’Connell AM (Chairman):  Just talking about that, this Committee took quite a keen interest in 

victims of antisocial behaviour (ASB).  We heard from other witness some time ago that many of them felt 

almost like second-class citizens because it was deemed that the offence was, in the MPS’s eyes, of a relatively 

minor scale.  Are you championing those victims of ASB as well?  Are they on your radar as well? 

 

Claire Waxman (Victims’ Commissioner):  They are on my radar.  Just to bring you back, my work is 

strategic work.  I am doing the compliance review, which will impact all victims of crime.  I am also doing a 

strategic needs assessment at the moment to look at what services are available in London and whether they 

are matching the needs of those victims in London.  We will pick up ASB through that strategic needs 

assessment as well with all cohorts of victims. 



 

 
 

 

With ASB, it comes to me a lot of the time that they do feel failed.  There are a lot of different agencies that 

are involved and there needs to be a multiagency approach, but that is not working as effectively as it should 

be.  I have met with housing providers and London Councils and Victim Support around some of these issues 

and have asked to do a scoping exercise, which is taking place at the moment, pulling together what the 

existing services are for ASB victims, how they are able to access those and whether they understand what is in 

their area.  That is work that is starting now. 

 

Sian Berry AM:  Have you seen the work that we have done on this as a Committee? 

 

Claire Waxman (Victims’ Commissioner):  I have not, personally. 

 

Steve O’Connell AM (Chairman):  We will send you our report and I commend that. 

 

Claire Waxman (Victims’ Commissioner):  Anything you can share would be really helpful. 

 

Caroline Pidgeon MBE AM:  I just wanted to pick up on the Victims Reference Group.  Can you tell us more 

about it so that we can understand?  I understand - I asked a Mayor’s Question - that you would not publish 

the groups that sit on it and so we do not know who sits on this.  How do we really know that the voices of 

victims are being really heard in this group and why are there not victims on this group? 

 

Claire Waxman (Victims’ Commissioner):  There are victims on this group.  There are victims who have 

started organisations.  For that very reason, they have not agreed to have their details published.  It is on the 

agenda for December for me to ask whether it is OK to make that public since you have raised the question.  

Hopefully, I will be able to then state who is on it. 

 

Caroline Pidgeon MBE AM:  There are victims on it as well as organisations? 

 

Claire Waxman (Victims’ Commissioner):  There are organisations, but there are victims who have started 

organisations and so they work with other victims.  They are not individual victims.  The criteria to be part of 

that Victims Reference Group are that you have to be working with victims in London and be able to bring 

other victims’ and service users’ voices to the table.  It is not just victims in the room.  It is a Victims Reference 

Group.  People are working with lots of different victims.  I can assure you that we have covered every single 

cohort.  We have a couple of agencies covering hate crime, violence against women and girls (VAWG), 

domestic abuse.  It is all covered within this group.  It is also under constant review.  Constantly, if I meet 

people and I think they have a good organisation, I ask them to join.  I am always happy.  If there are 

organisations you work with and they are interested, please send them my way. 

 

Caroline Pidgeon MBE AM:  OK.  I will do.  Thank you. 

 

Unmesh Desai AM (Deputy Chair):  Just to go back to the ASB point if I may, Chairman, Claire, you talked 

about this, if I may say so, in general terms and understandably, but these are the day-to-day experiences of 

most of our constituents.  I have been at several residents’ meetings in the East End over the last few weeks 

where this has come up. 

 

How do you visualise helping victims of ASB in practice?  Can you put some flesh on what you have said?  You 

have talked about better reporting systems and so on.  They report all the time.  What they are frustrated 

about is that nothing happens.  It is day-to-day and night-to-night for them, gangs hanging around outside 



 

 
 

their houses, littering, noise nuisance.  How do you see that support actually crystallising in practice as 

opposed to multiagency meetings?  They have had enough of meetings.  What they want is action.  I can see 

how Victim Support works in terms of victims of sexual crimes and so on and there are very complex issues 

there, but I want you to tell me how you see it working in practice for people who suffer that sort of ASB that I 

have talked about. 

 

Claire Waxman (Victims’ Commissioner):  There is definitely a lack of the right response to ASB victims.  It 

is a big issue.  It affects lots and lots of people.  The most important thing that I would like to do is to break 

down exactly where the failings are.  That is the most important thing at the moment.  I hear that they are not 

getting the right response from the police, but I am also hearing that they are not getting the right response 

from local authorities and housing providers.  It is a very complex picture because you are dealing with so many 

different agencies. 

 

From my position, I have to be very realistic on what is achievable because I am doing huge pieces of work and 

I am only one person working in a three-and-a-half-day role.  We have to be really realistic on what I can 

achieve.  That is why for me it is about gathering the information.  Therefore, as Sian [Berry AM] said, if you 

have more to give me on that, that would be brilliant.  Then I can work with partners through the Victims 

Board to task them on where the improvements need to be made so that that can cascade down to the front 

line. 

 

I am fully aware that it is a big problem.  They are not getting the right response.  The MPS has just put new 

online reporting for ASB on their website and I have asked them, “That is the front face.  Where is the journey 

through that?  Where does that go?”  I am working with them to identify, if I am a victim of ASB who has gone 

online and reported, what happens to me next and where I go from there. 

 

Susan Hall AM:  Thank you.  What boroughs have you visited?  Have you visited all of the boroughs in 

London? 

 

Claire Waxman (Victims’ Commissioner):  No, I have not.  I have meetings with local councils and they sit 

on the Victims Board, but I have not been around to all of the boroughs, no. 

 

Susan Hall AM:  How many of the boroughs would you say you have visited? 

 

Claire Waxman (Victims’ Commissioner):  I would have to come back to you on that. 

 

Susan Hall AM:  Approximately? 

 

Claire Waxman (Victims’ Commissioner):  Maybe about four or five of the boroughs.  My work is on a 

strategic top level.  My work is meeting with victims regularly, meeting with victims’ organisations and then 

working with key stakeholders because I have to look at improving that justice process and working directly 

with every justice agency. 

 

Susan Hall AM:  If you meet victims regularly, I assume then you want them to come here? 

 

Claire Waxman (Victims’ Commissioner):  I can go to them, but they do end up coming here.  The offer is 

there if victims want to come here. 

 

Susan Hall AM:  If you have been to four or five boroughs, which boroughs have you visited? 



 

 
 

 

Claire Waxman (Victims’ Commissioner):  Again, I would need to check because I do lots of different 

events.  I have done so many that I would have to come back to you on that. 

 

Obviously, what you want to get from me, but what I would like to get from this today, is more accessibility on 

this role and I would like to get even more out there as well.  I work with individuals.  I meet with London 

Members of Parliament (MPs) and I am always saying the same to them, “If you have constituents, if you have 

people in your area, I would like to come to events and focus groups”.  For example, next week I am going to 

the Finsbury Mosque and all the victims have been pulled together for me to meet.  I am always happy to do 

events and meet people in the boroughs. 

 

Susan Hall AM:  We are here to establish what you are doing in the role and so that is why there are these 

questions.  Can you then provide a list of places and organisations that you have visited in the last 18 months? 

 

Claire Waxman (Victims’ Commissioner):  I can and I can give that you to because there is a lot, absolutely. 

 

Susan Hall AM:  Good.  We look forward to looking at that. 

 

Steve O’Connell AM (Chairman):  Write to us with those. 

 

Claire Waxman (Victims’ Commissioner):  I will write to you because, as I said, I meet with them regularly. 

 

Steve O’Connell AM (Chairman):  Yes, of course.  We will expect that. 

 

Susan Hall AM:  OK.  Have you visited any of the Rape Crisis units? 

 

Claire Waxman (Victims’ Commissioner):  Yes, I have. 

 

Susan Hall AM:  Which ones? 

 

Claire Waxman (Victims’ Commissioner):  I have been to Havens as well and have met Rape Crisis.  I have 

met all of them and I deal directly with Havens as well. 

 

Susan Hall AM:  When you have met them, have they come here or you have gone to see them? 

 

Claire Waxman (Victims’ Commissioner):  I did site visits when I first started.  I went to all the Rape Crisis 

centres when I first started to talk about my role and what I am doing.  I have gone to Havens.  I meet 

individuals and independent sexual violence advisors (ISVAs) and independent domestic violence advisors 

(IDVAs). 

 

Susan Hall AM:  Have you been to the Croydon one? 

 

Claire Waxman (Victims’ Commissioner):  I would have been to the Croydon one at the beginning. 

 

Susan Hall AM:  What is your biggest concern at the moment? 

 

Claire Waxman (Victims’ Commissioner):  Are we talking about for rape victims? 

 



 

 
 

Susan Hall AM:  No, in your role.  What would you say was the biggest concern?  Would it be that you do not 

have any real powers to change anything or that there is too much to do or too many people to see?  What 

would you say is your biggest worry at the moment? 

 

Claire Waxman (Victims’ Commissioner):  There is a lot of positive stuff happening and so I cannot say that 

I am overly concerned with the role.  I meet with victims regularly and I meet with victims’ organisations, but 

the thing that drives me is having events and focus groups where we have lots of victims sitting around and 

talking, really trying to get into areas and meeting lots and lots of victims. 

 

Susan Hall AM:  OK.  I am worried because of the amount that victims are being let down and so that to me is 

a real worry. 

 

Claire Waxman (Victims’ Commissioner):  I share your worry on that.  They are being let down.  That is why 

this role was created: to give someone a platform to really champion their views and their interests.  Whilst I 

know we are looking at local visits and local areas, I do need to press upon you that I have to look at this 

strategically.  Where can I make the biggest change?  For all victims of crime, if they are accessing the justice 

process, the massive needs assessment work that I am doing and the Victims Code of Practice compliance 

review that I am doing are huge pieces of work.  When finalised and the recommendations come out and we 

embed that and push that and it cascades through, it will make a big difference to victims on the ground, but it 

cannot happen overnight. 

 

Susan Hall AM:  That will have teeth? 

 

Claire Waxman (Victims’ Commissioner):  Yes, it will.  I will be pushing the Government as well.  Already, 

they did the Victims Government Strategy and I am very grateful that they took on most of the submissions 

that I made.  They are listening and they, if pushed, will be quite willing to move things forward. 

 

Susan Hall AM:  OK.  Thank you, Chairman. 

 

Steve O’Connell AM (Chairman):  Yes.  An observation really is that you are talking about the strategic 

aspect but then the aspiration to have a frontline conversation.  The danger there - I will posit it and you can 

probably respond - is that you fall in between two stools because we have heard that some frontline victims are 

not aware of you and do not know that your office exists.  How are you going to approach that?  It may be 

that if you aim to be a strategic influencer but then try to meet lots of victims, raising the expectations of 

those victims that you can make a change for them, you will be in danger of falling between the two. 

 

Claire Waxman (Victims’ Commissioner):  I do not think so.  When I have met victims, I am very realistic 

about this role and, from the victims that I have met, I have so many testimonies about how that has changed 

their life because I have been able to listen and use those issues to make some real changes.  For example, with 

the refresh of the VAWG Strategy, I led on a huge survivor consultation.  I sat in many focus groups and met 

over 100 victims and women and girls of violence against them.  I have taken out specific issues and already 

made changes.  I was looking at issues around disclosure that nobody was listening to me on about a year and 

a half ago.  I have pushed that and pushed that and the agenda is now moving in the right direction.  I have 

lots of other voices nationally as well that have joined me, but very much at the start of that debate disclosure 

was not working for victims. 

 

Steve O’Connell AM (Chairman):  I am going to bring in Andrew [Dismore AM] in a minute to take the next 

set of questions, but the danger here is that if you are meeting damaged people, expectations are being raised.  



 

 
 

We all, as elected politicians, meet loads of residents and try to help them, but we do not have any powers.  It 

is that difficulty you have because you do not have many powers or any powers as such. 

 

Claire Waxman (Victims’ Commissioner):  I would disagree with you on whether I have powers because, as I 

said, through the Victims Board, I am seeing a lot of things changing that might seem very small but the 

impact is huge.  As I said, we will talk about the MPS shortly, but there are lots of ways in which they 

communicate with victims, letters being sent, the pathway from the moment they call 999 or 101, picking up 

all these things that would impact victims, and they have been changed positively. 

 

Steve O’Connell AM (Chairman):  In our next set of questions, you are going to give us some evidence of 

things that have actually changed. 

 

Claire Waxman (Victims’ Commissioner):  Yes. 

 

Andrew Dismore AM:  Just to follow on from that, there is always this confusion between powers with a 

capital P and soft powers, which are really about influencing networks and making things happen, which do 

not necessarily require formal statutory powers or something.  It is who you know and how you get things 

done.  That is what we do and that is what you are telling us you do? 

 

Claire Waxman (Victims’ Commissioner):  Yes, very much so.  As you say, I do not have statutory powers, 

but there are ways of working with people.  I work very well with all the key stakeholders.  I have good 

relationships and partnerships.  Yes, I have to be critical because I am coming from the victim perspective and 

trying to always push that victim agenda.  Therefore, I can push them but I do it in a way that we work very 

well.  If I show the evidence, which I always do, on the impact it is having on victims and why we need to be 

doing it this way instead, it seems to work. 

 

Andrew Dismore AM:  Anyway, what I want to talk about is victims in the MPS.  We have seen victim 

satisfaction rates in the MPS consistently dropping since 2012.  What are victims saying the reasons for this 

are? 

 

Claire Waxman (Victims’ Commissioner):  I did an analysis of that in the last year as we saw victim 

satisfaction decline.  I am very concerned about it.  It is part of a United Kingdom (UK) wide trend that we are 

seeing victim satisfaction drop.  Greater Manchester and West Yorkshire are performing the worst.  It is 

happening across the board.  We have to be very realistic that the reason it is happening is that interplay 

between resources and crime.  The police are very stretched.  Crime is changing and becoming very complex.  

That is having an impact on the service that they can deliver.  For me, it was really important we heard from 

victims.  We also heard from officers.  MOPAC has the user satisfaction survey and we analysed that.  We 

looked at the new training that the MPS introduced earlier this year for victim satisfaction training.  We pulled 

that all together to really understand what the drivers were to the decline with the MPS. 

 

Victims were saying they did not feel they were getting the right help.  They did not feel they were reassured.  

They wanted more support and more empathy.  Taking that and working directly with the MPS, we have set up 

a working group now.  The report was finalised in September [2018] and I met with the MPS Commissioner [of 

Police for the Metropolis, Cressida Dick CBE QPM].  I now have a group working with Assistant Commissioner 

(AC) Mark Simmons and the victims leads within the MPS to sit around and take that.  I have recommendations 

that I have made to them on how they improve that.  They are looking at, for example, the training that they 

are doing and how that can improve the empathy and understanding, which victims feel is missing a lot from 

the police, and practical help and feeling reassured. 



 

 
 

 

To feel reassured, victims want to know that something is happening once they have reported.  Victims will 

say, “I do not hear anything back.  I do not know who to go to.  I do not feel I have a point of contact to ring 

up or email to find out about the next stage”.  I am working with the MPS on that and how they improve the 

initial contact and the ongoing contact. 

 

They recently set up a victim focus desk but, interestingly, that victim focus desk has not been trained with the 

victim care training.  It is simple things like that and saying that they need to be trained and I want to have 

that desk working longer than 9 to 5 Monday to Friday.  We are working on practical things that will make 

changes. 

 

Things came out when I looked at the letters they were sending out.  I happened to get those letters only 

because of the General Data Protection Regulation (GDPR) change and it was like they had been written by a 

robot.  If you think about victims receiving that when they are in a state of trauma.  They barely made sense to 

me.  They are not going to make sense to victims.  That was all rewritten. 

 

We are also looking at scripts.  What was causing a decline was that they are in a change programme at the 

moment and that creates uncertainty.  The Telephone Investigation Unit was driving the decline in satisfaction.  

Again, it was looking at the scripts and how they are dealing with victims because a lot of the time when 

victims get to that unit they can be screened out because they are low-level offences.  My concern was what 

was being sent that way and whether they were identifying vulnerability.  That was an issue and so the MPS 

instantly responded and are training all their first responders in the MPS Contact Centre (MetCC) in Thrive.  

That is to pick up that risk and vulnerability. 

 

When we go back to powers, I have been able to pull out what the issues are and make practical 

recommendations.  I have to say that they are responding.  I have not had any pushback.  They are working 

very well with me to push those things forward, but we cannot get away from the resource issue, which I do 

not have power over.  That is something for the Government to sort, but that is an issue on the ground.  The 

police officers struggle with that as well. 

 

Andrew Dismore AM:  Resources are another issue.  We cannot conjure another 1,000 or 2,000 police 

officers out of thin air because we do not have the money for that.  A lot of the things you are talking about 

actually do not cost anything or cost very little in changing process.  Those are the sorts of things that you can 

change if there is a willingness to do it without actually getting a great big bill at the end. 

 

Claire Waxman (Victims’ Commissioner):  That was the point of doing this real analysis into the decline in 

victim satisfaction, instead of everyone saying, “We need more police officers and that is why it is the way it 

is”, to really look at the things we could change for not a lot of money and practically.  That is what we are 

doing at the moment.  There is a recommendation that I have given to the MPS and they are really open to it. 

 

It is also a case that the service has changed and so it is about managing public expectations and people 

wanting to understand, “I do not know when to ring 999.  I do not know when to ring 101”.  With 101 they 

have just introduced the interactive voice response (IVR) and so you have different options.  Again, that needs 

to be explained to the public and explained to victims’ organisations who are supporting victims.  We are 

working with them at looking at their communications plan and how they get that out there. 

 

Andrew Dismore AM:  I am going to come on to changes in a minute, but you mentioned vulnerable victims, 

who could be repeat victims.  We know there is quite a high proportion of people who are victimised twice or 



 

 
 

even more in a relatively short period.  We know that satisfaction rates for victims with disabilities and black 

and minority ethnic (BAME) victims are lower than generally.  What are you doing in particular in relation to 

those vulnerable groups? 

 

Claire Waxman (Victims’ Commissioner):  Again, that is something that I am picking up with the MPS.  I 

have that represented on my Victims Reference Group and so I am hearing directly about those very issues and 

about those with vulnerabilities struggling even more to get the right response.  Again, that is part of the 

recommendations.  They are looking through training.  They have, as I say, this victim satisfaction training, 

which was quickly put together.  It is a good first start.  It does not go far enough.  I am trying to influence 

that and looking at the way they are doing that training. 

 

Andrew Dismore AM:  If we go on to the changes that the MPS is introducing, there are a lot of them.  We 

have the screening-out process.  It has a fancy name.  We have the borough mergers and the restructuring of 

the boroughs.  We have a safeguarding superintendent and all the services that come under him or her.  What 

impact is this having on victims’ experiences with all this change?  You have started to think about it. 

 

Claire Waxman (Victims’ Commissioner):  It is reflected in the victim satisfaction rates.  We can see what is 

happening.  As I said, part of those recommendations is looking at the Basic Command Unit (BCU) as well and 

looking at who will own the contact and where the contact will come to so that victims know which borough 

they go to and how they can get in contact to be updated.  That is part of those recommendations that I am 

working with the MPS on. 

 

Andrew Dismore AM:  You also mentioned the 101 number, which has been somewhat problematic. 

 

Claire Waxman (Victims’ Commissioner):  Yes. 

 

Andrew Dismore AM:  Would you like to say a bit more about that and how you see that developing, 

changing or contributing to victim satisfaction or, indeed, dissatisfaction. 

 

Claire Waxman (Victims’ Commissioner):  It is interesting.  I am sure you are aware that they introduced 

the IVR in September [2018].  That was to try to help that whole problem around 101 and the wait times.  You 

would have option 1 which would take you to the custody suite and option 2 where you would report a crime.  

It is there and it definitely will be working. 

 

The problem that I picked up was through a victim getting in contact with me online.  They tried to report and 

could not report via option 2.  They sent me a video and, sure enough, the messaging was confusing and 

almost suggested that you could only report online.  I flagged it straight to the MPS and the message was 

changed.  Without this role, I know it does not seem big, but that would have had a massive impact on so 

many victims.  Someone knew to get in touch with me and flag it to me straight away and I went to the MPS 

with it and said, “This does not work”. 

 

Andrew Dismore AM:  What about discontinued calls?  There are quite a high proportion there.  Have you 

seen that going up since they introduced button 1 for this and button 2 for that?  A lot of people, particularly 

if they are vulnerable, just cannot cope with that. 

 

Claire Waxman (Victims’ Commissioner):  It only came in in September and so I have not seen the figures 

on that yet, but we can look at that. 

 



 

 
 

Andrew Dismore AM:  I know particularly for vulnerable people they just cannot cope.  Even if you are not 

vulnerable, sometimes it gets rather frustrating to work your way through those and just give up. 

 

Claire Waxman (Victims’ Commissioner):  Yes.  That was why we looked at the messaging.  It was very 

confusing.  If you were vulnerable or in a state of trauma and trying to work through that message and what 

number and where you were going, it was not great. 

 

Andrew Dismore AM:  Then we have the issue of what they call low-level crime.  It could be ASB or it could 

be other things as well.  What do you hear from victims about the way officers are investigating this? 

 

Claire Waxman (Victims’ Commissioner):  Interestingly, when I speak to victims of burglary, for example, 

they feel that there is not enough happening to make them feel reassured.  Those are often going through to 

telephone investigation because, if there is no CCTV, those are the kinds of crimes that could be screened out.  

I have a great issue with that because victims need to feel safe in their own homes.  I have asked the MPS to 

look at that journey as well and the advice that is being given.  If there is a local response, that victim then 

needs someone to go to their house and give them advice about security and make them feel reassured, as 

opposed to just leaving them with nothing.  We are working on that at the moment - it is like a customer 

journey or a victim journey - to make sure that, ultimately, they feel safe and reassured at the end, even if an 

investigation cannot take place. 

 

Andrew Dismore AM:  Just sticking with burglary for a minute, one of the issues around burglary is the 

continual dropping of the sanction detection rate (SDR).  Do you look at the SDR as well?  It is something like 

3% in one of my boroughs, for example. 

 

Claire Waxman (Victims’ Commissioner):  I do not look at that.  I have looked at that, but I deal more 

with -- 

 

Andrew Dismore AM:  Presumably, if they are not catching people, that is likely again to feed into 

dissatisfaction. 

 

Claire Waxman (Victims’ Commissioner):  Yes.  That is exactly what does feed into dissatisfaction and 

feeling like they are not being taken seriously or there is nothing anyone can do about it.  Again, that is why 

we are looking at how we improve that reassurance piece even when the police cannot do anything about it. 

 

Andrew Dismore AM:  Do you think the SDR is something you should be looking into as part of this? 

 

Claire Waxman (Victims’ Commissioner):  I would have to come back to you.  I am not sure whether that 

would fall within my remit. 

 

Andrew Dismore AM:  OK.  You have also mentioned the screening-out process.  What support do you think 

there should be for those who are screened out?  You have mentioned burglary but lots of other things get 

screened out as well.  What sort of support do you think there should be for the people whose crimes are not 

being investigated? 

 

Claire Waxman (Victims’ Commissioner):  If they are being screened out? 

 

Andrew Dismore AM:  Yes. 

 



 

 
 

Claire Waxman (Victims’ Commissioner):  As I said, that is what we are looking into at the moment.  My 

concern is, even if they view it as low level, I need to check.  Is it really low level or has there been an impact?  

Are there vulnerabilities there?  Is there something else that that victim needs in order to feel reassured and 

satisfied.  We are looking at that.  I am looking at that with the MPS.  If they are screening out, what 

information and where are they pushing them to for further support? 

 

Something that I am working on to try to cover that is there is a lack in London about victims - and Susan 

[Hall AM] talked about it earlier - in the local areas knowing where to go for support.  It is overwhelming.  As a 

victim of crime, you do not know, often, where to report and where to go for support.  The idea - and it will be 

launched early next year - is to pull together a very comprehensive resource site.  It will have everything for all 

cohorts of victims in London to understand, if they want to report to the police, how they go about that, break 

that whole process down and what to expect; all about their rights and entitlements and to understand what 

that journey looks like; advice on where to go for support in their area and to pull that all together into one 

place, which is currently missing in London. 

 

Andrew Dismore AM:  One thing we were hearing earlier on was that the view was that although victims 

have the right to be told about support, they should be asked if they want to have a referral to Victim Support 

or whoever, but the information we were getting was that victims were not being asked at all.  Is that your 

experience? 

 

Claire Waxman (Victims’ Commissioner):  That is coming out.  We have some top interim figures from the 

compliance review that I am doing at the moment.  It looks like rate of referral to Victim Support is pretty low.  

Interestingly, when I meet victims directly and we talk, the first question I ask is whether they were referred to 

any support.  They will often say no.  When I discuss it in more detail, it does come to light that they were 

referred.  This is the interesting thing.  Victims in a state of trauma dealing with a police officer get told a lot of 

information and the police need to tell them a lot of things.  It is often told at a time when that victim really 

does not have the capacity to take that on at that time when they are in a state of shock or trauma.  Often, 

that advice has not been taken in and that could be affecting what we are seeing in referrals.  That is my point 

about making this online resource centre and also work with the police on how to make sure they get that 

information at the right time.  At the moment, telling them everything when they have just reported is not 

necessarily working. 

 

Andrew Dismore AM:  My last question is a rather difficult question to frame.  Presumably the victims you 

come across, either directly or indirectly, are to a degree a self-selecting group in that they have come forward 

to have their experiences shared or passed on, and presumably the vast bulk of victims do not come anywhere 

near you. 

 

Claire Waxman (Victims’ Commissioner):  That is not exactly true because, when we did the focus groups, 

these were with quite hard-to-reach victims and survivors and they were not necessarily comfortable with 

meeting me to begin with.  Once I went in and we spoke and they were comfortable, then they opened up and 

shared their experiences.  The same is happening when we are doing the strategic needs assessments at the 

moment.  There are focus groups going on with that.  It is not just those who are coming forward.  It comes 

through different places as well. 

 

Sian Berry AM:  I have a question about two different vulnerable groups that you might be working with.  

One is migrants with insecure status.  This came up at People’s Question Time, which I think you were at as 

well?  Yes, you were at the meeting.  In the Mayor’s answer there, although there was lots of concern and you 

said you were putting pressure on the Government, it was very much still that the Government insists we hand 



 

 
 

this data over to the Home Office when people do not have regular status.  That technicality is obviously going 

to still be a problem and so I wanted to get an update on that because I know you have written to the 

Government.  Have you had a reply yet? 

 

The second question is about homeless victims of crime.  I asked a written Mayor’s Question and got some 

really shocking figures back.  Basically, there has been an increase from 2013 to 2017 of three and a half times 

in the number of victims of crime who are homeless or who are of no fixed abode.  That outstrips by quite a lot 

the increase in the number of rough sleepers.  It seems like there is a particular vulnerability there. 

 

I wanted to know what you were doing about that.  I know earlier on you said you had every single cohort 

covered in your Victims Reference Group.  Do you have homeless people covered there and are you focusing 

on that?  Those are my questions. 

 

Claire Waxman (Victims’ Commissioner):  Let me go back first.  On the insecure migration status, you are 

aware of the work that I did.  Just to give a quick backstory, through the VAWG Strategy refresh meeting with 

survivors, there were a number of focus groups where it came out about women being forced into marriage 

and coming into this country and their abusers holding over them that they did not have legal status.  They 

were locked into abuse and violence and were not able to go to the police because the abusers said, “If you go 

to the police, you will be arrested and deported”.  The concern was what would happen if they were deported 

and went home to honour-based violence.  There were many shocking stories. 

 

For me, it was about getting all the right partners around the table.  I did a series of roundtables to really 

understand, as you say, what is happening on the ground and make recommendations to improve that.  It has 

gone off to the Home Secretary and the Home Office.  I am meeting with the Home Office in November 

[2018] to discuss those recommendations. 

 

I have been told that many of them are being looked at in the Domestic Abuse Bill.  I do not know that for 

sure.  I need to, as I say, have that meeting with the Home Office and then I will report back to you most 

happily afterwards to tell you how that is progressing, but that is a big piece of work for me to push forward. 

 

Sian Berry AM:  It does not only cover domestic abuse.  As well, there are other serious crimes that people are 

not reporting. 

 

Claire Waxman (Victims’ Commissioner):  Yes, it could be modern slavery.  It could be hate crime.  It covers 

a whole cohort.  It came out through that. 

 

On the homeless victims, interestingly, it came to me through a journalist only about a month ago that there 

has been a huge increase.  We have already discussed in the office what we need to be doing to really 

understand that.  The question I have put to this journalist and what I am keen to know is whether the 

homeless are being targeted and are vulnerable or whether it was victimisation that led them to homelessness.  

I need to understand what those real issues are, but it is very much on my radar to be looking at. 

 

Sian Berry AM:  Are there any homeless groups on your Reference Group? 

 

Claire Waxman (Victims’ Commissioner):  No, there are not. 

 

Sian Berry AM:  Will you look to put them there? 

 



 

 
 

Claire Waxman (Victims’ Commissioner):  Yes.  As that has come to light, it is definitely something we 

need to consider. 

 

Sian Berry AM:  Thank you. 

 

Steve O’Connell AM (Chairman):  Thank you.  Thanks, Sian.  In the next set of questions, you have touched 

upon influencing policy, and Susan has a few questions around that subject, I believe. 

 

Susan Hall AM:  Thank you.  What difference were you able to make to the Mayor’s revised VAWG Strategy 

through the involvement of victims and victims’ representatives? 

 

Claire Waxman (Victims’ Commissioner):  Because I met with survivors and victims directly, I took their 

recommendations and what they wanted to drive forward.  We had a separate strategy document which was 

around survivors’ recommendations and which was very much around wanting equal access to justice and 

support and wanting to have information.  Many of those recommendations I have been able to cover in the 

work that I am doing through my compliance review and my needs assessment.  I have covered taking those 

recommendations forward. 

 

There were a number of recommendations as well that came out that I was able to put into the VAWG Strategy 

around issues of abuse of process in the family and civil courts and making sure that we protect victims who 

have been taken into that process by their perpetrators.  All of that work went into the VAWG Strategy.  They 

also looked at risk assessments and how protective orders are not working as effectively as they could be.  

There was a number of recommendations that I was able to take to the Mayor and that were included in the 

VAWG Strategy. 

 

Susan Hall AM:  OK.  Have you actually seen any difference in the suggestions that you have made that have 

gone out and that have made a difference? 

 

Claire Waxman (Victims’ Commissioner):  Also, we had the Government’s domestic abuse consultation and 

so those recommendations have gone in there.  That sits with the Government now to, hopefully, listen.  I have 

had some reassurance that they will be picking up the cross-examination of victims in family courts and civil 

courts and will be looking at, hopefully, protecting and safeguarding victims in that environment.  It looks like 

that is being taken forward. 

 

Also, the Government is introducing a new protection order.  We are doing a lot of work to ensure that that is 

effective because the current protection orders are not working as well as they could do.  I am just advising the 

Home Office on that as well. 

 

Susan Hall AM:  What oversight do you have on other functional bodies within the Greater London Authority 

(GLA) that might also need to respond to victims’ needs? 

 

Claire Waxman (Victims’ Commissioner):  As I say, I have the Victims Board and we meet regularly with 

stakeholders.  Other than meeting individually, I have worked with Transport for London (TfL) as well on issues 

for victims.  Yes, I have had a number of different meetings.  It depends what issues people come to me with 

when they are dealing with victims. 

 

Susan Hall AM:  How about TfL and CCTV coverage?  Have you managed to get them to keep coverage for 

longer? 



 

 
 

 

Claire Waxman (Victims’ Commissioner):  They have advised me that it works effectively with the amount 

of time that they have it for now.  There was one case that Len Duvall [AM] brought to my attention and so I 

went to TfL about it and it was actually human error.  It was not around the CCTV; there was another issue that 

led to that problem.  The advice that I am getting is that the timeframe that they have works effectively. 

 

Susan Hall AM:  OK.  Have you managed to change anything else in TfL that might help victims in any which 

way? 

 

Claire Waxman (Victims’ Commissioner):  As I say, if TfL has issues or if I have victims coming to me with 

issues on transport, then I will talk to TfL, but there is nothing that has come forward that I need to really be 

working on directly with them. 

 

Susan Hall AM:  If there was, you do not have any powers actually do to it anyway, have you?  If you found 

something, you do not have the powers to change anything? 

 

Claire Waxman (Victims’ Commissioner):  If we go back to the CCTV point that you raised, if more victims 

came forward and there was evidence to show that that was a problem that is really impacting their ability to 

access justice, then I would do a proper analysis of that, get the evidence and then take it to TfL and really 

push them. 

 

Susan Hall AM:  Do you think they would know who to come forward to? 

 

Claire Waxman (Victims’ Commissioner):  Are we talking about the victims? 

 

Susan Hall AM:  Yes.  You spoke about people coming to you, but how do people know that they should be 

coming to you? 

 

Claire Waxman (Victims’ Commissioner):  As I say, I do not do casework and so it is unlikely that victims 

would think, “I have to come to her with casework”.  It would be through their support providers and victims’ 

organisations.  By now quite a lot know about me.  Again, it is a new role and it is 16 months in.  People still 

do not know who the national Victims’ Commissioner is and she has been there for five years.  We have to be 

realistic about coming in, creating a completely new role, setting up all the processes and structures and then 

expecting to make changes overnight in some really big pieces of work. 

 

Susan Hall AM:  When do you think you would be making changes by, then? 

 

Claire Waxman (Victims’ Commissioner):  I am making changes now.  As I said, they are big changes, but 

how they cascade to the front line will take time to embed and change cultures. 

 

Susan Hall AM:  What involvement have you had with the Mayor and MOPAC in pushing the Government to 

adopt the Domestic Abusers Register? 

 

Claire Waxman (Victims’ Commissioner):  I was already, before I took this role, very active in that area 

anyway.  It is a serial abuser-fixated register which covers stalkers and domestic abusers.  It is something I am 

very passionate about and the Mayor included it in his VAWG Strategy. 

 

Susan Hall AM:  What have you learned so far from your deep-dive study into rape cases in London? 



 

 
 

 

Claire Waxman (Victims’ Commissioner):  That is ongoing.  There are cases being tracked that have all 

been reported since April 2016.  That is a lot of cases.  Already - and I have been hearing it earlier on - that 

report will not be finished until early spring.  Why did I start to do that report?  It was taking too long from the 

time of victims reporting and then actually getting to court, if they got to court.  For me, it was pulling out 

what was causing attrition and what was causing delays and all the issues. 

 

A big piece, as I mentioned a bit earlier, that is causing a massive delay to justice and impacting victims’ ability 

to access justice is the disclosure process and how damaging that is.  I have been leading very loudly and very 

publicly on that for quite some time and I have finally made some traction.  It is a huge area and a critical issue. 

 

I have recently written to the Information Commissioner’s Office (ICO) asking them to investigate all police and 

how they are using consent forms to try to get an intrusive amount of data.  I do not believe that the consent 

forms are lawful.  That will be a start of looking at that whole area and the amount of data that is being asked 

of victims. 

 

Susan Hall AM:  How long has this deep-dive study been going on? 

 

Claire Waxman (Victims’ Commissioner):  This started early this year [2018] in January and it is tracking 

cases from April 2016.  We have to give it a good amount of time because, as I said, there is a huge delay from 

report to court.  Even of those that had been reported in April 2016, very few will actually be in the court 

process. 

 

Susan Hall AM:  Given it has been going since then, do you think it would be helpful if you went out to the 

various satellite places to speak to people nearer their own homes? 

 

Claire Waxman (Victims’ Commissioner):  To speak to? 

 

Susan Hall AM:  You said that you have not been to the Rape Crisis -- 

 

Claire Waxman (Victims’ Commissioner):  I have been to Rape Crisis. 

 

Susan Hall AM:  Well, not much, you have said. 

 

Claire Waxman (Victims’ Commissioner):  I have been, but the work is taking place now.  They are all aware 

of the deep-dive.  Their ISVAs have questions that they take into the courtroom, if they get to court, looking 

at how the victims are being examined and cross-examined and the types of questions.  That work is 

happening. 

 

Susan Hall AM:  Do you talk to the frontline officers in these different -- 

 

Claire Waxman (Victims’ Commissioner):  Yes, I do, through the VAWG team in MOPAC.  They bring me 

those issues directly that the frontline officers are saying. 

 

Susan Hall AM:  Do you think it would be a good idea if you went as well and spoke to them?  If you do not, 

that is fine.  Just say that you do not think it is a good idea. 

 



 

 
 

Claire Waxman (Victims’ Commissioner):  No, I just need to make it really clear that there are over 

700,000 victims in London of all different cohorts.  It is unrealistic to expect one person to be able to go out to 

all those different organisations and meet all those victims.  I have to prioritise where I can make the biggest 

change that will affect all victims.  That is why there are a lot of these reviews happening.  I have had meetings 

with organisations and the work is now happening.  I am bringing the analysis in and the evidence in so that we 

can make big changes.  I could do what -- 

 

Susan Hall AM:  I hear what you are saying.  I just think if you are doing a deep-dive case -- but if you do not 

think it is necessary, then that is fine.  We hear what you say. 

 

Claire Waxman (Victims’ Commissioner):  I do think it is necessary.  The work is actually happening.  I meet 

with organisations regularly.  That is what helps feed this work.  The rape review is happening and they are all 

feeding into that.  That is actually happening. 

 

Susan Hall AM:  Yes, I hear what you say.  How can the police and the CPS strike a balance between the 

privacy of a victim and the need to disclose all necessary information? 

 

Claire Waxman (Victims’ Commissioner):  That is what I am working on at the moment.  There is a big 

imbalance at the moment because, really, what should be happening is, when a victim reports and they start to 

investigate the case, the CPS can go back to the police once they get a defence statement.  If the defence 

comes back and says, “We had conversations and we spoke to each other on the phone”, or, “I knew her 

previously”, then that gives them direction to go back to the police and ask for that information. 

 

What I am seeing at the moment from meeting frontline organisations and frontline practitioners and hearing 

from victims directly is that that is not happening.  If someone is reporting, they are being asked to hand over 

their phone immediately and to give access potentially to their medical records and private records.  We do not 

have the balance right at the moment. 

 

I do not personally believe that that is the fault of the police.  The police are being pushed to do that.  It is the 

CPS’s kneejerk response to what has happened with the collapsed rape trials. 

 

Susan Hall AM:  I suppose the CPS would say that in some instances - because I accept that in other 

instances it is wrong - they need certain proof to take a case forward. 

 

Claire Waxman (Victims’ Commissioner):  If it is proportionate and reasonable.  As I said, if it comes 

through in a defence statement that they need to look at the medical records for a reason, then yes, but not 

like at the moment with a blanket procedure of going to get everything.  No, that is not reasonable or 

proportionate. 

 

Susan Hall AM:  OK.  Thank you. 

 

Steve O’Connell AM (Chairman):  On influencing policy, I am interested in how you work with the 

Government and with Baroness Newlove [national Victims’ Commissioner] because your aspirations must be 

very similar and probably the same.  Some of the things you have talked about already must be very much, I 

would have thought, supported by Baroness Newlove.  How is that dynamic working? 

 



 

 
 

Claire Waxman (Victims’ Commissioner):  We meet quarterly.  We also meet through the Government’s 

Victim and Witness Advisory Group.  We worked really closely on the Victims Strategy because a lot of the 

submissions she was in support of that I made and so we worked together quite well on that. 

 

She has her own line of work.  She does reviews.  She is doing a review at the moment on the Criminal Injuries 

Compensation Authority (CICA).  When I have victims who are affected by that, I will push that towards her 

review and I tell the victims about her review.  I have also put in my own recommendations as to where that is 

not working.  She is national and I am local in London.  On issues of disclosure she had not really seen it yet 

and so I wanted to get her up to speed on it and supporting it. 

 

Steve O’Connell AM (Chairman):  You would have thought there would have been a real similarity of 

aspiration.  Before we move on, does she support the Assembly’s aspiration for a domestic abusers register, 

which has been touched upon? 

 

Claire Waxman (Victims’ Commissioner):  Yes, she does. 

 

Steve O’Connell AM (Chairman):  She is lobbying within the Government?  She is independent but she is 

latched on to the Government. 

 

Claire Waxman (Victims’ Commissioner):  Her role is complicated.  I have been speaking to her about 

victims law for five years but it is only recently that she is really coming out and championing it because of the 

position she is in in that role being a Government position.  She is pushing as much as she can and so that is 

useful. 

 

Steve O’Connell AM (Chairman):  OK.  It does not sound like she has too many powers, either, but I will 

leave that. 

 

Claire Waxman (Victims’ Commissioner):  Interestingly, part of the submission that I put in for the 

Government’s Victims Strategy is to increase her powers and looking at the Children’s Commissioner and other 

commissioners and making sure that she has more powers going forward.  It is in the Strategy now to be 

looked at. 

 

Steve O’Connell AM (Chairman):  My final question at the end will be asking you what extra powers you 

would want if you could have them.  Do not answer it now.  Just think about it for the next 20 minutes or so. 

 

Caroline Pidgeon MBE AM:  I want to talk about the Victims Code.  I know we have touched on it because 

of course everything interlinks today.  What are your early findings from your review?  You did say earlier that 

you felt that the Victims Code was “toothless”.  I wrote down exactly what you had said. 

 

Claire Waxman (Victims’ Commissioner):  Yes, it is toothless. 

 

Caroline Pidgeon MBE AM:  What are your early findings from your review on compliance with the Victims 

Code?  Have you implemented any improvements so far or is that what is going to come in March [2019]? 

 

Claire Waxman (Victims’ Commissioner):  Yes. 

 

Caroline Pidgeon MBE AM:  Tell us a bit more about that, please. 

 



 

 
 

Claire Waxman (Victims’ Commissioner):  I need to wait until we have everything through because it is a 

very comprehensive review.  We have done a huge victims’ voice survey, which was disseminated by all the 

victims’ groups, support agencies and stakeholders.  We had over 1,000 victims fill that out.  It was an 

incredibly extensive online survey because it went through the entire justice process and looked at all the 

codes and entitlements.  We have then done telephone interviews and we are now doing focus groups.  There 

are a lot of stages to this. 

 

Caroline Pidgeon MBE AM:  You cannot give us any early findings? 

 

Claire Waxman (Victims’ Commissioner):  The early findings are -- I will check.  I am sure I can probably 

share some of the top-line stuff, but just to give you a flavour, it is what we would expect.  Referral to Victim 

Support is low.  There are issues around the victim personal statement and also around the court process and 

being offered special measures.  All the things that we suspect are issues are actually issues. 

 

Caroline Pidgeon MBE AM:  After March when you publish it, you will then be looking at trying to get 

changes.  Is that the plan? 

 

Claire Waxman (Victims’ Commissioner):  Yes.  I do feel the Code is toothless.  It needs to be legally 

enforceable and we need a victims law to give it teeth.  That has always been my standpoint.  However, we talk 

about power.  I cannot get there.  I have tried as hard as I can to get there -- 

 

Caroline Pidgeon MBE AM:  You cannot legislate, yes. 

 

Claire Waxman (Victims’ Commissioner):  I cannot legislate.  If I could, I would.  What I will deal with on 

the back of that is, like I have done with the decline in victim satisfaction, what I can change with the agencies 

in London to make them comply better with that Code, make that service delivery better, make sure that 

victims are being referred to Victim Support and understand what that is, understand how to make a victim 

personal statement and how it is being used, and that all the entitlements are properly enforced. 

 

Caroline Pidgeon MBE AM:  One of the issues, presumably, with this piece of work you have been doing is 

actually finding out where there are gaps and collecting the data to work out who is doing what.  Have you 

found some gaps?  What are you doing to try to address them? 

 

Claire Waxman (Victims’ Commissioner):  Yes, there have been gaps.  We are, as I say, through the Victims 

Board working with those agencies on why they are not collecting that data and how they are complying with 

that bit of the Code. 

 

Caroline Pidgeon MBE AM:  Are they listening to you at that Board?  I hear what you do with the MPS, but 

because you are based in MOPAC one would hope you would have more influence with the MPS.  What about 

the other partners at the table?  Do they come every month and say, “Yes, I have done all these things, Claire, 

that you have asked”, or do they just come each month and say, “Not yet”? 

 

Claire Waxman (Victims’ Commissioner):  I have to say that on the whole, other than one agency that is a 

little trickier to work with, with the agencies, we talk about it and give recommendations.  I have gone into 

London Probation and have worked with the Victim Contact Scheme.  It is actually a joy.  They want to make 

the changes.  We have taken from the [convicted sex offender John] Worboys case so much learning.  I also 

had victims of the ‘M25 Rapist’ come to me.  There is just tons of learning, but they have lapped it up and 

said, “Yes, we have failed and we are making changes”.  I am pleased to see that they have even set up a 



 

 
 

Victims Reference Group and have put victims on that Victims Reference Group.  It is great.  There have been 

huge changes.  I have to say the same for the MPS.  The CPS is the tough one. 

 

Caroline Pidgeon MBE AM:  Is CPS the named-and-shamed one that is not really responding? 

 

Claire Waxman (Victims’ Commissioner):  There is much more that the CPS could and should be doing.  I 

look forward to the new Director of Public Prosecutions (DPP) coming in. 

 

Caroline Pidgeon MBE AM:  Good.  Clearly, some of your work is very similar to the Victims’ Commissioner 

for England and Wales.  It could be seen to duplicate, particularly in this area of the Victims Code.  How are 

you working together to make sure you are not just duplicating each other? 

 

Claire Waxman (Victims’ Commissioner):  You say it is similar but a lot of the work I do she has not done.  

The compliance with the Code is not something that she has ever done or gone around to the Police and Crime 

Commissioners (PCCs) to ask that they look at it.  She was very helpful in disseminating the survey and is aware 

and is really keen on what the findings are, which will be shared with her.  Hopefully, that is what she will take 

forward to lobby the Government. 

 

Caroline Pidgeon MBE AM:  It is complementary? 

 

Claire Waxman (Victims’ Commissioner):  Things I raise and I might highlight and identify through my 

work, I have always found she will happily look at and take on and champion nationally.  We have known each 

other for some years and so we work really well together. 

 

Caroline Pidgeon MBE AM:  I want to pick up the issue of restorative justice, which is something I am very 

passionate about.  How are you improving access to and take-up of restorative justice.  From the figures we 

have from the last report, there were only 70 live cases, which seems to me very low indeed. 

 

Claire Waxman (Victims’ Commissioner):  Yes.  Interestingly, before Restore:London, which is the service 

that was set up, it was very difficult for victims to know where to go if they wanted to access restorative 

justice.  There is now Restore:London.  When I have spoken to victims and service users who use it, they are 

very happy with the service.  They think it is an excellent service. 

 

What is interesting is that it is not being pushed enough from Victim Support and from the police and is not 

getting the agency support that it needs. 

 

There is a lot of learning to take from Restore:London.  They are doing an evaluation at the moment.  MOPAC 

is recommissioning its victims service, which is very exciting because it is taking forward some of the ideas I 

have been talking about on giving victims a single point of contact, and then the learning from 

Restore:London will feed into this new service as well. 

 

We are very aware, and I am very aware, that I do not think it is being referred to as well as it could be and that 

is something we are working on. 

 

Caroline Pidgeon MBE AM:  Restorative justice has been proven to have very high levels of victim 

satisfaction and impact on offender rehabilitation. 

 

Claire Waxman (Victims’ Commissioner):  Absolutely, yes. 



 

 
 

Caroline Pidgeon MBE AM:  What more can be done to make sure it is used more widely? 

 

Claire Waxman (Victims’ Commissioner):  As I said, it is working with the police, working with Victim 

Support and working with those support agencies so that they know and understand the benefit of restorative 

justice, not in all cases but in the majority of cases, and of course that it is victim-led.  That is the most 

important thing.  We are not to be pushing a victim into it; it is something that they have to want to do. 

 

Caroline Pidgeon MBE AM:  Have you had any evidence of perhaps those who may have refused the offer of 

restorative justice and why they have? 

 

Claire Waxman (Victims’ Commissioner):  The victim or the offender? 

 

Caroline Pidgeon MBE AM:  I was thinking of the victim and why they may have refused it and whether 

there is more that can be done to show victims showing why they have felt it has been a success so that people 

understand it more. 

 

Claire Waxman (Victims’ Commissioner):  Again, what often happens for victims is a lack of explanation 

and understanding of what that really means.  Many get quite fearful because they think it means they have to 

directly meet their offender and they think it happens straight away.  Actually, it is a really long process.  There 

are lots of different stages and they do not have to do all the stages.  They could just do it up to the letter 

stage and write a letter.  They do not have to progress it all the way through.  They can come out at any time 

and withdraw.  They do not have to stay in it.  It is all about accessibility of information and explaining it 

clearly to people who are in trauma. 

 

Caroline Pidgeon MBE AM:  Are you an advocate for this? 

 

Claire Waxman (Victims’ Commissioner):  I am but not in all cases. 

 

Caroline Pidgeon MBE AM:  Of course not. 

 

Claire Waxman (Victims’ Commissioner):  I will argue that for anyone on the coercion, control or stalking 

side, absolutely not.  Some want to push that and that is a no-no.  It has to be.  Even if the victim wants it, you 

have to explain the risks around that.  However, on the whole, I am supportive as long as - and this is an issue 

- when victims are going through that process, there is the right support available to help them.  Restore 

London does an amazing job at managing expectations but would need to refer to specialist support, 

counselling, therapeutic support and that is another issue because then there is a wait.  You have victims in 

there who want to go through the process and then there could be a six-month waitlist for counselling. 

 

Caroline Pidgeon MBE AM:  Thank you very much. 

 

Tony Arbour AM:  A constant theme in what you have been saying this morning is that very few people know 

about you and what you do.  My colleague has asked you about visiting boroughs and you have said in 

response to that that your role is strategic and you should not be going out.  Equally, you have said - and I do 

not know whether this was justification or not - that people do not know what Baroness Newlove does. 

 

Baroness Newlove is responsible strategically for the whole of the country. You are simply the Mayor’s 

appointee for London.  Many of the Mayor’s appointees and people who are in London roles - and that goes 

from the Commissioner of Police to the Managing Director of London Underground and all the people who 



 

 
 

have London-wide responsibilities - make a considerable point of going out to as many of the boroughs as 

they possibly can, getting themselves known, speaking to local organisations, amenity societies and things of 

that kind, of which there are very many in London.  Every single borough will have some kind of police 

committee. 

 

Do you not think that in the past 18 months you ought to have found time to go out to each of the boroughs 

and speak to these organisations which are already set up, part of whose responsibility is to make aware to the 

communities that they represent of the facilities which are available to them directly through the police force 

advisory committees and so on and indeed through you?  Do you not think you should have done that? 

 

Claire Waxman (Victims’ Commissioner):  As I have said, I have met with hundreds of victims’ organisations 

and local organisations as well that support victims.  My main focus - I will be honest - is meeting directly with 

those who are supporting victims and extracting the key issues that they are having. 

 

However, I take on board what you are saying, and I certainly would like to look at doing a lot more within the 

boroughs.  I am not saying that I would not do it; of course, I would like to do it.  Wherever there are victims 

and wherever they are being represented, I want to meet those people.  However, as I said, the main focus 

when coming in was meeting directly with victims’ organisations, supporting victims on the grounds and 

extracting the many issues that they are experiencing. 

 

Tony Arbour AM:  Most victims organisations are themselves already represented on these borough-wide 

committees that I have talked about.  You would be killing many more birds with one stone if you had done 

that rather than - how shall I put it - expecting the mountain to come to Mohammed.  That really is something 

that ought to be looked at.  It is not a good defence - because we are local government, irrespective of what 

we might actually think about it - to say, “We are very big and important and London is very big and important 

and we are strategic”.  Those of us here who are constituency Members know the importance of our 

communities and those people whom we represent.  It is no good us saying, “We do have a Victims’ 

Commissioner and she does not actually deal with any casework, but you can contact her or you can go 

through some sort of organisation”.  One of the features of the GLA is that we are a really touchy-feely 

organisation and as far as I can tell - I may be misjudging you - you are not really part of that.  Perhaps that is 

a rhetorical point and does not require a response. 

 

Claire Waxman (Victims’ Commissioner):  I would like to respond to it. 

 

Tony Arbour AM:  Do. 

 

Claire Waxman (Victims’ Commissioner):  I disagree about the touchy-feely.  My background is working 

directly with victims before I took this role and doing casework.  The biggest part of this role that I have always 

tried to push is seeing victims.  I welcome the advice that you have given me - I really do - because if there is 

any way that I can get that engagement with victims more often and more easily, then of course I would most 

certainly take that up.  However, it is not a fair assumption that I am not touchy-feely and getting involved.  I 

get right into the grassroots of issues.  As I say, when I meet with victims and victims’ organisations, that is 

what my skill is and that is why I get the information I do and that is why I get where the problems are.  Many a 

time, people have not even seen where those issues are. 

 

Tony Arbour AM:  OK.  If I can deal with the matters I have been tasked to raise with you, rather than 

something which has simply come out of the meeting, it relates to joined-up services for victims and witnesses 



 

 
 

and so on.  How joined up do you think those services are, which are supposed to be helpful to victims, and 

how are they actually working together, if at all? 

 

One thing I can speak of from direct experience is in relation to witnesses who appear in courts.  Witnesses are 

not themselves directly victims, but they often feel because of the way they are actually treated in court, in 

waiting rooms and things of that sort, as if they become collateral damage to the original offence.  How are 

these things being joined up with victims and witnesses? 

 

Claire Waxman (Victims’ Commissioner):  The points you have made are exactly right.  For victims, the 

problem is that it is very difficult to access a very joined-up and seamless service.  There are so many different 

support agencies and justice agencies involved in a victim’s journey that it is very overwhelming and very 

difficult and complex to navigate.  One of the things that I have always pushed, and I have been pushing with 

MOPAC and they are recommissioning in their victims service is to integrate the pretrial support, the police and 

witness care units in that court process to make sure that we have an advocate and a single point of contact 

for the victim to guide them through that process so that they are getting a joined-up service.  That is not 

currently the case at the moment. 

 

Tony Arbour AM:  What progress have you made on integrating this? 

 

Claire Waxman (Victims’ Commissioner):  As I said, they have just gone to tender.  That is MOPAC.  All I 

do is provide the evidence and put the victims’ voice.  I will help to shape that service, but that is them working 

on the commissioning of the service.  I do not get involved in the commissioning of services.  That does not fall 

within my remit. 

 

Tony Arbour AM:  Are you confident that once the service has been commissioned, you and the matters for 

which you are directly responsible will play a substantial part in that? 

 

Claire Waxman (Victims’ Commissioner):  Yes.  I would like to see it end to end.  I want to see it from the 

point of the point to post-sentencing and when offenders are coming out on release.  There needs to be that 

full journey.  At the moment, we are just looking at the start point, but at least getting them to the court 

process and integrating those services will make a huge difference to victims on the ground. 

 

Tony Arbour AM:  Thank you very much.   

 

Sian Berry AM:  I think this is the right place to bring this up.  I wanted to ask about young victims of crime 

who quite often cross over all the boundaries between victim, perpetrator and witness.  The Mayor has his new 

public health-informed approach that he is developing for that.  Quite a lot of what we have seen when we are 

looking into that is the need for a trauma-informed approach, particularly when people are victims.  I wanted 

to ask you what you are doing about that and, in particular, what you were touching on earlier to do with 

communication styles.  It seems to me police communication with young victims of crime could be improved 

and maybe is not as well-informed as it could be.  Also, online communication is one of the bugbears that I 

regularly bring up.  Have you been looking at that, particularly with reference to young victims of violent 

crime? 

 

Claire Waxman (Victims’ Commissioner):  In the strategic needs assessment that I started when I was doing 

the compliance review, we are doing an additional focus on children and young people.  That is what I am 

hoping to get because I am not sure that we have services that are really meeting the needs of children and 

young people at the moment.  It is about pulling that out.  For the Violence Reduction Unit (VRU) that the 



 

 
 

Mayor is setting up with the public health approach, I will be putting in the victims’ voice into that and making 

sure there are victims groups and organisations that will have a say in how that is being shaped. Again, I do get 

to meet a lot of young victims and survivors of knife crime and of gang violence who have been exploited and I 

have been trying to listen to their concerns and make sure they are reflected in the service. 

 

Sian Berry AM:  On police communication, again, you looked at the wording of letters being sent? 

 

Claire Waxman (Victims’ Commissioner):  Yes, I looked at the wording of letters.  One of the 

recommendations I have given to the MPS is that I feel they need to have their own advisory reference group 

where they have those voices in there to look at that.  In the change programme, they are going to be doing a 

lot of communication, and so you want to make sure that you are reaching those people you are trying to 

communicate with. 

 

Sian Berry AM:  In terms of online communication by the police, one thing that is still going on constantly is 

that they post pictures of weapons and things online and social media. 

 

Claire Waxman (Victims’ Commissioner):  Yes, you have raised that point with me. 

 

Sian Berry AM:  They often release the biggest knife they have found this week as a press release to the local 

newspapers and so then it appears in more media.  Are you talking to them about that and whether there is 

evidence they could use?  Again, it does not cost any money to stop doing something like that. 

 

Claire Waxman (Victims’ Commissioner):  To be honest, that is probably for the Deputy Mayor [for 

Policing and Crime] to take up with the MPS because she meets them on the Oversight Board.  That is specific 

for her.  However, I take the point you are coming towards around communication and trauma and the impact 

of trauma. 

 

A big issue for me was the way in which the press report cases.  Especially after Worboys, I was hearing from 

victims and those supporting the Worboys victims about the impact of opening up a newspaper and seeing 

that their offender was going to be released.  It was the same for the victims of the ‘M25 Rapist’.  It is 

catastrophic.  I have written to the Chair of IPSO [Independent Press Standards Organisation] and I got the 

Victims Board and the Victims Reference Group.  We are waiting for a response about wanting to change a 

clause within their code of ethics around - like they do for suicide - how to do it around victim reporting.  Even 

when I was speaking to survivors and families of terrorist attacks, the intrusion only adds to and exacerbates 

their trauma.  That is a big area that I am looking into at the moment. 

 

Sian Berry AM:  The same is true of knife crime if you open up the paper and there are pictures of weapons. 

 

Claire Waxman (Victims’ Commissioner):  It is triggering trauma, yes. 

 

Florence Eshalomi AM:  Just on my colleague’s point around young people, I am sure you will agree that one 

of the issues we have is that young people feel that they cannot trust the police in terms of coming forward 

with information about incidents, whether it is knife crime or gun crime.  For those who have actually been 

involved and are victims of crime, there will be that hesitation again still to come forward.  Is there any more 

that you can talk about on what you are trying to do to get them to come forward?  It is almost a double 

whammy because, one, they have been a victim and, two, there is a big fear of any big institution or anybody.  

The experiences that they may have had with the police puts them off coming forward to anybody. 

 



 

 
 

Claire Waxman (Victims’ Commissioner):  The MPS and the Deputy Mayor have focused a lot on this and 

this is something they are working on to try to improve that confidence so that they would come forward.  

When I hear from victims and survivors, yes, there is a trust issue but there is a fear issue and so they cannot 

come forward and report for fear of repercussions on their housing estate or repercussions in their community. 

 

Really, what I am keen to look at and talk to the MPS about is third-party reporting and how safe that is and 

how we safeguard victims and witnesses who want to come forward.  That is very much on my radar because, 

as much as we raise confidence, we have to make sure that they are safe when they come forward. 

 

Florence Eshalomi AM:  Thank you. 

 

Steve O’Connell AM (Chairman):  On to the last set of questions.  This is about the future priorities.  We 

have been talking at length about the last 16 and 17 months and I want to look towards the next period.  The 

first question is: what are your priorities?  We have heard some of the stuff you have been talking about and 

trying to influence, etc, but what would you be your priorities for the next 18 months, say? 

 

Claire Waxman (Victims’ Commissioner):  As I said, so much of the work - as in the reviews and the 

analysis - had to be done and could not be done immediately and is all coming to a head around the same time 

early next year [2019].  I did a Victims’ Summit Day last November.  It is a huge platform bringing together 

organisations and stakeholders and victims to push the victims’ agenda in London.  I want another one in 

March.  Those are my priorities going forward. 

 

There are recommendations that will be coming out of the compliance review, which will be a lot of work to 

take forward, and out of the rape review and out of the needs assessment.  I will be working on implementing 

those recommendations in order to effect change. 

 

On ASB, as I mentioned, I am doing a scoping exercise as well at the moment.  I am continually working with 

the different stakeholders to push them to take forward a lot of the recommendations that I am making. 

 

It is about strengthening.  I want to get to where victims have the confidence to come forward, understand 

what that process is when they come forward, know where to get support and, when they get support, it is the 

right type of support to help them cope and recover.  If they decide to go through that justice process, 

through all the different things I am doing they will have a better journey.  We keep them engaged and we get 

better justice outcomes by having them engaged and supported throughout.  Yes, there is a major focus for me 

of getting that justice process and that accessibility to the support service working far better than it is working 

at the moment because there are real barriers to that. 

 

Steve O’Connell AM (Chairman):  The 18-month period, clearly, takes us to the end of this mayoral term.  

You have talked about the actions more than anything that you will be undertaking - the Summit, etc - but 

how could we and Londoners see what actual outcomes you are aspiring to?  It is more about outcomes as 

opposed to mechanisms in a way.  Whether you can achieve those outcomes may be moot, but what sort of 

outcomes would you aspire to? 

 

Claire Waxman (Victims’ Commissioner):  I want to see an increase in reporting and see victims having the 

confidence to come forward.  I would also like to see an increase in prosecutions as well, which again is about 

how victims are treated and supported to be engaged, and that they are getting access to fair justice.  I would 

like to see a reduction in repeat victimisation because, if victims are not being given the right support and are 

not accessing the justice process, they are vulnerable and are open to further victimisation.  We see that a lot.  



 

 
 

That is why it is so important to get the help and support the first time and make sure they fully recover.  I 

want to see a reduction in repeat victimisation and an increase in victim satisfaction with the police.  That 

would be good. 

 

Steve O’Connell AM (Chairman):  The devolution agenda is supported within this building and elsewhere 

devolution on justice is a narrative at the moment.  How will that help and have a quality of support for victims 

and help your work? 

 

Claire Waxman (Victims’ Commissioner):  It will help hugely because London is very complex and there are 

many different communities and many different needs.  It is important in the devolution piece, especially 

around that victim’s journey, to be integrating it and making it a far more seamless service and one that is 

directed to the needs of Londoners and directed to the needs of that particular victim.  The devolution piece is 

really important and will aid that. 

 

Steve O’Connell AM (Chairman):  What could MOPAC do?  Much of the work you are talking about has a 

timeline to it.  It is not a now thing but is an aspiration and an outcome.  However, you are working in the 

same building with the Deputy Mayor [for Policing and Crime, Sophie Linden] and MOPAC.  What more could 

MOPAC do to support victims? 

 

Claire Waxman (Victims’ Commissioner):  I have been pleasantly surprised.  I am independent and so I can 

be critical, but with the ideas that I have had - and we cannot underestimate that they are big pieces of work - 

I have not had pushback.  I have had full support from MOPAC in the compliance review and the needs 

assessment.  This is a big piece of work, but I have impressed upon them the importance of it.  With the 

integrating and the recommissioning of services, again, they have very much allowed me to be involved in that 

process and keep the findings, experiences and interests of victims very much involved in that. 

 

I have to say that I get a lot of support from MOPAC.  I would love MOPAC to be working fulltime for me - 

who would not - because there is so much work, but they are working on so much stuff and I get a lot of 

support.  I have not had any issues or pushback from them on any of the work that I want to push forward. 

 

Steve O’Connell AM (Chairman):  It is not quite the same question as what you would like to see from 

them, but I take your point completely. 

 

My last question is one that I flagged up earlier because it is linked to the fact that we have heard over the last 

hour and a half and before that a lot that you do is about soft powers and influencing, as Andrew  

[Dismore AM] talked about earlier.  However, if we were able to wave a magic wand and give you some 

powers, what powers would you like as an aspiration to help you really support victims even more than you can 

now? 

 

Claire Waxman (Victims’ Commissioner):  We are talking about who owns monitoring and compliance of 

the Code.  We have looked at that in great detail.  I have always felt that it needs to be the national Victims’ 

Commissioner and then we look at it at a local level and then it looks like it might come to the PCCs, but within 

this role having the power to really hold agencies to account when they do not deliver their entitlements to 

victims in the Code. 

 

Steve O’Connell AM (Chairman):  With the ability to sanction as well? 

 



 

 
 

Claire Waxman (Victims’ Commissioner):  Yes, with the ability to sanction.  Also, anyone can set up a 

support service.  You or I could go out tomorrow, open up, get funding and start offering support to victims.  

There is no regulation and that is a real concern.  I see victims so desperate that they will get support from 

whoever offers it to them but it is not quality, it is not effective and nobody is monitoring it.  Again, I would 

really like to bring quality standards for London and own that as well and have the power to make sure that 

when victims are getting support, it is the right support from proper professionals. 

 

Steve O’Connell AM (Chairman):  Lastly, when you have your meetings of the Board and you say that there 

are other partners in the criminal justice system, your influencing powers are taken note of?  You do not have 

powers as such but within the Board and the Chair of the Board -- 

 

Claire Waxman (Victims’ Commissioner):  No.  Andrew [Dismore AM] described it very well.  It is that.  As I 

say to them, if you want to improve the journey for victims - everyone has this throwaway statement of 

“victims are at the heart of everything we do” - and if victims really are at the heart of everything we do, then 

these recommendations need to be taken seriously and implemented. 

 

Steve O’Connell AM (Chairman):  That is helpful.  We have taken notes of that wish-list of powers and it 

may well form itself into a letter with the agreement of the Committee. 

 

Claire Waxman (Victims’ Commissioner):  However, on the point that Susan [Hall AM] and Tony  

[Arbour AM] have raised throughout this morning, I have met only a few of you directly and I wish I had -- it 

was a fulltime role and I had a full -- but I would very much welcome any support you can give me.  If there are 

things going on locally with victims’ groups and organisations that I have not come across and that you want 

me to engage in, please, the door is open. 

 

Steve O’Connell AM (Chairman):  OK.  That is helpful.  Claire, thank you very much for that.  Thank you for 

attending today.  The Committee will continue to take a keen interest in this agenda. 

 

Claire Waxman (Victims’ Commissioner):  As I said, the Victims’ Summit Day is in March [2019] and I really 

look forward to, hopefully, all of you attending.  I will send you details and so please do because then we will 

be able to continue a lot of these conversations. 

 

Steve O’Connell AM (Chairman):  We shall look forward to the invitation.  Thank you very much. 


