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OVC FY 2014 Vision 21: Using Technology to Expand National and International Access 

to Victim Services | The National Domestic Violence Hotline: Broadening Engagement and 

Connection Through Digital Advocacy 

 

(a.) Statement of the Problem 

 

“All of us in this room have fought so hard for so long to make sure this hotline is the most 

technologically sophisticated in the world.” — Joe Biden, October 2013 

 

A 14-year-old girl chatted from school to get resources for her mom because her dad monitors 

the use of their home computer.  For a college student, a computer lab on campus was the only 

safe place to chat with an advocate, since her abusive partner controls her cell phone and drives 

her to and from school.  A working mom with three kids chatted because she didn’t have the 

time for a long phone call — she didn’t want to go through the painful process of opening up, 

only to be interrupted and have to stop and end the call. For these women, making a phone call 

was not an option, and thanks to the availability of our digital services, they were able to get the 

help they needed.  

 

The National Domestic Violence Hotline (NDVH or the Hotline) provides lifesaving tools and 

immediate support assisting victims in finding safety and freedom from abuse.  We strive to 

make our services available, accessible, and safe so when someone reaches out for help, there is 

always a caring advocate on the other end to listen, offer compassionate words, and help plan for 
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safety.  With this goal in mind, we proactively seek ways to optimize our services through 

scalable strategies and leverage available technology.   

 

In our increasingly digital age, we know that digital services are quickly becoming the method of 

choice for those accessing our services.  NDVH is a pioneer in the use of digital services to 

better serve victims of domestic violence.  In 2007, we began offering services via chat and text 

through our program for teens and young adults, loveisrespect.  According to Pew Internet 

studies, 17 million American teens were online, and 74% of those young adults were utilizing 

instant messaging, so the opportunity to better reach this population was clear1. According to the 

Pew Research Center’s Internet & American Life Project, 91% of Americans own a cell phone, 

and one third use them as their primary means to access the internet2. Our own programming 

data reflected this trend, and we saw an increasing number of adults engaging with us through 

loveisrespect’s digital channels.  The success of a hotline chat pilot program, coupled with the 

need to expand venues for adults seeking held, led to the launch of live chat as a feature of our 

general hotline program in 2013. 

 

Throughout this grant we will refer to the National Domestic Violence Hotline live chat services 

for adults, available 9AM-7PM CST, as “hotline chat.” We will use “loveisrespect chat” to refer 

to our 24-hour digital services for teens and young adults.  

 

Despite the prevalence of domestic violence in the United States (1 in 4 women and 1 in 7 

men aged 18 and older has been the victim of severe physical violence by an intimate 

partner), very few victims actually seek help.  Since our services became accessible through 
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digital channels, the number of people reaching out for help has been on the rise, a testament to 

the power of chat and text to reach those who have long been silent.  Though we are pleased to 

have found a medium through which more people in need of help are reaching out, we are 

troubled that our capacity falls short of the growing demand.  By October 2014, we project 

approximately 9,203 requests for digital services each month.  Under our current staffing pattern 

and current program model, we can respond to only 3,550 contacts a month.     

 

Making contact with the victim is only the first step.  Victims of domestic violence have 

complex needs, and we are fortunate that today there are service providers across the country 

who address nearly every one of these needs.  Unfortunately, this service network is 

fragmented, which can impede victims’ progress.  With current technological advances and 

our role as a bridge to other service providers, we are well-positioned to better align services and 

serve victims with more efficient and more impactful solutions.    

 

(b.) Project Design and Implementation 

While continuing to lead the national dialogue around intimate partner violence, we strive to 

make our digital services as transformational as the initial creation of the hotline, revolutionizing 

how victims are served in our field and beyond.  

 

We’re confident that the breadth of data gathered from our current online programming about 

barriers to service, types of abuse victims are experiencing, and more, will ultimately provide 

more thorough information about intimate partner violence today. 
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Since the launch of live online chat for the hotline (numbers based on 7 months of data), small 

but statistically significant differences between chat contacts and phone contacts  have begun to 

emerge.  

• Chatters report sexual abuse at a higher rate (13.9%), compared to victims/survivors who 

contact via phone (6.6%). This is likely due to the increased comfort and perceived 

anonymity that chatting provides. Typing out stigmatized and sensitive topics can be 

easier for victims than talking about them aloud.  

• 2.7% of chatters mentioned having a disability that created a barrier to accessing services, 

while only 1.5% of callers mentioned this concern. This difference isn’t as striking now 

compared to November (2.7% of chatters vs. only 0.4% of callers), but we anticipate that 

overtime this difference will be magnified, and the increased accessibility of chat services 

will bridge gaps for populations experiencing multiple forms of marginalization. 

• 8.5% of chatters disclose that they are an immigrant, and only 4.1% of callers do. 

• 40.3% of chatters report economic abuse, and only 20.2% do on phones. This is 

something that has grown and emerged quite a bit since the launch of chat. 

• 7.9% of chatters disclose that they live in a rural area, while only 1.2% of callers do. 

• 21.6% of chatters disclose concerns about their technology safety, and only 3.9% of 

callers do. 

We believe that these numbers speak volumes to the accessibility that online chat has provided 

victims and survivors reaching out. Many people are much more comfortable utilizing this 

medium, and feel more able to discuss more sensitive issues. This means that the data we are 

gathering through online chat may more accurately represent what is occurring in these domestic 

violence situations and who is reaching out for help. 
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Through this RFP, “OVC FY 2014 Vision 21: Using Technology to Expand National and 

International Access to Victim Services,” we are seeking assistance to meet three goals:  

1. Strengthen capacity to meet the growing need.  By adding additional staff and targeted 

programmatic enhancements such as an improved mobile platform and more robust 

website, we will serve more people. 

2. Expand our outreach efforts to reach the countless victims who are suffering silently. 

 Digital services lower the barrier to getting help.  Those who aren’t safe to call or feel 

uncomfortable talking on the phone have alternative channels.  Because people often feel 

more comfortable independently gathering information online and because chat is quicker 

and more casual than a phone call, our digital services increase the likelihood that victims 

will seek the help and information they need. 

3. Lay the groundwork for a “digital handoff” of services.  Recognizing that many local 

domestic violence shelters and programs will also need to respond to the increasing 

demand for digital services, NDVH will continue to help organizations build their own 

ability to offer services digitally. This paves the way for NDVH to eventually hand off 

contacts to local resources in a less fragmented way.     

We have developed a multi-tiered approach to achieve these project goals. 

 

Project Goals and Objectives 

Goal 1: Strengthen the capacity of our existing services by adding staff and implementing 

program efficiencies.   

Objective 1: Increase number served through digital services (hotline and loveisrespect) by 

twenty percent. 
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Task 1a: Expand hours of online chat and increase the number of digital advocacy “advocates.” 

Explanation: Currently, online chat services through our loveisrespect program are available 

twenty-four hours a day, seven days a week.  Resource constraints limit the availability of online 

chat services through our hotline.  Hotline chat is available from the hours of 9AM to 7PM 

Central Time, Monday through Friday.  Sadly, many chats go unanswered during peak hours due 

to high demand.   

We propose the addition of four full-time digital services advocates (two for loveisrespect and 

two for the hotline).  Loveisrespect will continue to offer 24/7 live chat and text services with 

fewer unanswered chats, and the hotline will expand the availability of online chat by two hours 

to better accommodate people across different time zones.  

Text messaging, another component of our digital services currently offered through 

loveisrespect, is not utilized as often as chat but serves as an important entry point for some 

people seeking help. The same advocates who respond to online chat contacts through 

loveisrespect are trained to respond to text messages as well. Therefore, an addition of digital 

advocates for loveisrespect creates capacity for responding to both online chats and text 

messages.  

 

Task 1b:  Create and support a more user-friendly mobile chat platform 

Explanation: We know that mobile access is an increasingly important part of the digital sphere 

and that a large majority of the population accesses the internet from mobile devices.  In the fall 

of 2014, in partnership with LivePerson, we will roll out an improved chat platform that will 

allow users to more easily launch live chat when accessing our website from a mobile device.    
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Task 1c:  Create and refresh online content 

Explanation:  Our cutting edge website includes responsive and interactive features. Our online 

quizzes, YouTube videos, and blog content offers website visitors easily digestible information 

about domestic violence and unhealthy relationships. By keeping our web content relevant and 

up-to-date, we create more meaningful engagement for our users. We view our website as a 

digital service platform — while many people access the site as a jumping off platform for 

making direct contact with us, others utilize it for ongoing support. By providing rotating, 

relevant content about abusive relationships, we know that some contacts will be able to get the 

information and support they need from the website alone. Driving people to relevant website 

information will help us more efficiently manage the growing number of chats, texts and calls 

and ensure that those in immediate crisis are instantly connected to live support.  

 

Task 1d:  Support telephonic interpretation services to enhance current digital services 

Explanation:  NDVH’s telephone hotline offers our callers the chance to connect with us in over 

200 languages via a telephonic interpretation service. As users reach out to us through digital 

platforms in different languages, we will direct them to our phone line so that these telephonic 

interpretation services can be used.  

 

Goal 2:  Expand outreach efforts to reach the countless victims who are suffering silently.  

Objective 2: Increase web traffic by 20% and spread awareness about our resources and 

services. 
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Approximately 400,000 people visit the Hotline website (thehotline.org) each year, and around 

85% of those who visit the website are first time visitors.   

 

Task 2a: Implement a dynamic social media awareness campaign and reach underserved areas 

through targeted social media advertisements. 

Explanation:  We have not implemented a formal public awareness campaign about our services 

in the past ten years.  It is a well-documented fact that only a small percentage of victims get the 

help they need, and increasing awareness of our digital services is an effective way to reach new 

victims, friends, and families who are seeking help. 

Through the use of targeted Facebook advertisements, we hope to spread awareness of the 

hotline and our digital services to people in underserved areas, as well as boost awareness in 

areas where we are focusing our trainings and outreach efforts. 

 

The hotline previously used the Facebook ads tool for a local fundraising campaign.  We targeted 

the post to the demographic of our choosing and successfully expanded the post’s reach far 

beyond our current Facebook fans. On average, posts to the Hotline’s Facebook wall organically 

receive 3500 views and 60 likes. However, spending only $50 over a two-day period yielded the 

following results: 

• 12,861 paid views 

• 148 paid clicks (click-through rate: 0.855%) 

• 134 paid post engagements (including likes and shares) 

As of January 1, 2014, the Hotline Facebook page had 23,780 followers (a 34% increase since 

January 1 of the previous year). We know that social media is quickly becoming the most used 
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method of advocacy and that one user can reach more than 150,000 Facebook users. With a 

robust following on all our channels, our potential reach expands with every post. Ads can link 

people to our Facebook page, to our hotline website, or directly to info about our live chat 

services, all of which would function in spreading awareness about our digital services. 

Utilizing targeted advertisements on social media platforms such as Facebook allow us to reach 

out to new audiences and spread the message about our digital services to already dedicated 

supports and users. These robust channels create a community that integrates survivors, people 

seeking help, fellow DV organizations and the general public. 

Preliminarily, we see great opportunity to reach the areas identified below — which are subject 

to change upon a more thorough time investment to create an outreach plan: 

Alaska 

• According to the 2010 Alaska Victimization Survey, 59% of women suffer from intimate 

partner violence statewide.3 

• According to the Violence and Policy Center they rank #2 in the top 10 states of intimate 

partner homicides with a female victim and male offender.4 

• Many residents of Alaska are in unique, difficult situations when it comes to access to 

services. Many live in isolated areas and face transportation challenges. 

• We have previously conducted two training workshops in Alaska. One focused on 

educating youth on technology use, online, texting and the link to teen dating violence 

and sexual violence. The second focused on helping youth prepare to use technology in a 

positive way to create change in their communities. 

• Alaska is in our bottom 10 lowest chat volume states, and in our bottom 10 lowest call 

volume states. 
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Oklahoma 

• According to the Violence and Policy Center they rank #3 in the top 10 states of intimate 

partner homicides with a female victim and male offender.5* 

• According to NCADV, nearly 20% of Oklahoma high school students have reported 

being hit, slapped or physically hurt by a dating partner (compared to 9% of all students 

nationwide).6 

• The CDC’s NISVS estimates that 49% of women and 40% of men residing in Oklahoma 

will experience rape, physical violence, and/or stalking by an intimate partner in their 

lifetime.7 

• We have plans to conduct a training for loveisrespect’s Start Talking Toolkit in 

September. 

• They fall in the middle of the spectrum for reaching out to us: 26th in call volume to the 

hotline, 21st in call volume to loveisrespect, 30th in website visits. 

South Carolina 

• According to the Violence and Policy Center, South Carolina ranks #1 in the rate of 

intimate partner homicides with a female victim and male offender.8 

• Their homicide rate per 100,000 females is more than double the national average and 

they have ranked in the top 10 states every year for the past 10 years. 

• The CDC’s NISVS estimates that 41% of women and 17% of men residing in South 

Carolina will experience rape, physical violence, and/or stalking by an intimate partner in 

their lifetime.9  

• They fall in the middle of the spectrum for reaching out to us: 21st in call volume to the 

hotline, 29th in call volume to loveisrespect, 28th in website visits. 
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Delaware 

• In the top 10 states of intimate partner homicides with a female victim and male offender 

(#4).10 

• The CDC’s NISVS estimates that 35% of women and 37% of men residing in Delaware 

will experience rape, physical violence, and/or stalking by an intimate partner in their 

lifetime.11 

• But, they are the 5th lowest chat volume, and tied for 1st lowest call volume. 

New Mexico 

• In the top 10 states of intimate partner homicides with a female victim and male offender 

(#10).12 

• According to the New Mexico Youth Risk and Resiliency Survey, 12% of high school 

students reported that a girlfriend or boyfriend hit, slapped, or physically hurt them on 

purpose.13 

• In our bottom 10 lowest chat volume states, and low on the list of visits to the website 

(39/50 states ranked highest to lowest). 

 

Task 2b: Implement the use of Google Ads and Analytics for the hotline. 

Explanation: Loveisrespect, which specifically targets the teen/young adult demographic, has 

one employee focused on driving traffic to its website. With the success of search engine 

optimization, Google adwords and added capacity to monitor data trends via Google Analytics, 

we propose to replicate this strategy in our hotline program.  We plan to hire a dedicated position 

for this, and this new employee will monitor keyword performance, help identify and quantify 

trends, report on activity, and more. 
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We know that web traffic and utilization of our chat services are closely linked: our top ten cities 

with the highest online chat volume are also among the top ten states visiting thehotline.org. This 

task is key in our “Digital Services Advancement” and will support our objective of increasing 

web traffic to the hotline.org, thus supporting our objective to increase the number served 

through our digital services. 

 

Task 2c:  Create and strategically distribute printed materials (printed palm cards, posters, and 

other printed materials promoting thehotline.org website and our digital services). 

Explanation: In the past, strategic distribution of printed materials has been an effective way to 

promote the hotline.  For example, we saw a spike in contacts at loveisrespect from teens after a 

mail campaign to Texas schools around the beginning of the school year and during Teen Dating 

Violence Awareness and Prevention month.  We have not done any sort of ‘public awareness 

campaign’ about our digital services offered through the hotline, and we anticipate printed 

materials will reach new victims. 

We plan to create and distribute printed material packets, featuring palm cards, posters and other 

informational materials that could be utilized and distributed in local communities.  These 

materials will be distributed to victim’s assistance programs across the country.  We will also 

send material packets to the groups who will be working at the ground level with domestic 

violence victims across the nation. Many local programs struggle with capacity issues, and our 

digital services can help them triage and stretch their limited resources. 

 

Task 2d:  Create online toolkits to spread awareness about digital services. 
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Explanation: We will develop a robust online toolkit in conjunction with printed materials. 

These online toolkits will include downloadable versions of our printed materials. The online 

toolkit will be located on our website, thehotline.org.  We will promote these materials through 

social media and email blasts to various email lists (constituents, partner organizations, OVC 

grantees, nationwide service providers). We will increase promotion of these materials during 

October (Domestic Violence Awareness Month), February (Teen Dating Violence Awareness 

and Prevention Month) and April (Sexual Assault Awareness Month). 

This task will provide us with the capability to track valuable data, such as the number of visits 

to the web page, click-through rates on our email blasts, and the number and basic profile of 

people downloading our web-based materials. 

 

Goal 3:  Lay the groundwork for a “digital handoff” of services.  Victims of domestic 

violence have complex needs, and we are fortunate that today there are service providers who 

address nearly every one of these needs.  Technology offers the possibility of developing a 

seamless system of services, where one organization can digitally “hand off” a client to another 

service provider — similar to a “direct connect” on a phone — helping ensure that they are 

getting the exact help they need.   

Objective 3: Through increased awareness of our website and expanded digital services, we 

hope to share our digital services knowledge base and build partnerships.  

 

Task 3a:  We will build a network of professionals to collaborate, brainstorm and advise about 

our current and future collaborative relationships.   
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Explanation: We will build a network of professionals in areas relevant to digital services and it 

will be built as an advisory group of industry national experts. This will allow us to test a model 

of collaboration and cooperation that can be replicated nationwide.   

Since we launched the revamped, comprehensive version of thehotline.org in October 2013, we 

have received multiple requests from state programs and organizations seeking technical 

assistance and information about our digital services (including, for example, The Vermont 

Coalition; The Iowa Coalition; Between Friends in Chicago; SafePlace in Texas; and programs 

from Maine, to the Vashon Islands, to Alaska).  Funding from our current OVW Technical 

Assistance grant has allowed us to provide digital technical assistance to organizations in other 

states that are interested in rolling out services digitally.  Through this, we have learned that 

providing technical assistance is laying the groundwork for a stronger and less fragmented 

network of services provided to domestic violence victims.  As more organizations build their 

capability to provide digital services, we are not only opening up more options for victims to get 

the help they need but we are also paving the way to eventually hand off contacts to local 

resources with more ease - a “digital handoff”. 

            

Task 3b: Formally partner with NNEDV (WomensLaw.org) to increase their capacity and 

develop ways to share technology. 

Explanation: NDVH and NNEDV have enjoyed a close client referral relationship over the 

years.  It is only natural that we, both nationally renowned thought leaders on domestic violence 

and cutting edge service delivery, join forces and test new methods to better serve our 

constituency.   Over one million individuals access the WomensLaw.org website each year.  It is 

the premiere online domestic violence legal resource nationwide, providing state-specific, plain 
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language legal information through a user-friendly website, but also offers specifically tailored 

legal information and support through its confidential Email Hotline.    

 

WomensLaw provides a secure and safe online system allowing victims to access the Email 

Hotline.  A victim can create a password-protected online account to ask his or her legal 

questions. He or she can then log back onto this account to check for the response from 

WomensLaw, or he or she can opt to receive an email alert that the response is ready. To protect 

the safety of the victim from an abusive partner who may be monitoring a victim’s email, the 

response appears to come from the sender “GardeningQA.com.”  This complex email hotline 

platform allows a victim to safely send and receive information.  Through this strategic 

partnership, NDVH and NNEDV (WomensLaw.org) hope to explore ways organizations can 

share technology platforms and seamlessly coordinate services.  

 

Time-Task Plan 

Goal 1:  Strengthen the capacity of our existing services by adding staff and implementing 

program efficiencies.   

Objective 1: Increase number served through digital services (hotline and loveisrespect) by 

twenty percent. 

TASK STAFF TIMELINE 

Task 1a: Expanded hours of online 

chat and increase in digital 

advocacy advocates 

Director of Digital Services; Digital 

Services Manager; Digital Services 

Supervisors (3); Digital Services 

October 2014 
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 Advocates TBD (4); Relief 

Advocates; Part-Time IT Specialist; 

Advocate and Training Manager 

Task 1b:  Create and support a 

more user-friendly mobile chat 

platform 

Director of Interactive Technology 

& Communications; Director of 

Digital Services; Part-Time IT 

Specialist 

October 2014 

Task 1c:  Create and refresh online 

content 

Director of Interactive Technology 

& Communications; Director of 

Digital Services; Digital Services 

Advocates TBD (4) 

October 2014 - 

Ongoing 

Task 1d:  Support telephonic 

interpretation services to enhance 

current digital services 

Director of Operations October 2014 - 

Ongoing 

 

Goal 2:  Expand outreach efforts to reach the countless victims who are suffering silently.  

Objective: Increase web traffic by 20% and spread awareness about our resources and services. 

TASK STAFF TIMELINE 

Task 2a: Implement a dynamic 

social media awareness campaign 

Director of Digital Services; Director 

of Interactive Technology & 

Jan. 2015- 

September 2015  
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and reach underserved areas 

through targeted social media 

advertisements 

Communications; Communications 

Specialist; Database Specialist 

Task 2b: Implement the use of 

Google Ads and Analytics for the 

hotline 

(See above) September 2015  

Task 2c:  Printed materials (printed 

palm calms promoting online chat) 

 

Director of Interactive Technology 

& Communications; 

Communications Specialist 

Jan. 2015 - 

September 2015  

Task 2d: Online materials to 

spread awareness about the hotline 

and loveisrespect’s digital services  

Director of Interactive Technology 

& Communications; Director of 

Digital Services; Communications 

Specialist 

Feb. 2015 - 

October 2015  

 

Goal 3: Lay the groundwork for a “digital handoff” of services.  Victims of domestic 

violence have complex needs, and we are fortunate that today there are providers to address 

nearly every one of these needs.  Technology offers the possibility of developing a seamless 

system of services, where one organization can digitally “hand off” a client to another service 

provider, helping to ensure that they are getting the help they need.   
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Objective: Through increased awareness of our new website and expanded digital services, we 

hope to spread our knowledgebase of digital services and build partnerships to strengthen 

services. 

TASK STAFF TIMELINE 

Task 3a: Technology Workgroup 

in Austin, TX 

 

Director of Digital Services; Director 

of Interactive Technology & 

Communications; Digital Services 

Manager, Digital Services 

Supervisor (3); NDVH President; 

Director of Hotline Operations 

Between 

February - April 

2015 

Task 3b: Strategic partnership with 

NNDEV (WomensLaw.org) 

NNEDV (WomensLaw.org) March 2015 

 

(c.) Capabilities and Competencies 

NDVH advocates are the highest trained in the field - skilled in active listening, validation and 

demonstrating empathy in order to establish rapport with callers and chatters and maintain a 

positive relationship while identifying services and resources for them. Their training ensures 

that each contact will be treated with compassion and respect, informed of options, and provided 

with life-saving strategies. Advocates talk to each caller or chatter for as long as needed to 

ensure the each contact receives the appropriate help necessary to take the next steps to safety.  
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In 2011, NDVH finalized a forty-hour advocate-training curriculum that is utilized to train all 

staff and volunteers. Upon hire, all paid staff and volunteers participate in the forty hours of 

intensive training on domestic violence and related issues that advocates most commonly 

encounter on the phones. Each advocate then participates in twelve to fifteen hours of on-the-job 

training that includes mentoring and shadowing of seasoned advocates. There is also a 

subsequent twelve-week advocate skill-building curriculum to further support new advocates. 

Digital advocates receive 10 hours of training on how to use and provide chat, text and website 

services.  

 

A vast amount of knowledge and expertise is required to best serve all callers and chatters, so 

management works diligently to support our advocates through training, coaching and 

supervision. For over 17 years, the hotline has worked as part of the domestic violence network 

and in close collaboration with groups that have expertise in cultural competency and culturally 

specific services (we most recently underwent a cultural competency training in March 2014 

with the national organization Casa de Esperanza). We continually provide training and 

expanding the issues and cultures covered to broaden the expertise of our advocates by 

collaborating with partners who offer unique expertise, and by listening to and adopting the 

recommendations of our national partners and state coalition leadership. 

 

We are constantly striving to expand our knowledge and skill sets, to be able to offer the most 

knowledgeable, lifesaving services to every caller and chatter. Our direct service staff truly holds 

the expertise to offer these new, expanded services to those seeking help all across the nation.  
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Just as we take care to provide each contact with the support and resources they need, we work 

to ensure that our direct service staff have wellness and self-care support in the workplace so 

they are their best selves to help others. When our advocates are at their best physically and 

mentally, callers and chatters are able to consistently receive the highest quality of service. 

 

Key Staff providing oversight and management of this project: 

NAME & TITLE KEY EXPERIENCE KEY TASKS 

Katie Ray- Jones, 

President and Acting 

CEO 

14+ years of domestic violence experience. 

Direct service exp: oversight of shelter, 

supportive services, domestic violence 

response team as well as child abuse, 

homeless and developmental services for 

children ages 0-5. Previously served as 

state FVPSA Administrator. 

Management of 

Administrative/ Financial 

tasks for Federal Grant 

Brian Pinero, 

Director of Digital 

Services 

10 years of domestic violence experience. 

 Over 10 years of experience in social 

services and criminal justice system. M.A. 

in Social Work. B.A. in History. 

Oversee and manage 

Digital Services 

Advocates and 

Supervisors 

Wade Treichler, 

Director of 

Interactive 

Technology & 

Communications 

10 years experience in communications 

and marketing. B.A. in Design. Masters of 

Information Science (in progress). 

Oversee Communications 

efforts, content 

development and 

information technology 
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Norma Mazzei, 

Director of 

Operations 

Has worked in the field of Domestic 

Violence and Social Services for over 16 

years. B.A. in Sociology. 

Oversee the response for 

Language Line requests; 

Assist in the translation 

and maintenance of 

Spanish content pieces 

 

Founded in 1996 as a result of the landmark Violence Against Women Act, the National 

Domestic Violence Hotline has over 17 years experience operating the national hotline at 1-800-

799-SAFE and over 17 years managing federal grants.  Currently, 70% of our total revenue is 

comprised of federal funding, and we have an experienced team on staff to manage the 

complexities of federal grants and ensure compliance.  Katie Ray-Jones, President and Acting 

CEO, has had oversight of federally funded programs for over fourteen years as NDVH’s 

Director of Operations and as manager of emergency shelters and housing programs.  Letty 

Lopez, NDVH’s Controller, has worked at the hotline for almost 14 years. Letty has extensive 

experience managing our financial operations, including federal grants, accounts receivable, 

payable, semi monthly payroll and monthly reconciliations. Letty is an experienced user of our 

fund accounting software, Abila MIP.  

  

(d.) Plan for Collecting the Data Required for this Solicitation Performance Measures 

 

NDVH examines contact data on a weekly, monthly, semi-annual and annual basis to ensure 

staffing patterns are adjusted relative to call volume, and to identify call trends, gaps in services 

and training needs. Far more than just a call center, NDVH is a hub of data collection and 
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complex resource referral for each interaction an advocate has with a caller, chatter, or texter 

(i.e., user). Our comprehensive database serves two key functions.  

 

(1) The first part of the database is used to collect general demographic information about each 

user. This includes age, gender, race, city, state, and how they heard about our services. 

Although we collect basic information, none of it is used to identify the caller or chatter. Our 

services are completely confidential, with the exception of circumstances that require us to act on 

our role as mandatory reporters of child and elder abuse. 

 

Based on the type of user we have on the line (e.g. victim or survivor, concerned family member 

or friend, abusive partner, service provider), additional information about the person’s situation 

is collected for later analysis. This additional information includes the type of abuse a 

victim/survivor is experience, barriers that may prevent clients from accessing local domestic 

violence resources or legal services, additional factors that increase the complexity of their 

situation, and digital service performance. For digital service performance we track advocate 

response time, chatter satisfaction, website page views, level of crisis, and mobile data usage.  

 

(2) The second part of the database is our regularly updated referrals list. With access to 

information for over 4,000 local service providers and more than 800 national resources, it is the 

largest and most comprehensive database of its kind in the country. 

 

In addition to storing this comprehensive list, the database also allows us to track the demand for 

different kinds of services (e.g., shelter, individual counseling, support groups, basic needs, legal 
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representation, VAWA assistance, child care assistance, emergency transportation, and 

transitional housing). Our ongoing vision for this data usage has many potential applications 

nationwide, including establishing and corroborating state-, county-, and city-specific needs, 

identifying trends in client experiences to incorporate into new trainings, and improving the level 

of service for marginalized populations.   

 

We also collect data through: 

• Google Ads, Social Media Ads, utilizing our existing data-gathering service; and 

• Through the survey question “Have you ever asked for services before?” through our pre-

chat survey. Additionally, we ask: What screen name would you like to use? Are you in 

crisis right now? What is your age? What is your gender? What is your race/ethnicity? 

How did you hear about us? 

• We have built Legal Consultation Services into the grant to ensure that our data 

collection processes are consistently up to date, safe and legal, throughout the time period 

where we’re seeking to expand and change, etc. 

NDVH understands that if awarded, we will be required to submit specific data as part of 

reporting requirements. 

 

Data Grantee Provides 

for Performance 

Measures 

Proposed Strategy for Data Gathering 

 

• Percent increase in the 

 

• We will be able to measure the increase in service hours and 
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number of services 

• Percent increase in the 

number of victims 

served 

 

staff time, and can gather tangible data about % increase in the 

number of victims served through digital services (Take initial 

statistics at the onset of grant, then measure on a monthly 

basis) 

• FB ads to underserved areas, coupled with an added question 

to our initial survey (“Have you ever sought services 

before?”)  

 

• Number materials 

developed 

• Number materials 

disseminated 

• Number of times Web- 

or mobile application-

based resources are 

accessed 

• Number of visits to 

website or mobile 

application 

 

• Quantifiable downloadable materials provided on the website 

(+ click through rate and page visits) 

• Quantifiable number of palm cards printed, requested and 

distributed 

• Google Analytics to track visits to website, visits to web-

based resources 

 

 

• Number of outreach 

efforts to stakeholders 

 

• Quantifiable outreach efforts include social media advertising 

to targeted groups, print material to promote LIR and hotline 

chat to specific groups 
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