
Serving Victims In The 21st Century 
Through the cutting edge, innovative technology leadership of Verizon and the National Domestic Violence Hotline 

 

Our road map to building safer, healthier futures is comprised of several interrelated strategies, that, with each one 

strengthened by the other, offers an exponentially powerful way to prevent, educate, and empower.  As Verizon links 

people to a world beyond their physical location, the National Domestic Violence Hotline links people to a world 

beyond domestic violence.  

 

Since inception, the National Domestic Violence Hotline has sought ways to meet the needs of victims, friends and 

family members in whatever medium they have available and in ways that are most comfortable for them. 

Accessibility has been a hallmark of our services, and over the years we have expanded our telephone hotline to serve 

victims 24 hours a day, 7 days a week, enhanced services such as a TTY line and telephonic interpretation of over 200 

languages, and launched an SMS texting platform for loveisrespect.  Each new option offered a new entry point for 

people on the periphery.  In 2013, Verizon helped us provide yet another entry point - online chat, the building block 

for future digital services.  Because of online chat, domestic violence services are now more accessible and more 

effective than ever.  

 

Thanks to Verizon’s support, victims are more empowered to access services on their own terms, through online chat 

on computers, tablets and phones. Since the launch of online chat services in October of 2013, we’ve reached 12,122 

people, answering roughly 808 chats per month.  Because clients on chat tend to disclose more personal information, 

advocates can provide more targeted support.  Compared to phones, we’ve found that clients on chat report sexual 

abuse at more than twice the rate of callers and are more likely to disclose details about their living situation, that 

they have a disability, are an immigrant, or that they are experiencing economic abuse. 

  
“Thank you for your time and talking with me… it brought me back to reality. I’m glad that you guys have this chat, 

talking on the phone about this is really hard for me.”  -A chatter 

  
Together, we are bridging devices, lowering the barrier to getting help, and extending our reach — but we still have a 

a long way to go.  Verizon is a national leader in the movement to end domestic violence, and we need you with us to 

take the next steps.  
 

 

The Road Map 
 

EXPANSION OF REMOTE DIGITAL SERVICES: COAST TO COAST 

 

WASHINGTON, DC OFFICE (In Progress) 
 

February 2015 will mark the official “beta” launch of the National Domestic Violence Hotline’s second office, in 

Washington, DC. This endeavor is the first of its kind for The Hotline, offering remote digital services. In addition to 

digital advocates, the office will be staffed with a Vice President of External Affairs and Vice President of Policy — two 

positions that are incredibly important and have been an overdue need for our organization. This DC office will be the 

test of our first foray into remote service centers and remote usage. We need Verizon’s investment in our DC office’s 

digital advocate positions in this new time zone. 

 



Our vision is to expand our services beyond the doors of our Austin and DC offices and eventually open a West Coast 

location. Additionally, we envision empowering individual staff and volunteers across the country to serve people 

digitally in their own homes. Verizon’s investment in our DC office helps us take that first step.  

 

 

PHONE SYSTEM 
 

Our current phone system has plateaued with what it can do for us. While our current system gives us some data, we 

do not have a phone system that can combine call and digital data to allow us to analyze trends on a larger level. We 

are actively developing requests for proposals for a new phone system.  

 

We continue to analyze data to ensure our staffing pattern meets the needs of users.  Without long-term data, it has 

been difficult to establish user patterns. We hope to explore satellite call and chat centers that span multiple time 

zones, offsetting the high cost of a 24 hour operation, and providing redundancy and maintenance windows. With 

this, we are exploring a more robust telephone system that could support rollovers to multiple time zones. We need a 

new phone system that integrates with our caller application, allowing us to expand telephonic services at multiple 

call centers with package reporting  that would allow us to make staffing predictions, service level predictions and 

analyze trends.  

 

 

ONLINE SAFETY PLANNING AND CONTENT CURATION TOOL 
 

More and more people are turning to online and digital resources for information on domestic violence now more 

than ever before. According to Google Analytics, we received over 3.5 million visits to our websites (loveisrespect.org 

and thehotline.org)  in 2014. Our web content becomes a tool for advocacy, education and support: advocates at 

both loveisrespect and The Hotline have extensive knowledge of the websites’ useful topics ranging from verbal 

abuse to tips for healthy dating.  

 

Links to various blog posts as well as static content are regularly distributed  on texts and chats so the client can 

explore a topic deeper and refer back to it later (we utilize bit.ly to track engagement with these links). We 

consistently check in with our advocates about trends they may notice in their conversations in order to inform future 

blog posts that are relevant to our clients. 

 

This important initiative would encompass building a content system that would curate not only our website content 

but articles, blog posts, one-pagers and more from other online sources. We would ideally build this into our existing 

caller application so that we could anonymously supply a chatter or texter with a code or link to an access code, so 

they could have a predetermined collection of content relevant to their particular situation. For example, someone 

who is struggling to cope with feelings of blame and depression after leaving an abusive relationship would be 

provided a link to a suite of articles like “Coping Through Counseling,” “The Importance of Self-Care” and “There’s No 

Excuse for Abuse”.  

 

Safety and security is always our top priority. We safety plan with all callers, chatters and texters — it’s an integral 

part of each point of communication, whether we’re talking to victims, survivors or family members, anyone who is 

concerned about their own safety or the safety of another. Plans can include remaining safe while in the relationship, 

planning to leave, or maintaining security after leaving. A safety plan may also include coping with emotions, telling 

friends and family about the abuse, taking legal action and more. 

 

http://bit.ly/
http://bit.ly/
http://www.thehotline.org/2013/07/coping-through-counseling/
http://www.thehotline.org/2014/08/the-importance-of-self-care/
http://www.thehotline.org/2014/01/blame-shifting-and-minimizing-theres-no-excuse-for-abuse/
http://www.thehotline.org/2014/01/blame-shifting-and-minimizing-theres-no-excuse-for-abuse/


We safety plan over the phone and our chat and text platforms but currently lack the technology to truly take safety 

planning “digital.” Our hope is to create a responsive web-design framework to build a multi-platform, online Safety 

Planning Tool, combining our advocate expertise with the needs of the user into a digital document that the victim 

can use to navigate through their abusive situation. A tool like this would allow a user to enter their own pertinent 

info and choose to share it with an advocate to explain where they are in the process. The development of the 

framework would focus on mobile phones and tablets but also be accessible on traditional web browsers, and would 

allow for a digital document that can be accessed, updated and reviewed anywhere. 

 

More than a traditional safety plan, this tool will offer additional, highly customized support for victims. The tool 

would be a digital space for the victim and advocate together to collect relevant information for both leaving and 

healing — an online idea hub where the advocate and victim could aggregate and save useful articles, blog posts, 

social media posts, local shelter links and more, creating one secure but accessible place with information 

hand-selected for their unique experience. The tool would also allow users to secure encrypted documents such as 

protective order and court documents. 

 

How? 

The initial phase of the project would require the engagement of experts in technology and user experience. Working 

in tandem with The Hotline, leaders from the DV field and technology council advisors would provide advice to help 

create an innovative and streamlined product, both on the back end and for the user. Continued work would involve 

a pilot group of staff to further refine and develop the tool, as well as a formal feedback process and analysis of data 

collected during the pilot period. We envision Verizon playing an active role in the planning phase of this tool as we 

would hope to lean on Verizon’s expertise in technology and app creation.  

 

Why? 

Survivors of abuse need access to secure personalized content and safety plans at their fingertips. 

 

VIDEO ADVOCACY INITIATIVE (To Come in the Future) 

 
This initiative would focus on utilizing telehealth with domestic violence. In the same fashion that live chat and SMS 

text messaging were new service models, video advocacy would be an entirely new model, requiring high levels of 

research, development, and policy work, as well as an in depth look at the many recent successes with telehealth.  

 

Similar to some of what we learned before and after launching live chat services, we know that studies show video 

helps people leave or stay out of abusive relationships. We also know that people are often more willing to disclose 

sensitive information via a one-sided video.  

 

Video advocacy would expand our footprint and respond to the growing need for the expansion of victims’ services 

across the country. It would allow us to offer victims’ services in a variety of ways, such as: providing a level of 

counseling to rural/remote areas; assisting police departments or crisis responders who are unable to have a 

professional on staff for budgetary reasons; assisting victims in specific scenarios such as counseling and debriefing 

pre- and post-court dates, and more. 

 

Until important policy changes are made, video advocacy for survivors at The Hotline is not possible. As one of our 

most important partners, we  want Verizon to know the exciting and innovative ways we will continue to support 

those affected by domestic violence now and in the future. We envision opportunities for Verizon to support our 

policy work through joint hill visits with key Hotline leadership.  


