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ABOUT
THIS REPORT
The Royal Commission into Family Violence described a family
violence system in which information is not routinely or systematically
shared, exposing victim survivors to risk of further harm. The Royal
Commission saw significant obstacles to information sharing,
including inadequate information sharing methods, complex
legislation and outdated information technology systems.
Services across the family violence system need information
about the risks to, needs of, and services accessed by, various
family members. Information sharing describes a flow of
information from one person to another. Family violence workers
need to have information in order to share it. For the purposes
of this report we therefore define information sharing broadly.
We use information sharing to describe any behaviour where
a worker seeks information (for example from a victim survivor),
accesses information (for example from a database), or shares
information (for example with another frontline worker).
This report offers a behavioural insights perspective on how to
improve the flow of information in the family violence system to
complement the work underway across the Victorian Government
to better protect victim survivors. Behavioural insights seeks to
improve outcomes by augmenting the policymaking process with
a more realistic model of human behaviour. It draws on behavioural
science research and human-centred design to build an evidence
base for effective public policy, service design and delivery.
To date, behavioural insights as a practice has largely focussed
on optimising policy implementation. In contrast, this report
applies behavioural insights to offer policymakers and service
designers a different perspective on information sharing. This is not
a comprehensive research piece detailing how all information is
shared across the family violence system; rather, it aims to deepen
our understanding of how information sharing works in practice
and the role that psychological and contextual factors play in
influencing how frontline workers share information on a day-today basis.
This report showcases a point-in-time snapshot of a limited
section of the system to illustrate how behavioural factors
influence information sharing. Specifically, this report draws
on observation and interviews with family violence frontline
workers at Berry Street in August 2016 and at four Magistrates’
Court of Victoria locations in January-February 2017. This work
focuses on frontline workers who work predominantly with adult
victim survivors and perpetrators. While the Children's Court of
Victoria also hears family violence matters, it was not included in
this study.

Where applicable, we also highlight opportunities to use behavioural
science to help implement ongoing work to improve information
sharing in the family violence system. These suggestions are not
intended to be directive. Rather, they illustrate how the behavioural
insights perspective can be put into practice.
Considerable work is underway across the Victorian Government
and the broader public purpose sector to improve information
sharing in the family violence system. We acknowledge this
critical work, and note that this report does not reference
specific reforms underway. Rather, it highlights the importance
of context, professional orientation and psychological factors on
individual decision-making for consideration in the design and
implementation of those reforms.
The Government is committed to implementing best practice
guidelines to support the implementation of the Family Violence
Protection Amendment (Information Sharing) Act 2017. The
Government has committed $11.6 million in the 2017-18 Budget to
implement this information sharing legislation and prepare the
family violence sector. This report will support the implementation
of the legislation by providing a perspective on key psychological
and contextual factors that influence the information sharing
behaviour of frontline workers. These psychological and contextual
factors will continue to influence the information sharing behaviour
of workers even as the system itself changes.
The frame of reference shared through this report highlights the
daily experiences of frontline workers sharing information and the
behavioural implications of this reality. The behavioural insights seek
to complement the deep subject matter expertise of policymakers
and service designers as the new family violence system is
implemented. We hope that these human, relational elements of
information sharing will provide a useful perspective to complement
the primarily process-oriented nature of information sharing.
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EXECUTIVE
SUMMARY
Information sharing is a critical capability in the family violence system. Frontline workers
must seek and share information to establish, assess and manage the risk of family violence.
In July 2016, the Victorian Behavioural Insights (BI) Unit was asked to review the behavioural
drivers of information sharing between frontline workers in the family violence system to
support Recommendation 6 of the Royal Commission into Family Violence and inform the
Whole-of-Victorian-Government family violence reform agenda.
This report sets out the findings of the BI Unit study, which involved desktop research and
fieldwork. The BI Unit spent over 270 hours observing and talking with family violence
workers at Berry Street in Eaglemont and four different Magistrates’ Courts in Victoria.
This report investigates how and why family violence workers seek and share information.
Shaded boxes are used throughout the report to indicate insights that can be directly acted
upon by policymakers and service designers. These insights are summarised in the following
seven factors that affect information sharing that policymakers should consider.
1.

The approach workers take to sharing information is often informed by the workers'
overarching aspiration to empower the victim survivor and hold perpetrators to
account for their actions. Information sharing between victim survivors and workers
is often an integral part of the victim survivor’s empowerment in and of itself. Victim
survivors are the owners of their experience. Workers seek to enhance victim survivors'
control by the way they share information. The dual roles that many workers have can
produce tensions inherent in their relationship with clients. Training should support
workers to share information appropriately when such tensions occur.

2.

Different services seek different pieces of contextual information to inform their
risk assessments. The different roles and diverse philosophical approaches of family
violence services mean that perceptions and assessments of risk can differ across
the sector. This can create communication barriers when workers share risk-related
information. The review of the Common Risk Assessment Framework (CRAF) presents
an opportunity to develop a shared understanding of different risks workers assess and
create supporting practice guidance tailored to each risk assessment type. Practice
guidance should support workers to perform initial risk assessments while talking
to clients, without reference to written materials. Predictive analytics also have the
potential to improve the quality and efficiency of risk assessments.

3.

Most workers learn how to share information through on-the-job training.
Scenario-based learning could be used to help workers understand how the
Family Violence Protection Amendment (Information Sharing) Act 2017 affects their
work. Organisations need to foster a ‘psychologically safe’ culture for workers to
learn. Managers need to provide timely, targeted and constructive feedback about
information sharing behaviours. Bringing together all workers of a specific role can
facilitate the sharing of best practice and build professional networks.
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4.

Workers who understand each other’s roles are better able to share information.
Understanding how other services fit into the broader family violence system
encourages information sharing as workers know how the information shared will be
used. Trust is essential. Feedback between organisations about how their information
is used is an under-leveraged mechanism to encourage information sharing.

5.

Information sharing is time sensitive and family violence workers experience time
scarcity. Workers often need to share information within tight timeframes. Frontline
workers' work patterns and database updates need to be considered in the timing of
Central Information Point (CIP) reports.

6.

Workers have invented creative piecemeal solutions to share information despite
system inefficiencies. Many of these solutions can be disseminated across the sector.
Some solutions are useful but can be time consuming. Ad hoc workarounds also expose
system level risks. There is no safety net if workarounds fail, which can result in victim
survivors being exposed to unnecessary risks.

7.

System design affects whether and how workers share information. Open plan offices
facilitate sharing. Information technology systems need to support information sharing.
Enabling integration of different organisations’ databases with appropriate privacy
safeguards would improve information sharing. Co-design has the potential to support
the effective redesign of forms, workspaces and information technology systems.

These seven factors are crucial to effective information sharing in the family violence system.
Finally, this report notes that information sharing is not an end in itself. Information sharing
serves the broader purpose of managing the risk of family violence and keeping victim
survivors safe.
Policymakers need better data to evaluate the impact of information sharing practices
on family violence outcomes. Outcome measures need to establish whether particular
information sharing approaches make victim survivors demonstrably safer. Programs can
support better outcomes evaluation by embedding data collection in their implementation.
While this report highlights many practices we believe to be effective, outcomes data is
critical to evaluating their effectiveness and determining which innovative practices should
be scaled up across the system.
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INSIGHTS

Chapter 1
1i.

Victim survivors are the owners of their experience. Workers need sufficient time in the day
to allow victim survivors to share that experience. Workers need time to build trust with the
victim survivor to facilitate that information sharing.

1i.

Requiring victim survivors to share information about their experience of family violence
with many different services can be exhausting to the victim survivor. Training on the new
information sharing regime should enable workers to practice discussing with clients how and
when the worker will share information on behalf of the victim survivor.

1 ii.

Training on the information sharing legislation should help workers to acknowledge the multiple
objectives of their role. Training should prepare workers to feel confident prioritising victim
survivor safety in situations where their different information sharing objectives may conflict.

1 ii.

A conversation guide for workers would help to explain their dual roles to victim survivors and
the situations when workers are mandated to share information. A conversation guide for
Respondent Practitioners to explain their multiple roles to perpetrators may also assist.

1 ii.

The balance between client trust and system reporting should be incorporated within training
programs. For example, scenario-based training could make vivid the consequences of not
making mandatory reports through ‘playing out’ the consequences of workers’ decisions in a
training environment.

1 iii.

Modifying the legal requirement to obtain the victim survivor’s consent may not automatically
promote information sharing. Many workers will continue to seek the victim survivor’s consent
to share information even when it is not legally required to enhance the victim survivor’s locus
of control.

1 iii.

An authorising environment for workers to seek the victim survivor’s consent to share
information wherever practicable should be created.

1 iii.

Training materials to support workers to share information should recognise how seeking
consent empowers the victim survivor. Training should anticipate and prepare workers to
confidently manage situations in which the empowerment objectives of seeking consent
conflict with a legislative requirement to share information.

1 iv.

It is important to engage perpetrators in the Family Violence Intervention Order (FVIO)
application process, in light of practitioners’ views that this improves outcomes for victim
survivors.

1 iv.

It would be useful to share the perpetrator’s contact details captured on the FVIO application
form or L17 form with the Respondent Practitioner. Where risk is high and time allows, the
Respondent Practitioner could then contact the perpetrator to remind them to attend Court.
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Chapter 2
2 i.

The case management system that replaces Courtlink should facilitate Magistrates’ Court
workers’ understanding of the context and history of a matter. For example, a free text
comments field would enable workers to share contextual information with each other.

2 i.

It is essential that family violence services have the support to access contextual information
when they need it.

2 i.

It would be useful to make the L17 available to Registrars and Support Practitioners. The L17
has the potential to inform risk assessment decisions of Court services. Providing the L17
also has the potential to reduce the amount of information the victim survivor must repeat.
Sharing the L17 narrative would need to take into consideration the importance of victim
survivors controlling their story, as discussed in Chapter 1.

2 i.

Risk assessments made by other services provide valuable contextual information. It may be
worth recording risk assessments in a case history accessible by all family violence services.

2 ii.

It would be useful for workers to articulate the risks they are assessing. For example,
convening a meeting between family violence organisations could help services understand
how other services assess risk. This would enhance workers’ understanding of how the risk
assessment of another service can be used to inform their own and the conditions when it is
useful to do so.

2 ii.

It would be valuable to clarify the purpose of different services’ risk assessments as part of the
revised CRAF training outlined in Recommendation 3 of the Royal Commission.

2 iii.

Mnenomic devices or ‘fast and frugal trees’ have the potential to assist workers to more easily
assess risk during conversation.

2 iii.

Predictive analytics used in conjunction with professional judgment have the potential to
improve the speed and accuracy of risk assessments made by frontline workers. There may
be value in partnering with other jurisdictions and academic institutions to develop and trial
a predictive tool to complement risk assessments made by frontline workers.
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Chapter 3
3 i.

Focus groups could help articulate common scenarios faced by frontline workers to inform the
delivery of scenario-based training of the new regime.

3 i.

A scenario-based learning program could be an effective way to teach workers about the new
information sharing regime. Effective training programs use real problems, or problems that
are as close to real as possible. Trainee workers benefit from being supervised by experienced
family violence workers. Feedback for trainees is most effective when it identifies what they
could specifically do to improve their information sharing.

3 i.

It may be valuable to incorporate principles of effective training programs as part of the
delivery of internal training about information sharing outlined in Recommendation 6 of the
Royal Commission. This report summarises some principles for effective training on page 37.

3 ii.

Feedback loops are an important component of work practices. Consistent feedback is
associated with better information sharing within teams and greater job satisfaction.

3 ii.

Information sharing can be supported by embedding feedback loops within family violence
organisations. Feedback between managers and frontline workers is a valuable practice.

3 ii.

A psychologically safe workplace culture facilitates information sharing. Junior workers may
benefit from having a designated experienced worker to ask questions. Such a culture was
observed to be invaluable at Berry Street and the Magistrates’ Court.

3 ii.

Training programs can equip managers to create a psychologically safe culture. The
behaviours that foster psychological safety are likely to be a component of standard and
effective performance development training packages.

3 iii.

Group training sessions with a mix of services learning in a face-to-face environment would
be valuable settings to build networks through which information can be shared. Mixedgroup training sessions could be incorporated into standard training modules for family
violence workers.
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Chapter 4
4 i.

It is useful for family violence services to understand what other services provide, their
geographic catchment area and any other criteria for receiving the service. This information
could be shared through a database accessible by all family violence workers.

4 i.

Frontline workers benefit from having easy access to up-to-date information about family
violence services, including police stations.

4 i.

Frontline workers benefit from attending regular ‘meet and greet’ sessions with other family
violence services operating in the same geographic jurisdiction. For example, it may be useful
for new workers to be introduced to other services as part of their induction.

4 i.

It would be useful to convene services to discuss and understand how they approach consent
differently.

4 ii.

It would be valuable to leverage existing social capital within and between family violence
organisations, and even consider how to build social networks, to facilitate information sharing.

4 iii.

Frontline workers would benefit from guidelines for how and when services should debrief
their sources about how the information they provided has been used. It may be useful to
provide a regular prompt to workers to send quick updates to other services about how their
information has been useful.

4 iii.

Informing other services how the information they provided has been useful could be
incorporated into the development of feedback loops between Victoria Police and family
violence services outlined in Recommendation 25 of the Royal Commission.

4 iii.

Family violence workers will likely benefit from knowing how their sharing information has
helped victim survivors. For example, support workers who close a case that has achieved a
positive outcome should consider alerting the other services who provided information that
assisted to manage that case.

Chapter 5
5 i.

It is highly beneficial for there to be intake services operating on weekends to reduce the
current Monday morning peak. It may be useful for weekend workers to create preliminary risk
assessments for practitioners to review when they arrive at work on Monday.

5 i.

Caseworkers may also consider delegating emergency responses to a colleague who operates
over the weekend. For example, family violence support services may hire weekend workers
who respond to clients’ emergency needs while their regular case worker is not at work.

5 ii.

Information used for risk assessments should be provided within the standard turn-around
time of the receiving organisation. The timeliness of information sharing should be a
key performance indicator for the Central Information Point being developed as part of
Recommendation 7 of the Royal Commission.

5 iii.

Any information relevant to a Court hearing must arrive before its scheduled time. In practice,
the absolute latest that this information could arrive would be 1pm. Ideally, information
relevant to a hearing should arrive the day beforehand.
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Chapter 6
6 i.

In advance of broader changes, system designers should consider how informal information
sharing processes could be made more reliable.

6 i.

Decision-making tools are able to support people who have significant coordination
responsibilities. Family Violence Registrars must often coordinate many different parties and
services at their Court. It would be highly beneficial for the new case management system to
have the ability to monitor parties and services at Court. Any decision-making tools should be
co-developed with Registrars to ensure they assist rather than burden workers to coordinate
successfully in a highly stressful and fast paced environment.

6 i.

Family violence workers must often verify the identity of other workers over the telephone
to ensure they do not share confidential information inappropriately. It would be useful for
workers to have a mechanism to verify each other’s identity remotely.

6 ii.

Workers should be prompted to ask victim survivors about the existence of any Family Court
order during the person’s first presentation at Court. This would facilitate access to Family
Court orders in the short term.

6 ii.

It is important to make it as easy as possible for victim survivors to collect Family Court orders.
For example, a standard request template letter could be created with space for the victim
survivor or Magistrates’ Court worker to input required case details to ensure victim survivors
are more easily able to collect the correct information.

6 ii.

Frontline workers and victim survivors should, where possible and safe to do so, be notified
in real time that an FVIO has been served. In the short term, services may send each other
emails and SMS notifications. In the longer term, an automated IT system for sending
notifications of FVIOs being served would be ideal.

6 ii.

It is important that communication of requests for when the perpetrator should be served are
systematically captured. For example, Registrars could attach a one page hand-over form to
each FVIO sent to police to serve a perpetrator of family violence. The hand-over form could
stipulate any service requests to police such as timing and any information that may assist
police to serve the Order.

6 iii.

Finalised FVIOs should be automatically shared with government agencies, in particular Child
Protection. A streamlined process should be developed for support services to obtain copies
of finalised FVIOs that relate to their clients.

6 iv.

A thorough and consistent criminal check should be applied for all perpetrators.
Ideally, all relevant criminal history should be automatically included in risk assessments.
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Chapter 7
7 i.

Workspace design influences information sharing. The impact of visibility, proximity and
accessibility of other workers on information sharing should be considered when developing
new spaces or retrofitting existing spaces.

7 iii.

Forms and systems used by workers should be reviewed to identify ways to increase their
usefulness and to harmonise them. For example, it may be worth convening Family Violence
Registrars to discuss how they use the FVIO application form and identify sections that can be
streamlined or omitted. This may support Recommendation 135 of the Royal Commission.

7 iv.

Co-design processes with system designers and system users can be used to design better
forms, systems and processes. The process of co-design would help build co-ownership of the
new information sharing regime and support cultural ‘buy in’ to its success.

7 v.

The case management system that replaces Courtlink should enable Registrars to easily
access contextual information (including the perpetrator’s relevant criminal history), allow
support practitioners direct access to the information they need, and facilitate coordination
and information sharing between services at Court.
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DEFINITIONS
AND KEY TERMS
For this report we have adopted the
language of the Victorian Government’s
10-year plan, Ending Family Violence:
Victoria’s Plan for Change (2016). We note
that the scope of this study was limited to
frontline workers who work predominantly
with adults.
We refer to people who have experienced
family violence as victim survivors. We
recognise that not every person who has
experienced or is experiencing family
violence identifies with this term. Family
violence is only one part of a victim survivor’s
life and does not define who they are. Our
use of the term acknowledges the strength
and resilience shown by victim survivors
who have experienced or currently live with
family violence.
We use the term perpetrator to describe
people who use family violence. The aim
of the family violence system is to ensure
safety of victim survivors, accountability of
perpetrators and to end the perpetrator's
use of violence.
The word family has many different
meanings. Our use of the word ‘families’ is
all-encompassing and acknowledges the
variety of relationships and structures
that can make up family units and kinship
networks, and the range of ways family
violence can be experienced, including
through family-like or carer relationships.
This report considers the information
sharing behaviours of people who respond
to family violence directly rather than those
who work in policy development or service
design. We studied people who work for
organisations that interact directly with
adult victim survivors or perpetrators.
In this report we refer to these people as
workers or family violence workers.
Workers seek or share various types of
information. We use the term information
sharing to describe any behaviour in which
a worker seeks, collects, accesses or shares
information of any sort.

Information sharing can occur from one
family violence worker to another in various
forms including: face-to-face, via fax,
telephone, email or instant messenger.
Information sharing also occurs in multiple
forms from workers to victim survivors and
perpetrators. Information sharing can also
occur between a worker and a database.
Information sharing is a means to support
the outcome of ending family violence.
Some key terms and acronyms used
throughout this report are:
Applicant Practitioner – Workers at the
Magistrates’ Court of Victoria who support
people applying for a Family Violence
Intervention Order (FVIO) with non-legal
information, risk assessment and referrals
to other services. The vast majority of
applicants to an FVIO are women who are
victim survivors. Applicant Practitioners
have previously been known as Applicant
Support Practitioners, Family Violence (FV)
Applicant Practitioners, FV Practitioners and
Support Workers.
BI – Behavioural insights. A body of
knowledge that considers why and how
individuals make decisions. Behavioural
insights draws from disciplines including
psychology, behavioural economics
and human-centred design, as well as
techniques such as ethnography and data
analytics to develop a more realistic model
of human behaviour.
CALD – Culturally and Linguistically Diverse.
CIP – Central Information Point.
A co-located multi-disciplinary team
being established under Royal Commission
Recommendation 7. The CIP will enable
information gathered from Victoria Police,
Courts, the Department of Health and
Human Services (DHHS) and Corrections
Victoria to be collated and shared with
specific family violence services to permit
effective assessment and management of
risk in individual cases.
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CRAF – Common Risk Assessment
Framework, the commonly used term for
the Family Violence Risk Assessment and
Risk Management Framework and Practice
Guides. A set of 26 risk factors that assess
the likelihood and probable severity that a
person will experience family violence. The
CRAF is used by workers to identify and
manage risks faced by victim survivors.
The CRAF is supported by an Aide Memoire
that condenses the 26 risk factors into a
one page checklist to jog workers’ memory.
The CRAF is currently being revised in
accordance with Royal Commission
Recommendation 1, informed by a review
completed in 2016 by Monash University.
FVIO – Family Violence Intervention
Order. A type of Court order made by
the Magistrates’ Court of Victoria which
places conditions on how the Respondent
may act in relation to the Applicant. The
Children's Court of Victoria can also make
FVIOs where either the victim survivor or
the perpetrator is aged under 18. This study,
however, focuses on adult victim survivors
and perpetrators and does not include the
Children's Court. The Respondent is almost
always the perpetrator of family violence.
The Applicant may be the victim survivor or
it may be another party applying on their
behalf, such as Victoria Police. The FVIO is
a civil matter between two parties; it is not
a criminal matter.
Family Violence Registrar – specialist
Registrar who is the first specialist point
of contact for people seeking to make
an application for an FVIO. FV Registrars
receive specialist family violence training
and manage the family violence specialist
staff at Court.

L17 – The standardised police record
for attending an incident of family
violence. Sections of the L17 are referred
to designated referral points across the
system so they can contact the victim
survivor or perpetrator.
MCV – Magistrates’ Court of Victoria.
It has jurisdiction over family violence,
traffic offences, civil disputes, and some
aspects of family law. The Magistrates’
Court is the busiest Court in Victoria. It
hears nearly 250,000 cases per year, close
to 90 per cent of all cases in Victoria.1
RAMP – Risk Assessment and
Management Panels bring services
together to coordinate the management
of high-risk family violence cases. Most
RAMPs include police, corrections,
health providers, Child Protection,
housing and specialist family violence
services to share information and plan
for safety.2 RAMPs are better able to
share information between services
because high-risk family violence cases
are typically exempted from standard
limitations on information sharing.
Respondent Practitioner – Workers at the
Magistrates’ Court of Victoria who support
people who are the named Respondent in
an FVIO with non-legal information, risk
assessment and referrals to other services.
The vast majority of Respondents to an
FVIO are men. Respondent Practitioners
have previously been known as Respondent
Support Practitioners, FV Respondent
Practitioners, FV Defendant Workers, and
Respondent Support Workers.
Royal Commission – Victorian Royal
Commission into Family Violence.
The Commission’s report made 227
Recommendations and was tabled in
Parliament on Wednesday, 30 March
2016. The Government has committed to
implement all Recommendations.
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INTRODUCTION

INFORMATION SHARING IS
CRITICAL TO SAFETY AND
ACCOUNTABILITY
Information sharing in the family
violence system is essential to
keep victim survivors safe and hold
perpetrators to account. Victoria’s
Royal Commission into Family
Violence (the Royal Commission)
found that information is not
routinely or systematically shared
in the family violence system.
The Royal Commission identified a general
culture of risk aversion around information
sharing rather than proactive, coordinated
and timely information sharing.
This report contributes to the Victorian
Government’s response to Recommendation
6 of the Royal Commission which recognises
that legislative changes alone will not create
a culture of information sharing. It also
requires a clear organisational commitment
to information sharing and training for
workers on how to implement the new
information sharing regime. This report
supports the delivery of Recommendation
6 by identifying practical steps that
policymakers and service designers can
take to help improve information sharing.
We have identified a number of learnings
that may inform the Government’s work
around culture and practice change.
Understanding influences on information
sharing will enable reforms to be more
effective and promote good practice
across the system.

This report considers the information
sharing behaviours of people who respond
to family violence directly (workers) rather
than those who work in policy development
or service design. Information sharing
encompasses any behaviour in which
a worker seeks, accesses, or shares
information. Information sharing can occur
between family violence workers, between
workers and victim survivors or perpetrators,
between workers and databases and
between government agencies and workers.
Information sharing takes various forms,
including: face-to-face, via fax, telephone,
email or instant messenger.
This report focuses on adult victim survivors
and perpetrators; it does not consider
information sharing as it relates to children.
Information sharing does not inherently lead
to better outcomes. While information sharing
is vital to identify, address and prevent
family violence, confidential information can
only be collected, used or disclosed to the
extent necessary to assess and manage risk
and hold perpetrators of family violence to
account. The information shared must be
accurate and relevant. Appropriate, timely
information sharing enables workers to see
the broader context of a matter so they can
make more informed choices to best support
the person concerned.
The specific research question the Victorian
Behavioural Insights (BI) Unit sought to
address was:
What contextual and psychological factors
influence the information sharing behaviour
of workers?
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BEHAVIOURAL
INSIGHTS APPROACH
This study used a behavioural insights
approach to understand how contextual
and psychological factors influence
information sharing around family violence.
Behavioural insights is a body of knowledge
that considers why and how individuals
make decisions. Behavioural insights draws
from disciplines including psychology,
behavioural economics and human-centred
design, as well as techniques such as
ethnography and data analytics, to develop
a more realistic model of human behaviour.
A behavioural insights approach considers
how programs work in practice. Field-based
research and behavioural science literature
are used to examine how small details that
are not often incorporated into traditional
policymaking (such as the layout of an
office) can produce very different outcomes
in practice. Behavioural insights help us
understand how context influences the
information sharing behaviour of family
violence workers.

A behavioural insights approach
measures outcomes
Part of the behavioural insights approach
is rigorous evaluation of how service design
and delivery impact the outcomes they are
intended to influence. Current policy settings
in the family violence system do not collect
sufficient outcomes metrics to determine
the effectiveness of different information
sharing practices on the outcome that
matters: ending family violence. The BI Unit
suggests collecting the additional metrics
outlined at Appendix IV to evaluate the
effectiveness of existing information sharing
practices and the practices recommended
in this report.

A behavioural insights approach
is user-centred
Considering how contextual and
psychological drivers influence information
sharing behaviour enables policymakers to
design better family violence services.
This has the potential to bring the user –
in this study the family violence worker –
to the centre of the planning, design and
implementation of a wide range of family
violence services.

Applying behavioural insights
to policymaking
This report is part of the Victorian BI Unit’s
approach to applying behavioural insights
at the policy level in addition to using
behavioural insights to optimise service
design. We recognise that incorporating
behavioural insights upstream in the
policymaking process has the potential to
generate improvements that are broader
in scope than optimising the delivery of
individual services alone.
A key learning from behavioural insights is
that seemingly insignificant implementation
changes can make a big difference to
outcomes. Strategic policymakers applying
a behavioural insights lens means being
aware of the specific human fallibilities that
may impact implementation of their policy.
It means policymakers engaging
collaboratively with service designers and
workers to consider these factors at the
policymaking stage. This approach aligns
with Victoria’s outcomes orientation and
public sector reform agenda. It enables
policymakers to consider in detail how
their policy will be implemented and what
seemingly inconsequential factors might
impact outcomes achieved by the policy.
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For this project the BI Unit drew on
ethnographic field research at Berry
Street (a specialist family violence intake
organisation) and four Magistrates’
Courts of Victoria, behavioural science
and information sharing literature and the
Royal Commission, including submissions,
testimonies and witness statements.
Appendix I provides more information
on the project methodology.

We largely spoke with people who work
with victim survivors, but also spoke with
Respondent Practitioners, who help the
perpetrator take some accountability
for their actions. We spoke to senior
practitioners with decades of experience
as well as new workers with six months’
experience.

THE IMPORTANCE OF
ETHNOGRAPHIC RESEARCH

In July 2016, the Victorian Secretaries
Board Sub-committee on Family Violence
Reform commissioned the BI Unit to review
the behavioural drivers of information
sharing between workers in the family
violence system.

Ethnography is the study of people in
their own environment. Talking with and
observing frontline workers in family
violence helps us understand how they
share information – and how they work
around current deficiencies in the system.
Ethnography is invaluable to understanding
workplace cultures and how policy decisions
are translated into everyday activities by
frontline workers.
The BI Unit completed over 270 hours
of ethnographic field research. We spent
five days observing and talking with
18 family violence workers at Berry Street in
Eaglemont and six days with 16 workers at
four different Magistrates’ Courts in Victoria.
We observed and interviewed a mixture
of Berry Street intake and caseworkers
in August 2016. At the Magistrates’
Court we observed and interviewed a
mixture of workers including Family
Violence Registrars, Registrars, Applicant
Practitioners and Respondent Practitioners
in January–February 2017. The informed
consent of all participants in this study was
sought and received. As the researchers
were not privy to any personal information,
direct client interactions or identifiable data,
an external ethics review was not sought.
We spoke with a variety of workers,
including many who only have brief
interactions with victim survivors or
perpetrators (such as intake workers and
Registrars). We also spoke with caseworkers
who build relationships with victim survivors
over weeks and months.

PROJECT GOVERNANCE

The potential breadth of the study
prompted the BI Unit to consult with a
Whole-of-Victorian-Government family
violence reference group. This group
includes senior staff and stakeholders
from departments and agencies involved
in family violence reform. The BI Unit also
consulted with senior decision-makers in
the Public Sector Reform Division of the
Department of Premier and Cabinet to
establish the focus for this project.

LIMITATIONS OF THIS REPORT
While efforts were made to study a broad
range of information sharing activities
across the family violence system, resource
constraints meant that only a subsection
of the system was included in the study.
The findings in this report should not be
considered a comprehensive account
of all the relevant factors and learnings
about family violence information sharing
practices.
The study did not seek a representative
sample size. It sought to observe a variety of
workers conducting a range of tasks typical
to their roles which involved information
sharing. Roles were selected based on the
volume, type and impact of information
collected and shared, and where the role’s
information sharing practices could be
directly observed. This sampling approach
allowed us to observe a broad range of
ways in which workers share information.
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SHARING
INFORMATION
MUST SERVE
THE PURPOSE
OF EMPOWERING
VICTIM SURVIVORS
AND ENGAGING
PERPETRATORS
This chapter provides insight into
behavioural factors that will inform
workers' implementation of the Family
Violence Protection Amendment
(Information Sharing) Act 2017.
The Government is committed to
implementing best practice guidelines
to support the implementation of
this legislation. Family violence
workers have strong professional
orientations that influence how they
share information. Specifically, workers
seek to empower victim survivors
and to hold perpetrators to account
for their actions. This professional
orientation will influence how workers
implement the legislation and should
be considered in the preparation of
supporting best practice guidelines.
A more complete account of enablers
and barriers to information sharing is
provided in Appendix II.
The approach workers take to sharing
information is often informed by workers'
overarching aspiration to empower the
victim survivor. Workers seek and share
information primarily to help keep victim
survivors safe. For these frontline workers,
sharing information to refer victim survivors
to services is vital to help the victim survivor
to regain control of their life.

Workers' approach to information sharing
with respect to the perpetrator is often
informed by workers’ overarching purpose
to hold the perpetrator to account. Workers
seek information from perpetrators
primarily to assess the risk they pose.
Often the perpetrator knows important
information that workers need in order
to assess risk and share that information
with other services as appropriate. Workers
in this study reflected that engaging the
perpetrator assisted them to gather this
valuable information.

I. VICTIM SURVIVORS ARE THE
OWNERS OF THEIR EXPERIENCE
Information sharing between victim
survivors and workers is often an integral
part of the victim survivor’s empowerment
in and of itself. Many victim survivors live
with the experience of family violence
with no opportunity to express how this
has affected them. The victim survivor’s
contact with support services is often the
first opportunity for the victim survivor to
express their feelings.
It can be beneficial for the victim survivor
to share information about their experience
of family violence. On 21 September 2016
the Victorian Government held a community
conversation in Melbourne with workers
and victim survivors to articulate a future
state for the family violence system.3 One
family violence outreach worker noted at
the community conversation that some
victim survivors benefit most from being
able to talk with other women who shared
similar experiences.
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Family violence workers take the time
necessary for victim survivors to share
information about their experience of family
violence. The time taken and professional
skill involved is considerable.
Victim survivors can be disempowered
by sharing their experience with multiple
services. One victim survivor at the
community conversation described the
experience of their caseworker not working
on weekends. The victim survivor felt
unsafe during that time and had to search
for a new, weekend operating service. The
victim survivor described the experience
of searching for a weekend service as
“demeaning” and having to retell their story
to the service as exhausting.
Trust between the victim survivor and
their worker supports information sharing.
One Court worker noted that a clearer
picture emerges over time as the victim
survivor shares more information due to
trust built with the worker. Victim survivors
who elaborate upon their experience of
family violence can inadvertently share
important information. Policymakers should
note that it takes time for workers to listen
to victim survivor stories. The process
cannot be rushed.

INSIGHTS: Victim survivors are the
owners of their experience. Workers
need sufficient time in the day to
allow victim survivors to share that
experience. Workers need time to
build trust with the victim survivor to
facilitate that information sharing.
Requiring victim survivors to share
information about their experience
of family violence with many different
services can be exhausting to the
victim survivor. Training on the new
information sharing regime should
enable workers to practice discussing
with clients how and when the worker
will share information on behalf of the
victim survivor.
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II. WORKERS MUST MAINTAIN
CLIENT TRUST AND COMPLY
WITH COMPULSORY REPORTING
REQUIREMENTS
Workers must manage a number of
information sharing tensions. Many workers
who participated in this study believed
that there were multiple audiences for their
information, each with different information
needs. Other workers felt that sharing
information could help other services but
would damage the trust of their client.
Some Respondent Practitioners reflected
on the tension inherent in their dual roles
of helping perpetrators feel heard without
colluding with them and keeping the victim
survivor safe.
The multiple responsibilities of workers
(such as to support victim survivor
empowerment and ensure children
are safe) can produce a tension in the
relationship between the worker and client.
One Berry Street worker stated that they
sometimes feel that they have "Child
Protection on one shoulder and the victim
survivor on the other". It is Berry Street
standard practice to manage these two
relationships by being transparent with the
victim survivor about the assessed risk for
the children and the worker's duty of care to
make a report to Child Protection. Proactive
management of clients' expectations assists
Berry Street workers to fulfil both roles;
sharing information where necessary while
maintaining client trust.
Respondent Practitioners must maintain
a similar balance when engaging with
perpetrators. One Respondent Practitioner
in this study described having to help the
perpetrator to open up about the violence
without minimising their behaviour. Another
Respondent Practitioner believed part of
their role was providing some counselling
to the perpetrator; helping them to stop the
violence and get their life back on track.
Encouraging the perpetrator to work through
their own issues (which may in some cases
include abuse, grief or neglect) can come
into conflict with assessing the risk that the
perpetrator poses to the victim survivor.

INSIGHTS: Training on the
information sharing legislation
should help workers to acknowledge
the multiple objectives of their role.
Training should prepare workers
to feel confident prioritising victim
survivor safety in situations where
their different information sharing
objectives may conflict.
A conversation guide for workers
would help to explain their dual roles
to victim survivors and the situations
when workers are mandated to share
information.
The balance between client trust
and system reporting should
be incorporated within training
programs. For example, scenariobased training could make vivid
the consequences of not making
mandatory reports through ‘playing
out’ the consequences of workers’
decisions in a training environment.

III. CONSENT IS EMPOWERING
In practice, workers often seek the victim
survivors’ consent to share information
even when it is not legally required because
it empowers the victim survivor. Seeking a
victim survivor’s consent to share information
says to the victim survivor ‘you decide how
your information is shared. You have a
choice’. Seeking the victim survivor’s consent
also strengthens their locus of control.
See box on page 23 for details about locus
of control.
Consent is so important to empowering
the victim survivor that many services seek
the victim survivor’s approval to share
information even when it is not legally
required. One Berry Street worker explained
that she would seek the victim survivor’s
consent to share information even within a
risk assessment management panel (RAMP).
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Consent is also important because the
victim survivor is the primary source of
information for many services. Sharing
information without the victim survivor’s
consent may make the victim survivor
less likely to share important information
with workers. Berry Street caseworkers
who participated in the study noted that
most of the information they rely on comes
from the victim survivor. Some Berry Street
caseworkers and Applicant Practitioners
set the L17 or Court narrative to one side
and ask the victim survivor to tell them what
happened, from the start.
Many victim survivors want to share their
story with someone who will hear and respect
their story. Caseworkers often seek the victim
survivor’s consent to share information about
the victim survivor’s story because seeking
the victim survivor’s consent respects their
experience. Seeking the victim survivor’s
consent also strengthens the victim survivor’s
internal locus of control. To share information
without the victim survivor’s consent would
betray the trust the victim survivor placed
in the worker.
There are exceptions to when workers seek
consent. Every worker in our study said they
shared information without consent when
they were legally required to. For example,
workers will share information without
consent if there is a risk of serious and
imminent harm to the victim survivor or their
children as per Victorian privacy legislation.
Workers also share information with Child
Protection if the information is material to a
mandated notification.

INSIGHTS: Modifying the legal
requirement to obtain the victim
survivor’s consent may not
automatically promote information
sharing. Many workers will continue
to seek the victim survivor’s consent
to share information even when it is
not legally required to enhance the
victim survivor’s locus of control.
An authorising environment for
workers to seek the victim survivor's
consent to share information
wherever practicable should be
created.
Training materials to support
workers to share information should
recognise how seeking consent
empowers the victim survivor.
Training should anticipate and
prepare workers to confidently
manage situations in which the
empowerment objectives of seeking
consent conflict with a legislative
requirement to share information.
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BI CONCEPT: LOCUS OF CONTROL
The locus of control is an individual’s belief they can or cannot control the
consequences of their actions. Individuals with an internal locus of control believe they
control the consequences of their actions. Individuals with an external locus of control
believe their actions are determined by chance, fate or other people.4
Seeking the victim survivor’s consent to share information strengthens the victim
survivor’s internal locus of control. Having an internal locus of control is a necessary
condition to escape family violence.5, 6 Sharing information without the victim survivor’s
consent reinforces an external locus of control.

What does this look like in practice?
It is important that family violence workers strengthen the victim survivor’s internal
locus of control. Berry Street workers strengthen the victim survivor’s locus of control
by seeking the consent of the victim survivor to share information wherever possible.
Applicant Practitioners strengthen the victim survivor’s internal locus of control by
helping the victim survivor to schedule their own appointment with other services,
rather than the Applicant Practitioner scheduling services on behalf of the victim
survivor. Seeking the victim survivor’s consent to share information and involving the
victim survivor in the sharing of information strengthens the victim survivor’s internal
locus of control.
Family violence occurs when a perpetrator exercises power and control over another
person. In contrast to exercising control via actions, a locus of control refers to an
individual's belief that their actions are within their control. Perpetrators must understand
they choose to commit family violence in order to cease doing so. Workers enhance
this understanding by frequently reminding perpetrators that they are responsible for
committing violence. Perpetrators can and must make a choice to end the violence.
Engaging perpetrators helps to build their internal locus of control. Some Magistrates
believe that perpetrators are more likely to comply with orders if the perpetrator has
read aloud and committed to the conditions of the order. Actively reading and agreeing
to the conditions of the order is more effective than the perpetrator passively accepting
the conditions. Respondent Practitioners also ask that perpetrators actively schedule
their appointments with services, rather than passively have it done by the Practitioner.
These activities strengthen the perpetrator’s belief that they control and are responsible
for their actions.
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IV. SERVICES MUST ENGAGE
THE PERPETRATOR WHILE
HOLDING THEM TO ACCOUNT
Seeking information from, and sharing
information with perpetrators is a process
through which workers hold perpetrators
to account. Workers need to gather
information from the perpetrator to assess
the risk that the perpetrator poses. All
services must share with the perpetrator the
fact that family violence is unacceptable.
Workers encourage perpetrators to actively
participate in services they are referred to
as a way of encouraging perpetrators to
be accountable for their violence. Active
participation by perpetrators in their service
response also assists services to gather
information from perpetrators and monitor
perpetrators' behaviour.
One of the roles best positioned to
engage the perpetrator is the Respondent
Practitioner. All Respondent Practitioners
we spoke with believed there is value in
letting the perpetrator be 'heard' without
colluding with them. Through this honest
dialogue the Respondent Practitioner
could encourage perpetrators to actively
participate in the Court processes and
improve the likelihood that the perpetrator
attends the services they were referred to.
Engaging the perpetrator in this way was
reported to encourage the perpetrator to
‘open up’ and share important information
with the Respondent Practitioner.
Engaging perpetrators is a way to gather
important information. Some of the most
important pieces of information are often
provided by perpetrators themselves. This
information includes the perpetrator’s
location, their psychological profile, and
whether they have access to a weapon
or drugs. Respondent Practitioners are
essential to gathering information about
the perpetrator to assess the perpetrator’s
risk. When the perpetrator poses high
risks, Respondent Practitioners share
information with other workers to keep
victim survivors safe.

Really, only the
perpetrator can stop
the violence
– Berry Street Caseworker

Legal services also assist to engage
perpetrators and hold them to account.
Legal Aid assists perpetrators to understand
what they must do to comply with their
FVIO and remind the perpetrator that they
are responsible for their actions. Many
Court workers believed that Legal Aid’s
services are critical to help perpetrators
understand an FVIO. Some Family Violence
Registrars reported they strongly encourage
perpetrators (and victim survivors) to access
legal assistance. Respondent Practitioners
also share information with perpetrators to
help them understand FVIO conditions and
the Court process.
Perpetrators who engage and share
information with the Court process are
more likely to understand an FVIO and
accept the FVIO conditions. Respondent
Practitioner Julie Davies testified to the Royal
Commission that men are often “concerned
they will not be heard. This concern makes
them anxious, frustrated and resigned to
accept whatever is said against them”.
Ms Davies added that “it is important that…
whatever outcome is decided, they will at
least accept that they participated”.7 Another
Respondent Practitioner noted that many
perpetrators do not notice the ‘you may’
section of the FVIO in orders where the
perpetrator is permitted to have contact
with their children. This section outlines how
the perpetrator can see their children, and
the way the perpetrator must contact the
victim survivor to see them. Perpetrators
not understanding their FVIO makes it more
difficult for them to comply with it.
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INSIGHT: It is important to engage
perpetrators in the FVIO application
process, in light of practitioners' views
that this improves outcomes for
victim survivors.
Respondent Practitioners also share
with perpetrators the fact that the
perpetrator is responsible for their
actions. One Respondent Practitioner
stated that their role was trying to “ensure
the perpetrator takes responsibility for
whatever they’ve done. For a person to
change, they need to feel responsible”. This
practitioner emphasised that they assured
perpetrators that they were “talking about
their behaviour, not their character” to
reiterate the perpetrator's internal locus
of control and choice to use violence.
This worker aims to help the perpetrator
understand what it is like to be the victim,
and convince the perpetrator they need
help so they seek help.
Many Respondent Practitioners reflected
that in many situations they would
deliberately not share the perpetrator’s
details with a Men's Behaviour Change
program. Rather, they would ask the
perpetrator to engage directly with the
perpetrator’s service response. The
Respondent Practitioner would call the
Men's Behaviour Change program or other
service and then put the perpetrator on the
phone to schedule their own services.
This requires the perpetrator to actively
participate in changing their behaviour
rather than the worker providing a direct
referral. In this situation the worker chooses
not to share information for the purpose
of encouraging the perpetrator to take
accountability for their actions. The
behavioural science literature indicates that
this approach is likely to be effective. Direct
perpetrator engagement with the services
they receive strengthens the perpetrator’s
belief that they control and are accountable
for their actions. The perpetrator may
experience cognitive dissonance if they then
do not attend their service appointments.

BI CONCEPT: COGNITIVE
DISSONANCE
Cognitive dissonance is the mental
discomfort experienced by a person
who holds two or more contradictory
beliefs or behaves in a way that is
inconsistent with their beliefs. Cognitive
dissonance reflects our desire for
internal consistency.8 Cognitive
dissonance is increased if the person
has articulated a belief publically and
then behaves in a different manner.
When perpetrators schedule their own
services rather than passively letting
the Respondent Practitioner schedule
the service the perpetrator is implicitly
committing to attend the service. The
perpetrator may experience cognitive
dissonance if they subsequently do
not participate in the service.

Respondent Practitioners would benefit
from having the perpetrator’s contact
details shared with them. One Respondent
Practitioner noted the difficulty in holding
high risk perpetrators accountable when
they do not attend Court. This practitioner
reflected that having the respondent’s
phone number would help hold them to
account. The practitioner could call the
perpetrator if they are not in Court or to
remind them to come in and engage with
the system. Services that do not involve the
perpetrator understand the importance of
holding them to account. One Berry Street
intake worker noted that “everyone wants
the woman’s story, but it’s perpetrator
accountability” that keeps the woman safe.

INSIGHT: It would be useful to share
the perpetrator’s contact details
captured on the FVIO application
form or L17 with the Respondent
Practitioner. Where risk is high
and time allows, the Respondent
Practitioner could then contact the
perpetrator to remind them to attend
Court.
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The sense of risk is
something that you
can’t get from the
written word alone
–Registrar, Magistrates’ Court of Victoria
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WORKERS
TAILOR
HOW THEY
SHARE RISK
INFORMATION

All the workers we interviewed
said that contextual information is
essential to understand the risk they
are dealing with. Workers most often
gather information and assess risk
through conversation, which presents
an opportunity to support the lengthy
CRAF with additional implementation
tools. Predictive analytics also has
the potential to support workers’ risk
assessments by improving quality
and efficiency.

I. WORKERS NEED TO SHARE
CONTEXTUAL INFORMATION
TO ASSESS RISK
Accurate risk assessment depends on an
understanding of the context of family
violence. However, existing forms and
systems mean that many workers must
assess risk based on sparse evidence. While
workers invent creative workarounds to
combat system deficiencies (see Chapter 6),
in some cases the system is so inadequate
it is difficult to do so.
Many workers with whom we spoke noted
that contextual information is a key part
of their risk assessment. One Berry Street
worker observed they “need the [L17]
narrative to contextualise risk factors”.
For Berry Street, important contextual
information includes: the history of
violence, whether it is escalating, whether
the latest episode is the most severe,
and what brought the victim survivor to
Berry Street. Another worker stated the
“information about the client is broad,
there’s no set list of things to look for”.

Contextual information is gathered from
a range of sources. Berry Street workers
are able to gather much of the contextual
information they need from sources such
as the L17 narrative, the Berry Street client
database, the victim survivor, and police.
Applicant Practitioners at the
Magistrates’ Court gather information
from similar sources as does Berry
Street but the Magistrates’ Court does
not have access to the L17 for their risk
assessments. Magistrates’ Court workers
seek contextual information from the
police, the FVIO application form, their
memories and the memories of other Court
staff. The Magistrates’ Court also maintains
a database of all cases which is called
Courtlink.
Many workers were critical of Courtlink.
For example, Courtlink is organised by
Court matter, not by person, which makes
it difficult for workers to understand the
history and context of a matter. Courtlink
also separates criminal and civil matters
so workers need to jump between the civil
FVIO system and the criminal system to
seek contextual information about the
perpetrator’s criminal history.

INSIGHT: The case management
system that replaces Courtlink should
facilitate Magistrates' Court workers'
understanding of the context and
history of a matter. For example,
a free text comments field would
enable workers to share contextual
information with each other.
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Some important sources of contextual
information are described below.

L17 narrative
The L17 is a paper-based risk assessment
template completed by Victoria Police
who attend family violence incidents.
Berry Street intake workers triage new
cases primarily on the L17 narrative, the
free text component of the form. The L17
narrative provides more context than the
L17 ‘tick boxes’. The tick boxes refer to
specific risk indicators such as whether the
perpetrator has access to a weapon. One
worker we spoke with described how it can
be challenging to interpret the section of
the L17 about the victim's attitude. As L17s
are completed by police when they attend
an incident, the description of the victim's
attitude reflects a single observation at a
time of crisis rather than a broader picture.

SHIP database
Berry Street intake workers also gather
contextual information from the SHIP
database used by Berry Street and other
DHHS-funded services. SHIP is a repurposed database originally developed
for homelessness case management. SHIP
can only provide contextual information
about people who have previously been
to Berry Street. While SHIP works well for
individual Berry Street clients, it is not a
system-wide solution and does not provide
any family violence history for women
who have previously seen other support
providers.

Victim survivor
Berry Street workers often gather
contextual information from the victim
survivor. One caseworker we spoke with
stated that if their first conversation with
the victim survivor is detailed, then they do
not need to contact any other services for
contextual information.
However, contextual information cannot
always come from the victim survivor. Many
victim survivors have no knowledge about
the perpetrator’s past behaviour or criminal
history. Some information is too distressing
to recount. Many victim survivors do not
know the location of the perpetrator after
an L17 referral is made.
For applicant-led matters, Magistrates’
Court workers often gather contextual
information from the victim survivor using
the FVIO application. The FVIO application
contains a narrative section that the victim
survivor must complete. The narrative
section is half a page for the most recent
incident and half a page for previous
incidents. Many victim survivors ask for
loose leaf paper to record parts of their
narrative that do not fit on half a page.
Policymakers should note that many victim
survivors complete the FVIO application
narrative after they have already shared
their experience with a support service such
as Berry Street. This means that the FVIO
application can be yet another burden on
the victim survivor to tell their story.

Berry Street has found SHIP invaluable for
providing contextual information about the
case history of all their past and present
clients. Intake workers use SHIP to inform
their risk assessment. Caseworkers use
SHIP to record the victim survivor’s case
history. Details regarding SHIP are noted
in Appendix III of this report.
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Respondent Practitioners
Respondent Practitioners have access
to contextual information that cannot be
easily shared. They often know important
information about the perpetrator. This
includes the perpetrator’s whereabouts,
access to firearms and drug-taking habits.
These are critical inputs into the CRAF.
However, Respondent Practitioners can only
share this information in limited situations,
including situations of 'serious and
imminent risk'. If a Respondent Practitioner
held concerns for the victim survivor but
they judged that the ‘serious and imminent
risk’ threshold was not met, they would
often informally request the Applicant
Practitioner see the relevant victim survivor.
The Applicant Practitioner would interpret
such a request as an indication of high risk.

Police

Berry Street

Magistrates’ Court and Berry Street workers
must often contact police for contextual
information, particularly if the FVIO
application or L17 narrative respectively
is unclear. Police are often the primary
source of perpetrator information. Many
Berry Street workers explained how they
telephone police to gather information not
recorded in the L17. Common questions
include: where is the perpetrator, have they
been arrested, are they on bail, and were
they subject to an FVIO. Berry Street workers
go to great lengths to contact police. One
worker observed that police “are hard to
catch" after an incident for follow up due to
their roster and shift work, but once contact
is made members are generally willing to
share and assist where appropriate.

Berry Street workers provide contextual
information (such as risk assessments) to
Court workers as required. This sharing of
contextual information tends to occur more
frequently when the Berry Street worker
is physically co-located at Court. This
increase in information shared may result
from additional trust that is built between
services or simply incidental encounters
that occur while workers are embedded
at the Court (see Chapter 7).

Past experience
Workers rely heavily on their past experience
to assess risk. Most Registrars’ contextual
information comes from their memory.
One Registrar noted that you must “trust
your past experiences as well as what is
presented in front of you”. Many workers we
observed had over a decade of experience
in the family violence system. While
practice wisdom will always be valuable,
an overreliance on individual experience
poses challenges for new workers and is
not necessarily the most reliable indicator.
This will be increasingly problematic as the
family violence system expands.

Family Court orders
Family Court orders are also vital
pieces of contextual information. Victim
survivors are clear that Family Court
proceedings and orders are a key aspect
of family violence risk.9 The Review of the
Family Violence Risk Assessment and
Risk Management Framework (CRAF)
Final Report (Monash University 2016)
recommends the revised CRAF Aide
Memoire include Family Court proceedings
or orders as a risk factor. However, this
information is not routinely available to
workers. The informal workarounds that
workers use to gather this information
are described in Chapter 6. Contextual
information is integral to assessing risk.
Services currently go to great lengths to
obtain such information.
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INSIGHTS: It is essential that family
violence services have the support to
access contextual information when
they need it.
It would be useful to make the L17
available to Registrars and Support
Practitioners. The L17 has the
potential to inform risk assessment
decisions of Court services. Providing
the L17 also has the potential to
reduce the amount of information the
victim survivor must repeat. Sharing
the L17 narrative would need to take
into consideration the importance of
victim survivors controlling their story,
as discussed in Chapter 1.
Risk assessments made by other
services provide valuable contextual
information. It may be worth recording
risk assessments in a case history
accessible by all family violence
services.

II. DIFFERENT SERVICES
PERCEIVE RISK DIFFERENTLY
All family violence workers assess and
manage risk. Most risk assessments are
guided by the CRAF. The CRAF creates
a common language for assessing risk.
However, there are various manifestations of
risk that can be articulated in that common
language. Communication breakdowns can
occur when workers speak to each other
about ‘risk’ without being explicit about
which risk they are referring to.
Most workers we spoke with spoke about
"risk assessment" but the risk being assessed
varied by role. For example, Berry Street
workers tended to assess risk in terms of
‘holistic threat’ to the victim survivor. Berry
Street workers stated that, in contrast, police
tend to define risk as the ‘practical threats’
to a victim survivor’s safety.

At the end of the day it’s really
a matter of assessing people
who are at risk of being killed.
– Applicant Practitioner

The risks assessed by different roles at the
Magistrates' Court also differ. Registrars
tend to consider the immediate risk to
the safety of victim survivors and Court
personnel. Respondent Practitioners tend
to consider the perpetrator’s risk of harm
to themselves and others. Police consider
the perpetrator’s risk of reoffending when
assessing perpetrator risk.
The different approaches to risk are a
challenge to applying the CRAF. The Review
of the Family Violence Risk Assessment and
Risk Management Framework (CRAF) Final
Report (Monash University 2016) noted that
“different professional cultures have really
different ideas”. For example, the review
noted that “to police imminence is right
now… he’s standing over you with a machete
in his hand. And family violence [workers]
say imminence would be within the next
week”.10 Workers assess risk in a way that is
relevant to their role and experience.

What I’m looking
at in relation to risk
is ‘is there a risk at
Court’?
– Family Violence Registrar

30 APPLYING BEHAVIOURAL INSIGHTS: IMPROVING INFORMATION SHARING IN THE FAMILY VIOLENCE SYSTEM

INSIGHTS: It would be useful for
workers to articulate the risks
they are assessing. For example,
convening a meeting between family
violence organisations could help
services understand how other
services assess risk. This would
enhance workers’ understanding of
how the risk assessment of another
service can be used to inform their
own and the conditions when it is
useful to do so. This report explores
ways to enhance how services
understand each other’s roles in
Chapter 4.
It would be valuable to clarify
the purpose of different services’
risk assessments as part of the
revised CRAF training outlined in
Recommendation 3 of the Royal
Commission.

III. MOST WORKERS GATHER
CRAF INFORMATION WITHOUT
REFERENCE TO WRITTEN
MATERIALS
Most workers we spoke with reflected
they are guided by the CRAF in their
conversations with clients, but do not work
through it on paper. Workers noted that
filling out a paper form while talking with
a victim survivor was distracting and “can
be dehumanising to the victim if it’s gone
through like a tick box”. Most workers would
be guided by the CRAF when speaking
with a client but only complete their formal
assessment subsequently. One Berry Street
worker noted she always had the “CRAF in
the back of [her] mind”.
The CRAF is designed for workers
to assess risk without having to complete
a paper form during conversation. The
CRAF Aide Memoire contains 26 risk factors
that “should be explored through the
course of a conversation rather than
in checklist fashion”.
Often workers cannot gather risk factors
except through conversation. History of
family violence is an important risk factor.
Victim survivors often only describe the
history of violence once they trust the
worker. Noting workers will most often
complete risk assessments in their heads,
implementation of the Monash Review
should consider how this can best be
facilitated. The number of risk factors
included in the CRAF mean that, without
helping workers prioritise risk factors and
consider them in combination easily, risk
assessments can differ considerably from
worker to worker.
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BI CONCEPT: FAST AND FRUGAL TREES
Fast and Frugal Trees are simple models that are empirically validated and correspond
to natural intuitions. They enable decision-makers to answer a few simple questions in a
particular sequence to arrive at a better decision than one based on practice wisdom alone.

What does it look like in practice?
Fast and frugal decision trees have been used in the medical field to guide doctors'
decision-making about the need to admit a patient to the coronary care unit.
The resulting heuristic, as shown in Figure 1, provides a much simpler decisionmaking tool than the 50 probabilities used in the Heart Disease Predictive Instrument,
where physicians need to check for the presence or absence of combinations of
seven symptoms.11 Instead, it asks only a few yes or no questions. Any anomaly in the
electrocardiogram (ST segment elevated) will mean the patient is immediately admitted
into the coronary care unit. If this is not the case, a second variable is considered;
whether chest pain is the main symptom with which the patient presents. If it is, the final
question guides the doctor's risk assessment based on the patient's other symptoms.
While doctors can adjust their risk assessment based on other factors, the heuristic
provides an empirically validated tool that enables efficient initial decision-making.12
The 26 risk factors identified in the CRAF Aide Memoire may benefit from a similar
approach to support family violence workers' assessment of risk. See Appendix II for
additional details about fast and frugal trees, and Appendix III for additional information
about the CRAF.

INSIGHT: Mnenomic devices or 'fast and frugal trees' have the potential to assist
workers to more easily assess risk during conversation.

FIGURE 1: AN EXAMPLE OF A ‘FAST-AND-FRUGAL’ DECISION TREE FOR HEART DISEASE RISK ASSESSMENT

ST SEGMENT ELEVATED?

No

Yes

HIGH RISK

CHEST PAIN MAIN SYMPTOM?

No

Yes

OTHER SYMPTOMS?

Yes

HIGH RISK

LOW RISK

No

LOW RISK

Source: Adapted from Green, L. and Mehr, D (1997).
What alters physicians' decisions to admit to the
coronary care unit? The Journal of Family Practice,
45(3), 219-226.
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BI CONCEPT: PREDICTIVE ANALYTICS
TO SUPPORT RISK ASSESSMENTS
Risk assessment can be time consuming. Social services around the world are trialling
the use of predictive analytics to make risk assessment more timely and accurate. There
is potential to use predictive analytics as an actuarial tool to enhance family violence
risk assessment in Victoria. The Royal Commission recommended an actuarial or tiered
risk assessment tool be developed for the CRAF. The Monash Review found cautious
support among workers for such a tool.
Predictive analytics could support family violence workers by performing a preliminary
risk assessment. Machine learning – a technique that uses data to create an algorithm
that predicts a particular event – could be used to determine the predictive power of
risk indicators that are currently readily available, such as data in the L17 and other
family violence databases. Once validated, this tool could provide a preliminary risk
assessment to prioritise which clients are at highest risk and should receive priority
access to services. Note that use of such an actuarial tool should not determine receipt
of services. Rather, it could be used to allow allocation of services in proportion to their
risk so that higher risk cases are able to be more quickly identified and actioned.
Studies suggest that predictive analytics are most effective when they inform decisionmaking but do not replace it.
Behavioural science literature finds that predictions from algorithms on their own
provide limited value. However, when combined with human decision-making, machinelearning algorithms can warn when an error is about to occur by reducing the risk of
overweighting highly salient interpersonal information or underweighting less salient but
more informative data.

What does this look like in practice?
Predictive analytics have been successfully applied in New Zealand Child Protection,
Los Angeles Child and Family Services, and Florida through their Rapid Safety Feedback
tool.13 New Zealand Child Protection uses its tool to assess the risk that a child will
experience maltreatment. The tool is based on risk factors such as the age of the mother,
family benefits and over 100 other inputs.14 A review by the New Zealand Social Policy
Evaluation and Research Unit noted that predictive analytics such as these can support
risk assessment. The effectiveness of these tools relies on “organisations’ cultures of
inputting administrative information, as well as practitioners’ interpretations of ‘risk”.15
Predictive analytics often support high-risk decision-making. IBM partnered with medical
centres in 2013 to use its Watson predictive analytics to diagnose cancer. An evaluation
of Watson’s diagnoses found the analytic agreed with medical experts in 99 per cent of
cases. Watson also identified treatment options that human doctors overlooked in
30 per cent of cases.16

INSIGHT: Predictive analytics used in conjunction with professional judgment have
the potential to improve the speed and accuracy of risk assessments made by
frontline workers. There may be value in partnering with other jurisdictions and
academic institutions to develop and trial a predictive tool to complement risk
assessments made by frontline workers.
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TRAINING,
DEVELOPMENT
AND
NETWORKING
SUPPORT
INFORMATION
SHARING
Most workers learn their role
predominantly through on-thejob training. Timely, targeted and
constructive feedback supports
workers to develop their skills.
Regular role-specific meetings also
improve capabilities, noting that
many workers do not work alongside
others in the same role. Professional
networks build trust among workers
and facilitate information sharing
between services.

I. MOST WORKERS LEARN TO
SHARE INFORMATION THROUGH
ON-THE-JOB TRAINING
When considering how to best train workers
in the new information sharing regime,
policymakers should note that many
frontline workers learn through on-the-job
training, where more experienced workers
work with new workers to share knowledge
and experience. Although the new
legislation will be new to all family violence
workers, training should still use a similar
mode of delivery. Research suggests that
scenario-based learning is the best way to
deliver ‘on-the-job training’ without being
‘on-the-job’.17, 18 The objective of scenariobased learning is to “expose trainees to
response environments like those in their
professional lives, while providing feedback
on responses”.19 This ensures workers
understand how the latest legislative
changes affect information sharing
in their day-to-day work.

Tell me and I forget,
teach me and I may
remember, involve
me and I learn.
– Benjamin Franklin

INSIGHT: Focus groups could help
articulate common scenarios faced
by frontline workers to inform the
delivery of scenario-based training
of the new regime.
Family violence workers possess extensive
practice wisdom, built on a foundation
of academic study. The clear majority of
knowledge of the workers we observed
comes from years of experience.
Many careers span multiple family violence
organisations. One worker began her
career working for a women’s refuge. She
then moved to the Centre Against Sexual
Assault (CASA), Safe Steps, and finally to
Berry Street. Her career spanned 20 years.
Working across multiple organisations
enables workers to better understand the
practices of other services. For example,
two of the Respondent Practitioners we
spoke with also facilitate Men’s Behaviour
Change programs. Having established
relationships with multiple organisations,
the workers had access to an extended
professional network from which to seek
and share relevant information.
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Berry Street was observed to deliver very
thorough ‘on-the-job’ training. New workers
sat with senior practitioners as they triaged
L17s each morning. Senior practitioners
explained what to look for and whether the
victim survivor was known to Berry Street.
New workers stated they shadowed senior
practitioners in the early stages of their
role, and were introduced to ‘key external
partnerships’ such as Centrelink, Kildonan
and Berry Street’s locksmith. Berry Street
also trains new workers on taking case
notes. One worker noted “I have no case
note training except for university, but Berry
Street has case note training on Thursday”.
Magistrates’ Court staff are also largely
trained on the job. All Magistrates’ Court
Registrars complete a traineeship (see
witness submissions to Royal Commission
for more detail). Registrars are very
conscious of providing adequate support
to their trainee colleagues. For example,
one coordination meeting observed in our
study was concluded as quickly as possible
because the Family Violence Registrar was
concerned that a trainee Registrar at the
counter was serving people without support
while the Family Violence Registrar led the
coordination meeting. Magistrates’ Court
trainees rely on being able to ask colleagues
questions in the moment as people come to
the counter.

INSIGHT: A scenario-based learning
program could be an effective way
to teach workers about the new
information sharing regime. Effective
training programs use real problems,
or problems that are as close to real
as possible. Trainee workers benefit
from being supervised by experienced
family violence workers. Feedback
for trainees is most effective when it
identifies what they could specifically
do to improve their information sharing.
Scenario-based learning for family violence
workers is valuable for three reasons:
…… It incorporates the experience of family
violence services as they are practiced
…… It is an appropriate setting for trainees to
ask questions and ‘make mistakes’
…… The training is more ‘vivid’ to a trainee,
which improves the likelihood they will
retain knowledge.20

INSIGHT: It may be valuable to
incorporate principles of effective
training programs as part of the
delivery of internal training about
information sharing outlined in
Recommendation 6 of the Royal
Commission. This report summarises
some principles of effective training
programs in the box on Principles for
effective training including scenariobased learning on page 37.
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PRINCIPLES FOR EFFECTIVE TRAINING
INCLUDING SCENARIO-BASED LEARNING
Scenario-based learning is a useful approach to train new workers to address
situational challenges as reflected by principles 4 and 5 below. Sometimes, training
programs must be broader or more conceptual than scenario-based learning allows.
A meta-analysis of effective team training in health care settings identified eight
principles to guide all forms of workplace training:
1.

Focus training on critical team competencies

2.

Emphasise team work over task work

3.

Tailor training to suit the team’s resources and capabilities

4.

Task exposure is not enough, trainees need guided, hands-on practice

5.

Ensure simulated training is relevant to the work environment

6.

Feedback must be timely, descriptive and relevant

7.

Evaluate outcomes in terms of job performance

8.

Maintain the lessons of training through coaching and performance evaluation.

Source: Salas, Diaz-Granados, Weaver & King (2008) Does Team Training Work? Principles for Health Care,
Academic Emergency Medicine, 15(11)

II. FEEDBACK SUPPORTS
INFORMATION SHARING
Good management practices encourage
effective information sharing by giving
timely, targeted and constructive feedback
about a worker’s information sharing.
Feedback loops are opportunities for workers
to raise challenges they are facing with
their manager, and for managers to guide
information sharing behaviours of workers.
Feedback loops provide ways to appreciate
effective information sharing and address
ineffective sharing through coaching.

INSIGHTS: Feedback loops are
an important component of work
practices. Consistent feedback is
associated with better information
sharing within teams 21, 22 and greater
job satisfaction.23
Information sharing can be
supported by embedding feedback
loops within family violence
organisations. Feedback between
managers and frontline workers is
a valuable practice.

Our study found Berry Street and
Magistrates’ Court have several effective
feedback loops. At Berry Street, L17s are
triaged each morning by a group of three
to five staff. Each worker explains how
they triage each L17. Workers talk through
their triage decision which allows senior
practitioners to approve or correct the
decision. This feedback loop was frequent,
specific, and constructive.
The Magistrates’ Court was also observed
to have feedback loops for staff. All Courts
we observed held daily coordination
meetings to discuss the cases for the day.24
The Family Violence Registrar flagged
risks associated with particular cases and
services provided additional information
to inform that risk assessment. To ensure
both parties had every opportunity to
access legal support, legal services would
also confirm in daily coordination meetings
whether they had previously seen either
party or had a conflict of interest.
The Respondent Practitioner similarly
identified and flagged the perpetrator’s
risk of self-harm with the Magistrate. The
Magistrate provided specific feedback and
thanked staff for identifying and flagging
important information. While a small action,
providing this feedback ensured similar
issues were flagged in future.
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BI CONCEPT: PSYCHOLOGICAL SAFETY
A critical enabler of a worker raising concerns with their colleagues and managers
is psychological safety. Psychological safety is a behavioural science concept that
describes the perception that a group is a safe environment for interpersonal risk
taking.25 It is characterised by a blend of trust, respect for each other’s competence,
and caring for each other as people.
The effect of psychological safety is to encourage the constructive, non-judgemental
correction of mistakes, which in turn supports professional learning and team performance.
Traits of teams with high levels of psychological safety include: a toleration of mistakes
in the face of uncertainty, encouraging individuals to ask questions and seek help, and
support for personal learning. These behaviours enable a team to adapt and improve
their performance. Psychological safety can be hindered by a sense of threat and the
perception that mistakes are dangerous or risky.
In one study of hospital patient care teams, it was found that teams were more likely to
report and correct errors in drug administration when workers felt that admitting errors
was acceptable within the group.

What does this look like in practice?
Both organisations we observed appeared to be psychologically safe, with workers
frequently talking through their decisions with each other.
Psychological safety in family violence organisations is particularly important, given
the inherent uncertainty associated with the assessment of risk. Even an experienced
worker will need to seek guidance from their colleagues.
It is difficult to create psychological safety between organisations. Organisations
sometimes develop an ‘us versus them’ attitude that does not support psychological
safety. Workers can only create a psychologically safe culture in their own organisations.
Workers cannot enter other organisations and tell them how to share information.
This makes it difficult to create a culture of psychological safety that spans multiple
organisations. Instead, information sharing across organisations tends to be facilitated
more by ‘quid pro quo’ transactions, worker-to-worker trust, and formal information
sharing regimes. We discuss inter-organisational sharing in Section 3iv.
Source: Edmondson, A. (1999), Psychological safety and learning behaviour in work teams, Administrative Quarterly, 44(2)

INSIGHTS: A psychologically safe workplace culture facilitates information
sharing. Junior workers may benefit from having a designated experienced
worker to ask questions. Such a culture was observed to be invaluable at Berry
Street and the Magistrates’ Court.
Training programs can equip managers to create a psychologically safe culture.
The behaviours that foster psychological safety are likely to be a component of
standard and effective performance development training packages. See box on
page 37: Principles for effective training.
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III. WORKERS CAN FORM
RELATIONSHIPS THROUGH
MIXED-GROUP TRAINING
SESSIONS
Family violence information sharing is very
often supported by recognising and trusting
another service. Workers at Berry Street
observed in our study were more willing to
share information with other services if they
knew the person requesting the information.
Therefore, it may be useful to enhance the
opportunities for different services to meet
and know each other.
A promising opportunity for services to meet
is in professional development training.
Mixing services in the same training sessions
allows workers to introduce themselves and
expand their professional network. Training
sessions are an opportunity to meet other
services face-to-face. Studies suggest
that face-to-face interactions build trust
more quickly than computer-mediated
communication.26

BI CONCEPT:
CONTACT THEORY
AND INTERGROUP
RELATIONS
Empirical research has established the
benefits of direct and personal contact
between members of different groups.
Contact reduces intergroup anxiety,
and is positively associated with
forgiveness, out-group trust, empathy
and perspective taking between
different groups.27
The benefits are not contained to
members experiencing direct contact.
In addition to transforming the attitudes
of these individuals, one in-group
member’s established relationship
with a member of another group can
influence other in-group members, and
facilitate intergroup cooperation and
relations.28

INSIGHT: Group training sessions
with a mix of services learning in a
face-to-face environment would be
valuable settings to build networks
through which information can
be shared. Mixed-group training
sessions could be incorporated into
standard training modules for family
violence workers.
Mixed training sessions are also a
useful forum to discuss how different
organisations approach family violence
differently. For example, a training course
about the revised CRAF may help workers
who are service providers and police to
discuss their different approaches to risk
assessment (see Chapter 2ii).

IV. WORKERS CAN SHARE PRACTICE
WISDOM AT QUARTERLY ROLE
MEETINGS
Many workers have found it useful to
attend a regular meeting convened
between all workers of a particular role
(for example, all Family Violence Registrars).
These meetings allow workers to share
their practice wisdom, and discuss
challenges facing the role at a regional or
state-wide level. The Magistrates’ Court
provides a good example of a regular role
meeting. Every three months, all Applicant
Practitioners in Victoria convene to share
practice wisdom. Respondent Practitioners
have a similar quarterly meeting.
The meeting provides a forum to share
common challenges facing all workers.
Senior workers are able to share practice
wisdom with less experienced workers.
Quarterly position meetings can also be
forums for workers to aggregate feedback
about the challenges their role is facing.
This aggregated feedback can then be
communicated to managers and on-shared
with executive leadership (see Chapter 3ii).
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SERVICES NEED
TO UNDERSTAND
EACH OTHER’S
ROLES AND
APPROACHES

Information sharing is facilitated
by frontline workers understanding
each other’s roles and trusting
the professional judgment of
other workers. Not understanding
another organisation's approach
to seeking consent can impede
information sharing between
workers and victim survivors' access
to services. Providing feedback to
other organisations on how their
information was used is a powerful
motivator for additional information
sharing.
This section describes findings using
strong language, for example stating
workers “should” and “must” act a certain
way. It should be noted that every worker
we spoke to is already performing each
of these valuable tasks to a very high
standard. This section uses imperative
terms to emphasise that these behaviours
continue. Noting the increasing demand for
services across the system, policymakers
must ensure that frontline workers have
the support to continue to spend the time
necessary to understand each other's roles
and approaches.

I. WORKERS NEED TO
UNDERSTAND THE ROLES
OF COLLEAGUES AND
OTHER SERVICES
Understanding the roles and
responsibilities of different services helps
facilitate information sharing. Workers who
understand what other services do are
better able to anticipate what information
the other service needs. They are also
better able to coordinate their work with
other services and improve the consistency
of the victim survivors’ experience with the
family violence sector.
The Magistrates’ Courts we observed made
significant efforts to find out about services
provided by other organisations and to
communicate the role of the Magistrates'
Court. For example, one Applicant
Practitioner explained that “we hold
meetings with other services to talk about
our job and what we do… because they call
a lot to ask questions. A lot of the time other
services have no idea what they can and
cannot do. They often need guidance on
what the rules are when they are working
with referred clients”.

INSIGHT: It is useful for family
violence services to understand
what other services provide, their
geographic catchment area and any
other criteria for receiving the service.
This information could be shared
through a database accessible by all
family violence workers.
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Another Magistrates' Court worker reflected
that they do not always know which police
station to fax the FVIO to so police can serve
the perpetrator, as their list of stations is
not current. The Magistrates’ Court’s list
of stations from 2011 is severely outdated.
Police serving the perpetrator with the
FVIO is critical; it is often the point where
the perpetrator becomes aware that the
order has been made and the conditions
it imposes on their behaviour. Using an
outdated list of police stations means
workers at the Magistrates’ Courts may
sometimes be instructed to fax an order
to a station that no longer exists.

INSIGHT: Frontline workers benefit
from having easy access to upto-date information about family
violence services, including police
stations.
Magistrates’ Court workers are able to
act on behalf of their colleagues because
they understand their different roles. One
Applicant Practitioner explained they
could take responsibility for some of the
Registrar's tasks because they understand
the Registrar's role. The Practitioner could
discuss with other services ‘who was seeing
which client’ so as to not ‘double up’ on any
one person. Being able to act on behalf
of colleagues was seen to improve the
efficiency of the Court.
Consent is a topic that different services
approach differently. Victim survivor
support services often seek the victim
survivor’s consent to share information
even when it is not legally required. Seeking
consent in such circumstances is an end
in itself: seeking consent empowers victim
survivors, as discussed in Chapter 1.

Other services approach consent as purely
a means to share information. For example,
the Victoria Police L17 Code of Conduct
explicitly does not require consent to share
information about victim survivors with
services for the purpose of referrals. It
only requires that the police notify victim
survivors that an L17 referral has been
made. This can create misunderstandings.
Domestic Violence Victoria made a
submission to the Royal Commission that
“L17s are often received with missing or
incorrect information… For example, if the
consent box is not ticked, services cannot
contact the referred person”. Police do not
require consent to refer victim survivors
to services, so whether the consent box
is ticked does not affect the ability of the
service to contact the victim survivor.
However, organisations apply their own
approaches to consent to interpret the
referrals of other services.
Different approaches to seeking consent
may confuse victim survivors. A victim
survivor might ask themself why they need
to keep approving information sharing by
one service when another service never
asks for their consent.
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Understanding between services can be
enhanced by bringing services together to
discuss their roles. For example, Berry Street
systematically introduces new workers to
Berry Street partner organisations so they
understand who they are and what they
do. One Applicant Practitioner we spoke
to started a similar monthly ‘meet and
greet’; bringing workers from other services
to Court once per month to meet each
other and explain Court processes. The
practitioner said this enabled workers to
better prepare their clients for Court and
also enhanced information sharing. Workers
also often rotate between roles throughout
their career. One Berry Street worker
had worked at four other family violence
organisations in three different roles over
20 years.

INSIGHTS: Frontline workers benefit
from attending regular ‘meet and
greet’ sessions with other family
violence services operating in the
same geographic jurisdiction. For
example, it may be useful for new
workers to be introduced to other
services as part of their induction.
It would be useful to convene services
to discuss and understand how they
approach consent differently.

II. WORKERS NEED TO
TRUST EACH OTHER
Trusting the professional judgement of
other services is a necessary precondition
to information sharing. Most workers
we spoke with relied on trust to share
information.
This shared understanding, trust and
reliance on relationships is known as
social capital. One Berry Street case
manager noted how they could refer
their clients to Centrelink and Centrelink
would accept Berry Street’s word that the
referred person had experienced family
violence. Another Berry Street worker said
they and a WRISC Family Violence Support
worker would receive a ‘clean copy’ of the
Magistrates’ Court list. The workers could
tell the Court whether people on the list
were their clients. The Court could trust
that Berry Street and WRISC would ensure
their clients were prepared for their Court
hearing, thus freeing up Court services to
support other people on the Court list.
Workers noted that when police trust
Berry Street and Applicant Practitioners,
the police are more likely to do a welfare
check on their behalf without requesting
a rationale to justify the time spent. One
Senior Registrar noted that “a lot of the
information sharing is reliant on personal
relationships instead of professional
connections”.
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BI CONCEPT: SOCIAL CAPITAL
FACILITATES INFORMATION SHARING
Social capital is the feeling of shared norms, values and
understanding29 that enables cooperation. It facilitates
information sharing by creating trust, mutual understanding
and social norms between people.
A qualitative study found that when deciding on future careers,
high school students will value and rely more on social networks,
a form of social capital, than formal careers services.30

INSIGHT: It would be valuable to
leverage existing social capital
within and between family violence
organisations, and even consider how
to build social networks, to facilitate
information sharing.

III. WORKERS SHOULD STRIVE
TO DEBRIEF OTHER SERVICES
ON HOW THEIR INFORMATION
WAS USED
A common theme observed at all locations
is that workers are more likely to share
information if they know it has been helpful.
Many workers noted they appreciated
receiving a ‘thank you’ or update on how
their information was used from other
services. This approach is supported
by research on the prosocial impact of
information sharing.
One Berry Street worker noted that having
good working relationships with other
services led to receiving more regular
updates from them. Another worker said
they are more likely to share information
with a service if they know how that service
used their information previously. A Senior
Case Worker noted that when they close
a file they will notify the police officer who
referred the L17 to Berry Street. The worker
reported that police appreciate knowing
the case is closed.

Telling workers how their information has
been used is similar to providing feedback,
as discussed in Chapter 3ii. This type of
feedback is difficult to deliver between
different organisations compared to within
a single organisation. Feedback between
organisations is more difficult to enforce
than feedback within organisations.

INSIGHTS: Frontline workers would
benefit from guidelines for how
and when they should debrief their
sources about how the information
provided by the source has been
used. It may be useful to provide a
regular prompt to workers to send
quick updates to other services
about how their information has
been useful.
Informing other services how the
information they provided has
been useful could be incorporated
into the development of feedback
loops between Victoria Police and
family violence services outlined in
Recommendation 25 of the Royal
Commission.
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BI CONCEPT: PROSOCIAL IMPACT AND MOTIVATION
Prosocial impact refers to the core objective of public purpose work: to make a positive
difference in the community. Many workers who deal with vulnerable people are
motivated by a desire to help the community. There is strong evidence to suggest that
making workers aware of the prosocial impact of their work is highly motivating. Making
family violence workers aware of how sharing information has led to better outcomes for
victim survivors can be highly motivating.
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THE ‘BROKEN FEEDBACK LOOP’ (VAN DER BIJL-BROUWER 2015)

What does this look like in practice?
There is evidence to support the relationship between feedback, motivation and
performance. One American study found that making police officers aware of
how their work benefitted local citizens enhanced their motivation and satisfaction.31
Another study found that fundraisers soliciting donations for university scholarships
raised more money when they were shown a beneficiary of a scholarship. Donation
collectors spent more time on the phone and raised more money compared with
fundraisers who did not talk with the scholarship beneficiary.32 A third study found
that placing a photo of a patient next to their x-ray enhanced the performance of
radiologists.33
Workers who cannot see the impact of their work are likely to feel less motivated. A study
of mental health disability in Australia found that a police officer who never heard from
a person with mental health disability again would assume the person either: got better,
moved away, or died. The officer described the lack of feedback as feeding into a “cone
of silence” that fostered feelings of frustration and futility.34 The lack of feedback that a
worker is making a difference can be demotivating.

INSIGHT: Family violence workers will likely benefit from knowing how their sharing
information has helped victim survivors. For example, support workers who close
a case that has achieved a positive outcome should consider alerting the other
services who provided information that assisted with managing that case.
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INFORMATION
SHARING IS VERY
TIME SENSITIVE

Family violence workers and
government organisations need to
know the daily and weekly schedules
of services they share information
with. This small detail is extremely
important as sharing risk-related
information will only be incorporated
to risk assessments if it arrives in
appropriate time. Policymakers
should factor this timing into the
delivery of the reports of the Central
Information Point (CIP).

I. INTAKE IS BUSIEST IN THE
MORNING AND ESPECIALLY
ON MONDAY
Family violence workers are very busy
throughout the week. Some workers
are most busy in the morning and after
community events. Almost all intake services
are busiest on Monday morning, including
Berry Street and the Magistrates’ Court.
Family violence is more likely to occur over
the weekend and most support services do
not work on weekends. This increases the
number of L17s and FVIO applications that
must be triaged on Monday.
The lack of weekend casework services
can be stressful for victim survivors. One
victim survivor at a Victorian Government
community conversation35 described the
experience of their case worker not working
on weekends. They described feeling so
unsafe they had to search for a new service
which operates over the weekend. The
victim survivor described the experience
of searching for a weekend service and
repeating their story to the new service
as “demeaning”.

You can’t just go
home and think
‘I‘ll fax those
[intervention orders
to the police]
tomorrow’ because
there could be an
incident tonight.
– Family Violence Registrar

Berry Street workers observe that the peak
times for demand on the service to respond
to L17s follow public holidays and major
events, such as the Christmas period and
the AFL Grand Final.
The Magistrates’ Court does have some
services available 24 hours a day. Most
Courts currently triage cases only during
business hours. When the Court is busy this
triage can severely tax workers’ mental
bandwidth.
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Policymakers should note that many
services will have less time to share
information first thing on Monday morning.
It may be useful for the CIP to note that
Registrars are busiest in the mornings.
Information provided in the morning may
need to be brief and directly related to
high-risk matters or matters that will be in
Court that day, or wait until the afternoon.
Policymakers should also note that
information provided to a Court Registrar
after 1pm may not inform the Court list for
that day.

INSIGHTS: It is highly beneficial for
there to be intake services operating
on weekends to reduce the current
Monday morning peak. It may be
useful for weekend workers to create
preliminary risk assessments for
practitioners to review when they
arrive at work on Monday.
Caseworkers may also consider
delegating emergency responses
to a colleague who operates over
the weekend. For example, family
violence support services may hire
weekend workers who respond to
clients’ emergency needs while their
regular case worker is not at work.

BI CONCEPT: MENTAL
BANDWIDTH
AND TUNNELLING
Mental bandwidth is the finite capacity
a person has to make decisions
effectively over a defined period of time.
Making a number of mentally taxing
decisions can reduce the bandwidth
available to make further decisions.
Reducing mental bandwidth can
reduce a person’s patience, attention
span, and perseverance.36, 37
A common adaptation to a reduction
in mental bandwidth is to tunnel.
Tunnelling is the selective ignorance
of less important decisions and
information. Tunnelling reserves our
finite mental bandwidth for the most
important decisions. “Things outside the
tunnel are harder to see clearly, easier
to undervalue, and more likely to get left
out”.38 A person’s mental bandwidth is
typically restored through rest.
If workers do not have capacity in their
day to perform the administrative tasks
required to share information, then
any changes to legislation, leadership
or organisational culture may have
a diminished impact. The distracting
effect of scarcity can shift workers’
attentions away from information
sharing if there are other more critical
aspects of the role and tasks that
require greater focus. Administrative
tasks should be systematised or
automated where possible to minimise
the mental bandwidth tax on workers.
This provides capacity for workers to
focus on critical tasks requiring human
judgment, improving outcomes for
victim survivors.

48 APPLYING BEHAVIOURAL INSIGHTS: IMPROVING INFORMATION SHARING IN THE FAMILY VIOLENCE SYSTEM

II. THE TYPICAL RESPONSE
TIMEFRAME FOR NEW CASES
IS 24–48 HOURS
Support services allocate resources to
each case in proportion to its risk. In
practice, family violence workers strive
to respond to new cases no later than
24-48 hours. Workers reported that victim
survivors are at greater risk of family
violence in the 24 hours following an L17
report and immediately after a perpetrator
has been served with an FVIO.
Berry Street workers respond to high-risk
L17s within 24 hours. An intake worker will
make four attempts to contact the victim
survivor by phone. If they cannot make
contact, the Berry Street worker will leave
an SMS if they have assessed it would be
safe to do so.

INSIGHT: Information used for risk
assessments should be provided
within the standard turn-around
time of the receiving organisation.
The timeliness of information sharing
should be a key performance
indicator for the Central Information
Point being developed as part of
Recommendation 7 of the Royal
Commission.

III. THE MAGISTRATES’ COURT
ADHERES TO STRICT DAILY
SCHEDULES
The strict adherence to Court timetables
means that workers need to ensure
information is shared before Court
deadlines. The time scarcity created by
these deadlines means that services may
not be allocated in the most impactful way.
For example, support practitioners must
triage and re-triage the clients they will see
based on risk-related information received,
who is present at Court and new referrals.

In observed Courts many Registrars and
practitioners triage the Court list one
business day beforehand. We note that
triaging the day before is best practice and
is not always feasible given the extremely
high level of demand for Court services.
The triage typically consists of conducting
a risk assessment for each case and
reviewing the services allocated to it.
This allocation however, is subject to
change based on additional information
received overnight. This is most often
additional matters being listed that have
been initiated by police overnight, which
often present a high level of risk.
Court Registrars observed strived to
complete the paperwork associated with
that day’s Court list by 1pm. This work
typically includes any reallocation of
services, ensuring Court services workers
have seen their clients and that all
paperwork for the Magistrate is correct and
ready. Most Registrars take the majority
of appearances prior to 10am for matters
listed in the morning. This ensures access
to services and avoids matters proceeding
in the absence of parties.
Courts break from 1pm to 2pm for lunch.
Tasks relating to the hearings on that
day are typically completed before lunch,
although there is some variation depending
on the Court and day of the week. From
2pm onwards, Registrars and practitioners
continue with work necessary to progress
matters being heard that day. If time
permits, workers will prepare or review
files for the following days. For example,
Registrars may assign services for Monday
hearings on a Friday afternoon. For more
detail on a Family Violence Registrar’s
typical day see page 50.

INSIGHT: Any information relevant to
a Court hearing must arrive before
its scheduled time. In practice, the
absolute latest that this information
could arrive would be 1pm. Ideally,
information relevant to a hearing
should arrive the day beforehand.
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FAMILY VIOLENCE
REGISTRAR’S
TYPICAL DAY
This infographic reflects the typical activities of Family Violence
Registrars observed in this research. It does not provide
a comprehensive overview of all activities undertaken by
Family Violence Registrars across Victoria.

Take appearances

Liaise with police and legal services

Answer questions from Court attendees and junior staff

Oversee the waiting areas and liaise with
Protective Services Officers to ensure safety

Send parties to see legal services

Lead the
coordination
meeting

Refer people to the Applicant Practitioner
or Respondent Practitioner

Prepare case files for Court
by annotating them and
creating cover sheets
Print out any
updates to the
Court List

Fax Family Violence
Intervention Orders
to police

Prepare file for
any newly listed
matters

Respond to
Magistrate’s requests

Enter physical
police documents
into Courtlink

Send matters into Court

8am

9am

Decide which
information
to update the
team on

10am 10am

Decide which cases
to refer to the
Applicant Practitioner or
Respondent Practitioner

11am 12pm

Decide when to escalate
information to police or
on-site security
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12pm

Decide when
a case file is
complete

Prepare or review future Court Lists

Lunch

2pm 3pm

5pm

4pm

7pm

Decide when a matter is ready to go
into Court (when police and legal
agree or agree to disagree)
Source: Studio THICK
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APPLICANT
PRACTITIONER’S
TYPICAL DAY
This infographic reflects the typical activities of Applicant
Practitioners observed in this research. It does not provide
a comprehensive overview of all activities undertaken by
Applicant Practitioners across Victoria.

Liaise with police to find out what conditions they are seeking
for the order and support victim survivors to respond

Interview victim survivors that I have identified as high risk

See additional victim survivors referred to me on the day by
the Family Violence Registrar, Magistrate, legal or police

Attend the
coordination
meeting

Complete a risk assessment with the victim survivor

Develop a safety plan with the victim survivor and
refer them to support services

Liaise with lawyers and police as necessary

Tell Family Violence
Registrar who I will see

Sit with anxious victim survivors in Court

Read case
narratives

Speak with victim survivors after their
orders have been finalised

8am

Decide which
victim survivors to
see based on risk

11am

Decide whether to add any
new cases to my list of priority
victim survivors (after
reviewing the narratives on
Courtlink) and which I need
to drop off to make room

Decide whether the risk is
great enough that I need to
escalate information to
Family Violence Registrar,
police, mental health nurse,
or Department of Health and
Human Services
Decide whether to tell the
victim survivor I have
escalated information
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Enter demographic
information into Lizard

Write case notes

Fax referrals

Review the Court
List for tomorrow

Lunch

2pm

5pm

Decide who to drop off
my list as the Magistrate
has requested I see a
new victim survivor

Decide what safety
measures to put in place
based on the victim
survivor’s situation

Decide which
victim survivors to
see based on risk

Source: Studio THICK
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RESPONDENT
PRACTITIONER’S
TYPICAL DAY
This infographic reflects the typical activities of Respondent
Practitioners observed in this research. It does not provide
a comprehensive overview of all activities undertaken by
Respondent Practitioners across Victoria.

Interview perpetrators identified the
previous day as high risk

See additional perpetrators referred to me on the day by
the Family Violence Registrar, Magistrate, legal or police

Assess the perpetrator's eligibility for the Men's
Behaviour Change program, if applicable

Attend the
coordination
meeting

Conduct risk assessment and safety planning

Refer perpetrators to support services such as emergency housing,
drug and alcohol services and mental health support services

Sit with perpetrators in Court

Tell Family Violence
Registrar who I will see

Observe Court to identify
perpetrators I should speak with

Review the
Court List

Speak with perpetrators after
their orders have been finalised

8am

Decide which
perpetrators to
see based on risk

11am

Decide which new cases are
a priority, and which I need
to drop off to make room

Decide whether the risk is
great enough that I need
to escalate information to
Family Violence Registrar,
police, mental health
nurse, or Department of
Health and Human
Services
Decide whether to tell
the perpetrator I have
escalated information
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Enter demographic
information into Lizard

Write case notes

Fax details of eligible
perpetrators to Men's
Behaviour Change program

Finish referrals

Review the Court
List for tomorrow

Lunch

2pm

Decide who is eligible
for the Men's Behaviour
Change program based
on their situation and
the conditions of the
program, if applicable

Decide which
support services the
perpetrator would
benefit from

3pm

Decide who to drop
off my list as the
Magistrate has
requested I see a
new perpetrator

4pm

Decide whether the
perpetrator understands
the conditions of the
order

5pm

Decide which
perpetrators to
see based on risk

If time allows, try to get the
perpetrator to come back
to see me after their matter
has been heard to debrief

Source: Studio THICK
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WORKERS
USE INFORMAL
PROCESS
IMPROVEMENTS
TO SHARE
INFORMATION
Frontline family violence workers have
invented creative solutions to system
inefficiencies. However, these are time
consuming to implement and impose
cognitive costs on workers. They also
produce system risks associated
with ad hoc processes. While
commendable, such workarounds are
‘Band-Aid’ solutions used to manage
inadequate system infrastructure.
They are implemented inconsistently
and there is no backstop for workers
if such solutions fail.

I put a Post It note to
the bench clerk on
the Court file: please
prioritise calling
this case, one of the
parties is getting
agitated.
– Registrar, Magistrates’ Court of Victoria

I. PROCESS INEFFICIENCIES
HINDER WORKERS’ ABILITY
TO DO THEIR JOBS
Workers observed for this study spent
considerable time combatting system-wide
process inefficiencies such as the inadequacy
of Courtlink and the inability to verify the
identity of callers. We note the allocation
of funds in the 2017-18 Victorian State
Budget to replace Courtlink with a new case
management system. This report notes some
of the functionality deficiencies of Courtlink
with a view to ensuring the needs noted by
workers in this study are incorporated in the
new case management system.
At the Magistrates’ Court, workers use
informal workarounds to communicate
critical information to colleagues. We
observed workers adding Post It notes to
files to inform the Magistrate the victim
survivor would appear via video link, so the
Magistrate did not inadvertently disclose
the victim survivor’s location at the Court
to the perpetrator. We also observed Post It
notes used at the Registry counters.

These included information that a victim
survivor “needed to leave at 3pm to pick
up her kids and, must be heard before
then” and “if [the perpetrator] comes to the
counter, please serve him with this FVIO”.
While these are examples of practical
workarounds to system deficiencies, not
only do these impose time costs on workers,
they expose significant safety and system
risks if the Post It note falls off the file.

INSIGHT: In advance of broader
changes, system designers should
consider how informal information
sharing processes could be made
more reliable.
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Family Violence Registrars at the Magistrates’
Court coordinate Court services in real time
to determine whether a matter is ready to go
into Court. This coordination usually relates
to five to seven different people, including
the victim survivor, the perpetrator, police,
legal services, support services, interpreters
and Court staff. This coordination task is a
significant burden on the Family Violence
Registrar. The Family Violence Registrar
singlehandedly informs all services when
someone has arrived, who they have seen,
and what services they still need to access,
for up to 70 cases per day.
This coordination is time consuming and
creates significant system risks. The Family
Violence Registrar holds a huge amount of
information in his or her mind. Forgetting or
delaying an update that a worker has seen
a client can produce delays and broader
costs. For example, it might lead to a client
missing out on access to a key service
(such as interpreters who are often double
booked). It might lead to an intimidated
victim survivor leaving without having
had her matter heard. Or it might lead to
a perpetrator becoming aggressive and
posing risks to other Court patrons.
Melbourne Magistrates’ Court has
circumvented this burden and associated
risks by using an online spreadsheet.
The spreadsheet does not contain any
personal details. Clients are tracked using
depersonalised Court list numbers for
that day. The Court list is circulated by the
Family Violence Registrar. The spreadsheet
allows the Family Violence Registrar to
record when victim survivors, perpetrators,
interpreters and other services arrive at
Court for police, legal and support staff
reference. Each Court-based service marks
the spreadsheet when they have seen the
client. There are strong norms at the Court
to check and update the spreadsheet
immediately following seeing a client.

The online spreadsheet appears to
be a highly effective workaround. The
spreadsheet enables all services to
coordinate without relying solely on the
Family Violence Registrar. Instead, the
Family Violence Registrar can check the
spreadsheet to determine when a matter
is ready to go into Court. Freeing up the
Family Violence Registrar from completing
this coordination task is likely to produce
significant gains in the specialist family
violence Court system given the role of
Family Violence Registrars as a central node
in this system. The impact of this is depicted
in the diagram on page 60. Systematising
coordination tasks reduces the risk of a
matter falling through the cracks and makes
additional time available for all workers to
concentrate on providing their service.

INSIGHT: Decision-making tools
are able to support people who
have significant coordination
responsibilities. Registrars must often
coordinate many different parties
and services at their Court. It would
be highly beneficial for the new case
management system to have the
ability to monitor parties and services
at Court. Any decision-making
tools should be co-developed with
Registrars to ensure they assist rather
than burden workers to coordinate
successfully in a highly stressful and
fast paced environment.
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The Family Court overriding the
intervention orders… has allowed
for me to be put at risk, because
their dad was allowed to attend
sporting events and things like
that, where obviously, I am.
– Victim Survivor41

At Berry Street and the Magistrates’ Court
we observed workers taking considerable
time to verify the identity of callers who
seek information to ensure they do not
disclose information inappropriately. The
consequences of inappropriate information
disclosure are severe, as shown in 2016
when the Department of Health and Human
Services mistakenly gave a violent father
a confidential Court report that revealed
the location of his protected children, who
were at the time, living in foster care.39 In
practice, workers often recognise callers
through existing relationships. However,
when the caller is unknown, the worker
will usually attempt to verify the caller’s
identity. This is often done by asking police
officers for their badge identification and
station or ringing the caller back through
their organisation’s central switchboard for
other organisations. Remote verification
would save workers valuable time and
better ensure privacy is protected.

INSIGHT: Family violence workers
must often verify the identity of
other workers over the telephone to
ensure they do not share confidential
information inappropriately. It would
be highly useful for workers to have
a mechanism to verify each other's
identity remotely.

II. FAILURE TO COORDINATE CAN
PUT VICTIM SURVIVORS AT RISK
Lack of timely systematised information
sharing between services and jurisdictions
exposes victim survivors to unnecessary
risks. For example, while the Magistrates'
Court has an information sharing protocol
with the Commonwealth Courts to access
Family Court orders, such orders are not
readily available to Magistrates' Court
workers. This allows FVIOs to be made with
conditions that do not permit access to
children, while a Commonwealth Family
Court order exists that does provide
access to children. This makes conditions
confusing for all parties and places children
at risk. Noting that over half of parenting
matters in the family law system involve
allegations of family violence40 the potential
for conflicting orders is significant.
If an FVIO would conflict with an existing
Family Court order, then the Magistrates’
Court has some powers to vary the Family
Court order.42 However, this cannot occur
if the Magistrates’ Court is unaware of
the existence of the conflicting Family
Court order. For applicant-led matters, the
FVIO application prompts applicants to
note if they have a family law order in place.
In practice, Magistrates’ Court workers
overcome this missing information by
asking victim survivors whether they have
a related Family Court order. If they do, the
Magistrates' Court can request and receive
such orders from the Commonwealth via
email. However, such information is not
always available in a timely manner. For
matters being heard that day, the worker
will ask the applicant if they have a copy of
their order with them. If they do not have
a copy and the Family Court is nearby,
workers sometimes request the victim
survivor attend the Family Law Court, ask
for a printed copy of their order, and bring it
to the Magistrates’ Court. One Magistrates’
Court worker reflected that sometimes
victim survivors return with the wrong
information related to their case, and need
to be sent back again. There may be a risk
that CALD victim survivors who experience
language barriers may not understand the
different processes and jurisdictions of the
Family Court and Magistrates’ Court. This
is yet another burden on victim survivors.
Further, if a worker neglects to ask the
question, the victim survivor can be put
at unnecessary risk.
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INFORMATION SHARING
ECOSYSTEM OF SPECIALIST
MAGISTRATES' COURTS OBSERVED

This ecosystem highlights Magistrates’
Court workers and with whom they share
information based on Courts observed in
this study. It suggests information nodes
and critical roles from an information
sharing perspective.

This ecosystem was developed by Studio
Thick and is based on the family violence
jurisdiction of Courts observed in this
research. It does not provide a comprehensive
list of all services available at all Courts.

Interpreters
Court
Network

Men’s
support
services

Women’s support services

MBC
programs

Respondent
Practitioner

In
Touch

Safe WRISC Berry
Steps
Street

Health services

Applicant
Practitioner

GPs

Forensic Community
psychologist Health
Services

Magistrate
Victim
survivor
and family

Bench
clerk

Criminal
Registrar

Perpetrator
and family

FV
Registrar

Senior
Registrar

Private
lawyers

Registrar

Legal Aid

Private
security

FVPLS

PSOs
Police
liaison

Police
prosecutor

Civil
advocate

Community
Legal

Court staff

Support practitioners

Support services

Perpetrator

Police

Legal services

Victim survivor

Roles we interviewed
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Respondent Practitioner (RP)
The RP supports the perpetrator at Court, helping
them to take accountability for their actions and to
connect with support services and MBC programs.
Applicant Practitioner (AP)

Aboriginal Family Violence Prevention and Legal
Service (FVPLS)
FVPLS provides legal assistance to Aboriginal and
Torres Strait Islander victim survivors of family
violence to victim survivors or perpetrators.

The AP helps the victim survivor to develop a safety
plan and connect with services, ensuring they feel safe
in and out of Court.

Community Legal Centre

Family Violence (FV) Registrar

Legal Aid

The Family Violence Registrar coordinates the Court,
creating and running the Court List, managing
security concerns and liaising with the police, legal
services, Court staff and parties to ensure the Court
runs smoothly.

Legal Aid provides free legal services to victim
survivors or perpetrators.

Magistrate
The Magistrate rules on Family Violence Intervention
Orders in Court and decides the conditions of
the orders. In the Family Violence Court Division,
Magistrates also hear criminal matters concurrently.
Bench clerk
The bench clerk supports the Magistrate in Court
by transcribing decisions into Courtlink, liaising with
the Family Violence Registrar and calling matters
into Court.

Community Legal Centres provide free legal services
to victim survivors or perpetrators.

Private lawyer
The victim survivor or perpetrator may choose to
engage a private lawyer, or will be assigned one if
Legal Aid and the Community Legal Centre cannot
represent them due to a conflict of interest.
Community Health services and General Practitioners (GP)
Health services such as counselling can be accessed
through both Community Health Services and the
individual’s GP.
Forensic psychologist

Criminal Registrar

The forensic psychologist works onsite at the Court
assessing the mental health of parties and making
referrals. This role can be performed by a mental
health nurse.

The Criminal Registrar performs a similar role to the
Family Violence Registrar for criminal matters.

WRISC

Senior Registrar

Women’s Resource Information and Support Centre
(WRISC) is a service which offers support to women
and children affected by family violence.

The Senior Registrar manages all Registrars and takes
responsibility for the safety of the Court.
Registrar
The Registrar supports the Family Violence Registrar,
conducts the interviews with victim survivors for
applicant-led Family Violence Intervention Order
applications and drafts the case narrative.
Protective Services Officers (PSOs)
PSOs provide a police presence to ensure safety
at Court.
Police liaison
The police liaison is the connection between the Court
and police stations.
Police prosecutor

In Touch
In Touch is a multicultural service which supports
CALD women and children affected by family violence.
Safe Steps
Safe Steps is a 24/7 family violence response centre
which provides services to women and children
experiencing family violence.
Berry Street
Berry Street is a child and family services organisation
that provides family violence support services to
women and their children.
Men’s Behaviour Change (MBC) programs

The police prosecutor acts as the police’s legal
representative in Court for cases where a Family
Violence Intervention Order application (civil) and
a criminal matter are being seen together.

MBC programs are specialist programs which aim
to help men manage their violent and controlling
behaviour. Heidelberg and Ballarat Magistrates’
Courts can mandate perpetrators to attend a MBC
program. Providers vary from location to location.

Civil advocate

Court Network

As the police’s legal representative in Court for policeled Family Violence Intervention Orders (a civil matter),
the civil advocate applies for the Family Violence
Intervention Order on behalf of the victim survivor.

Court Network is a volunteer service that supports
parties when they are at the Court (including
helping victim survivors to complete Family Violence
Intervention Order applications).

Source: Studio THICK
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The Review of the Family Violence Risk
Assessment and Risk Management
Framework Final Report recommends the
redeveloped CRAF include Family Court
proceedings and orders among the risk
factors listed in the CRAF, given their
criticality to understanding perpetrator risk.
We note the recent consultation by the
Commonwealth Attorney-General’s
Department on proposed amendments to
the Family Law Act 1975 (Commonwealth) to
respond to family violence. The legislation
would amend the Family Law Act to enable
and encourage state and territory Courts
to exercise family law jurisdiction where
appropriate. However, if Commonwealth
Courts remain the primary venue for
resolving family law disputes, this issue will
remain for many parties applying for FVIOs
in the Magistrates’ Court of Victoria.
We also note Royal Commission
Recommendation 136 outlines that the
Magistrates’ Court and Children’s Court
of Victoria consider pursuing a formal
information sharing arrangement with the
Family Court of Australia and the Federal
Court of Australia to combat this issue. We
endorse this recommendation and strongly
support this burden being alleviated from
victim survivors by direct sharing between
Courts.

INSIGHTS: Workers should be
prompted to ask victim survivors
about the existence of any Family
Court order during the person’s first
presentation at Court. This would
facilitate access to Family Court
orders in the short term.
It is important to make it as easy as
possible for victim survivors to collect
Family Court orders. For example,
a standard request template letter
could be created with space for the
victim survivor or Magistrates’ Court
worker to input required case details,
to ensure victim survivors are more
easily able to collect the correct
information.

A pinboard at Berry Street with information about other services

Many Magistrates’ Court workers noted they
often experience a delay in being notified
that the perpetrator has been served with
the FVIO. This presents another risk to which
the victim survivor is unnecessarily exposed,
given the increased risks the victim survivor
faces immediately after a perpetrator
becomes aware of the FVIO.
Workers often coordinate informally
with other services. Magistrates’ Court
workers often coordinate with police to
determine the best time to serve the order.
This communication is not systematised,
producing a system risk, as well as risks to
the safety of victim survivors. For example,
the Applicant Practitioner might ask a
victim survivor to consider whether there
was anything they needed to do prior to
the FVIO being served, such as collecting
children from school and getting them to
safety. However, these requests to police are
not binding, nor are they always practical.
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INSIGHTS: Frontline workers and
victim survivors should, where
possible and safe to do so, be notified
in real time that an FVIO has been
served. In the short term, services
may send each other emails and
SMS notifications. In the longer term,
an automated IT system for sending
notifications of FVIOs being served
would be ideal.
It is important that communication
of requests for when the perpetrator
should be served are systematically
captured. For example, Registrars
could attach a one page hand-over
form to each FVIO sent to police to
serve a perpetrator of family violence.
The hand-over form could stipulate
any service requests to police such
as timing and any information that
may assist police to serve the Order.
Finally, the burden of coordinating services
outside of the Court often falls on the
victim. One victim survivor at a Victorian
Government community conversation43
described the difficulty of navigating family
violence services without assistance. They
described being handed pamphlets and
how the onus was put on them to contact
each service. Similarly, Rosie Batty stated
before the Coroner’s Report into the death
of Luke Batty that “I didn’t want all the
onus and responsibility to be on me.
I wanted support. I wanted other people to
step in and make decisions”.44 Coordinating
services is a significant burden on victim
survivors. Coordinating their own services
will likely consume much of a victim
survivor’s mental bandwidth.45 This burden
falls at a time when the victim survivor’s
mental bandwidth is already impeded due
to the trauma of the situation.

III. CONSIDERABLE COURT TIME
IS SPENT HEARING APPLICATIONS
BY GOVERNMENT AGENCIES FOR
ACCESS TO FINALISED FVIOS
The Royal Commission highlighted
the centricity of Courts to many victim
survivors and perpetrators’ experience
of the family violence system. Significant
increases in demand have resulted in
chronic infrastructure deficiencies and
unsustainable demand on Court-based
workers. The observation undertaken for
this report supports that view, and notes the
considerable amount of Court time currently
consumed by government and support
agencies seeking access to finalised FVIOs
that relate to their clients.
Court approval is required to release
finalised FVIOs to anyone who is not a
party to the order. Organisations including
Corrections (who may be working with the
perpetrator) and Child Protection (who may
be working with the children) must make an
application to the Magistrate. Organisations
such as Corrections are often willing to
support the enforcement of FVIOs, for
example through enforcing FVIO conditions
by restricting parties who may visit inmates
at prison. However, as Corrections is not
a party to FVIOs, they require Magistrate
approval to access orders. Requests by
government agencies to access finalised
FVIOs in order to support FVIO enforcement
or improve safety of children are prevalent.
Given the time taken by Court staff to action
such requests, an expedited or automatic
process for government agencies to access
finalised FVIOs should be explored.
Support services also cannot easily access
FVIOs that relate to their client. Berry
Street works around this issue by asking
their client to bring a copy of their FVIO
which is scanned and kept on file. This ad
hoc workaround imposes an additional
burden on victim survivors. This could
be resolved by support services seeking
consent from their client at the initial point
of engagement to access the FVIO directly
from the Court when it is made.
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A lot of it is just done by memory;
you write it down where you can,
but sometimes I don’t need to
refer to the list.
– Family Violence Registrar

INSIGHT: Finalised FVIOs should
be automatically shared with
government agencies, in particular
Child Protection. A streamlined
process should be developed for
support services to obtain copies
of finalised FVIOs that relate
to their clients.

IV. WORKERS RELY EXTENSIVELY
ON THEIR MEMORIES
Almost all workers rely on their memories to
share important information. Berry Street
often remembers the names of victim
survivors and perpetrators named in L17s.
Workers at the Magistrates’ Court often
remember a perpetrator’s history of family
violence. Registrars often coordinate dozens
of Court services at once using only their
memory. Many organisations have effective
IT solutions to ‘fill the gaps’ in workers’
memories. These solutions need to be
implemented more broadly.

Many workers rely on memory for basic
information seeking and sharing. One
worker at the Magistrates’ Court described
that when they recognised a perpetrator's
name, they would make an enquiry with the
Registrar or police about the perpetrator’s
relevant criminal history. The Registrar
would then search Courtlink for the relevant
criminal history. Berry Street intake workers
sometimes recognise and discuss victim
survivors or perpetrators named in L17s.
An over-reliance on memory can be risky.
Cases that occurred a long time ago may
provide important contextual information.
Workers often use their excellent memories
to recall that a perpetrator has previously
been before the Court. However, this is not
a system solution. The failure of the family
violence system to automatically identify
repeat offenders can be serious because
prior incidents and criminal history are
significant family violence risk factors.
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BI CONCEPT: CONFIRMATION BIAS
Confirmation bias is a tendency to gather information that confirms an existing belief
or expectation.46 It refers to the unwitting selectivity in acquisition and use of evidence.
People are susceptible to confirmation bias when they must consider many different
alternatives at once.47 For example, the possibility that a perpetrator does or does not
have any number of possible risk factors.
An inconsistent approach to seeking additional information about perpetrators could
result in the risk of confirmation bias materialising.

INSIGHT: A thorough and consistent criminal check should be applied for
all perpetrators. Ideally, all relevant criminal history should be automatically
included in risk assessments.

Workers seek additional information about
the criminal history of a perpetrator when
they recognise them or the perpetrator has
been assessed by the worker as high risk.
This is problematic as the worker is using
a risk assessment to determine whether to
gather additional information that would
inform that assessment. As validated risk
factors, prior family violence and criminal
history should be considered for all
perpetrators who come before the Court.
In extreme cases, using perpetrator
recognition or risk assessments as the cue
to seek additional information in Courtlink
could result in confirmation bias. None of
the workers we interviewed demonstrated
signs of confirmation bias. However,
confirmation bias is a risk in an environment
of limited resources where workers’ mental
bandwidth is being overstretched. Details
about confirmation bias are discussed in
the box above.

An over-reliance on memory may lead to
other risks. For example, Family Violence
Registrars rely on their memory to locate
clients and services that have arrived at
Court. Many found this exhausting at times.
As the sector grows, the higher volume of
cases and services will increasingly tax
workers’ mental bandwidth.
Many organisations have developed
effective solutions to ensure key information
is not overlooked or forgotten. For example,
Berry Street will always look up the parties
to a high-risk L17 on their SHIP database.
Many intake workers can and do use their
memory to recognise parties to an L17.
However, Berry Street does not rely on
memory. Berry Street’s process of referring
to the SHIP database ensures important
information cannot be overlooked or
forgotten.
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PHYSICAL AND
SYSTEM DESIGN
INFLUENCES
INFORMATION
SHARING

The design of physical spaces
such as offices, systems such as
Courtlink, and forms such as the L17,
influence if and how workers share
information. Design of physical
spaces, systems and forms should
be intentional and co-created with
workers who work in these buildings,
and use the systems and forms.
Small changes to physical spaces
and virtual forms can make a large
difference to how information is
shared.

I. FAMILY VIOLENCE WORKERS
VALUE THE ABILITY TO DIRECTLY
APPROACH COLLEAGUES
The physical design of work environments
influences how workers share information.
This is known as choice architecture. Most
workers in the family violence system
need multiple types of work environments.
They include private spaces for speaking
with clients and discussing confidential
matters with colleagues and other services,
as well as more open environments for
collaboration with and seeking guidance
from co-workers. Physical space itself
influences knowledge management and
collaboration, primarily through tacit
knowledge sharing with colleagues through
incidental encounters. Incidental encounters
also enable greater connection with
colleagues and supports trust.

For instance, one worker reflected that at
Melbourne Magistrates’ Court she sought
and shared more information with police
colleagues than when she works at the
Heidelberg Magistrates' Court. All support
practitioner offices at the Melbourne
Magistrates' Court can be accessed directly
from the public waiting area. All support
practitioners at Heidelberg are located
in the Registry behind the counter. This
means other services such as police and
legal practitioners must ask the Family
Violence Registrar at the Heidelberg counter
to contact the practitioner. These frictions
create additional work for Registrars and
hinder information sharing between police
and practitioners.
Frontline workers at Berry Street were
observed to frequently look up from their
desks to consult on individual matters with
each other. Workers said things such as
‘that’s a familiar name,’ ‘the respondent
gave her number to the police for a referral,’
and ‘these aren’t high risk [L17s] but they’re
in my area so I’ll take them’. An open plan
office facilitates incidental interactions
where colleagues can easily seek feedback
and guidance throughout the day.

INSIGHT: Workspace design influences
information sharing. The impact of
visibility, proximity and accessibility
of other workers on information
sharing should be considered when
developing new spaces or retrofitting
existing spaces.
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BI CONCEPT:
CHOICE ARCHITECTURE
AND PRINCIPLES FOR
BETTER DESIGN
1.

People generally take the path of
least resistance. Making something
slightly more difficult for people,
such as having to ask a Registrar
to get a support practitioner,
reduces the chance that the action
will occur.

2.

Expect error. People make mistakes
and physical and system design
should reduce the consequences
of those mistakes wherever
possible. One example is to have a
combination of sound-proof walls
and glass dividers to enable the
sharing of confidential information
while workers have a clear line of
sight and know where their
co-workers are.

3.

Incidental interactions allow
workers to give each other real time
feedback. Incidental encounters
between workers allow them to
thank one another for information
or inform each other how their
information was used. Both forms
of feedback are powerful ways to
motivate information sharing. See
Chapters 3ii and 4iii for more about
providing feedback to workers.

Adapted from Thaler, . H, Sunstein, C. R., &Balz, J. P.
(2010). Choice Architecture (April 2, 2010). Available
at SSRN: https://ssrn.com/abstract=1583509

II. SEPARATE WAITING AREAS
FOR PERPETRATORS AND
VICTIM SURVIVORS
Separate waiting areas for perpetrators
and victim survivors are beneficial to victim
survivors, and valued by Magistrates’
Court workers. Separate waiting areas help
victim survivors to feel safe and prevent
confrontations with their abuser. The
Magistrates’ Court submission to the Royal
Commission illustrated this with the story of
a woman applying for an intervention order
while her partner ‘stood against the wall
staring at [her] and trying to get her son’s
attention’.48

You can’t design
a neutral building.
There is no such
thing. A building
must have doors,
elevators, restrooms.
All of these details
influence choices
people make.
– Richard Thaler
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Heidelberg Magistrates’ Court is a best
practice example of separated waiting
areas. The Heidelberg Court has separate
entrances for victim survivors and
perpetrators, separate waiting areas and
separate counters to access the Registry.
Victim survivors can also request to be
met by police officers at nearby locations
and escorted to Court. Screens available
in Court rooms also allow victim survivors
to avoid face-to-face confrontations with
the perpetrator. While security officers are
present at Court locations, the screens can
help to minimise perpetrators intimidating
victim survivors.
The physical space at other Court
locations observed for this study was less
conducive to separation. Family Violence
Registrars are extremely conscious of
potential altercations and deliberately
ask perpetrators to sit on one side of the
building and victim survivors on the other.
However, relying on remembering where you
asked someone to sit and counting on their
cooperation is fallible and taxes the mental
bandwidth of frontline workers.

III. FIT-FOR-PURPOSE FORMS
AND SYSTEMS
Many forms and systems used by frontline
family violence workers are cumbersome.
They are not designed for the purpose
which they are being used. Many workers
are also unclear about what happens to the
information they enter into various forms.
This means they are unclear of the benefit
of completing different forms.
There is some evidence that sections of
forms that relate to risk assessment are
redundant to some workers. Most Berry
Street workers quickly review the L17 risk
factors and focus on the narrative. One
Family Violence Registrar noted that the
FVIO Application “asks lots and lots of
questions and I use [only] about four pages
of it… mostly I use the Narrative”. The Review
of the CRAF noted that there is a “need
for shorter screening tools for front-line
services”. There is scope to improve how
many of these forms are designed.
Berry Street uses a homelessness
database called SHIP. The fields in this
database do not match the needs of family
violence frontline workers. Employees
at Berry Street have overcome this by
extensively using the free text comments
field in SHIP. Berry Street has developed an
organisation-wide use of headings within
this free text field to help SHIP meet their
needs. The most critical heading included
by Berry Street is ‘Outcomes and Actions’.
Other workers refer to this section of the
SHIP notes when looking for updates about
the victim survivor.

Note: risk assessment is a secondary purpose of the
FVIO application form. The primary purpose of this form
is to apply to the Court to make a legally binding order.
The risk assessment element of the form enables the
Court to prioritise matters to be heard.
The Heidelberg Magistrates' Court of Victoria counter
for victim survivors. Access to this counter is physically
separated from perpetrators.
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Support workers at Magistrates' Courts that
provide specialist family violence services
spend considerable time entering client
information into the Lizard database. Lizard
helps collect demographic information
about victim survivors and perpetrators
in addition to information captured in the
Courtlink database. Information entered into
Lizard includes age, sex, Aboriginal or Torres
Strait Islander status, cultural and linguistic
diversity status, disability status, the
relationship between the parties, intervention
order information and geographic location.
The Lizard database differs from Courtlink
because it enables support practitioners
to record client details such as housing
status, disability, referrals to support
agencies and child data. Given the breadth
of information that Lizard collects, support
practitioners spend a considerable amount
of time entering that information into the
system. The benefits of Lizard are unclear.
No support practitioner we spoke with knew
what happened to information collected by
Lizard, or whether it was used at all.

INSIGHT: Forms and systems used
by workers should be reviewed
to identify ways to increase their
usefulness and to harmonise
them. For example, it may be worth
convening Family Violence Registrars
to discuss how they use the FVIO
application form and identify
sections that can be streamlined
or omitted. This may support
Recommendation 135 of the Royal
Commission.

A table where Berry Street workers triage L17s

IV. SERVICE DESIGNERS
AND FRONTLINE WORKERS
CO-DESIGN STANDARD
SYSTEMS AND FORMS
There are multiple stakeholders in any
system or form redesign. Enhancing
information sharing requires system and
process changes to transform the culture
of information sharing so that workers are
confident in the change process. Frontline
workers must have a central role in the
change. They will be using the redesigned
systems and forms so they must be involved
in and help lead the change.
To date there has been little co-design
between policymakers, service designers
and those workers who must implement
the changes. It is critical the practice
wisdom of frontline workers contribute
to redesigning systems and processes
they use. These may include police, family
violence support organisations, Court
workers and legal services.
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A Court worker's office space

In my usual Court
people know where
I am. When I’m
working from other
Courts, they don’t
know where
to find me.
– Magistrates’ Court Support Practitioner

A co-design process has two primary
benefits. First, drawing on implementation
experiences of frontline workers helps
create better products. Second, the
process of co-design builds empathy and
understanding between public servants who
design services and those who implement
them. It creates a sense of co-ownership
over the new information sharing regime.

INSIGHT: Co-design processes with
system designers and system users can
be used to design better forms, systems
and processes. The process of co-design
would help build co-ownership of the new
information sharing regime and support
cultural ‘buy in’ to its success.49
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PRINCIPLES FOR CO-DESIGN
“Participatory experience is not simply a method or set of
methodologies, it is a mindset and an attitude about people. It is
the belief that all people have something to offer to the design
process and they can be both articulate and creative when
given appropriate tools with which to express themselves”
– Liz Sanders, MakeTools, 2002

1.

Co-design is person-centred and uses ethnography
to understand the experience of someone who uses
the designed system. Co-design in this context asks
policymakers and service designers to walk in the shoes
of frontline workers and vice versa.

2.

Co-design starts with a desired end, rather than what is
wrong with the current system. A co-design process assists
designers and implementers to build backward from how
the design of systems and forms can promote appropriate,
timely information sharing in the family violence system.

3.

Co-design focuses on developing practical, real-world
solutions. Many pockets of good practice exist in the family
violence system where worker-designed systems and good
relationships promote information sharing. A co-design
process considers how practical solutions can be scaled up
across the system.

4.

Co-design makes ideas, experiences and possibilities visible
and tangible. Prototyping potential solutions for workers to
trial implementing assists policymakers, service designers
and frontline workers to determine which solutions work.

5.

Co-design processes are inclusive and draw on many
perspectives. The number of policymakers, service
designers, and frontline implementers involved in family
violence is considerable. Breaking down those silos enables
development of systems and forms which align with the
purpose of family violence workers. For example, enabling
Victoria Police and family violence support workers to sit
together to discuss how the L17 is completed and used
enables development of a superior tool that meets both
their needs.

Adapted from Burkett, Ingrid, An Introduction to Co-design, Knode. Available at:
https://www.yacwa.org.au/wp-content/uploads/2016/09/An-Introduction-to-CoDesign-by-Ingrid-Burkett.pdf
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V. SYSTEM CAPABILITY GAPS
REDUCE INFORMATION SHARING
Each organisation providing services to
victim survivors and perpetrators uses a
different knowledge management system.
Many of these are outdated or adapted
from other primary purposes. These
systems have limited capability to ‘talk
to each other’ which severely impedes
information sharing at the system level.
For example, Berry Street uses SHIP, other
services use the Integrated Report and
Information System (IRIS), Victoria Police use
LEAP, Court staff use Courtlink, with support
practitioners at Courts that specialise
in family violence matters also using
Lizard. The inability to effectively integrate
information held across the system means
information is often stored in different
places, duplicated, and/or double handled.50
Courtlink, the Magistrates’ Court software
launched in the 1980s, holds all case-related
information and is an example of a system
that integrates in only a limited way with
other databases, with severe functionality
gaps. While Courtlink integrates periodically
with Victoria Police databases, the current
system only allows Court staff to see what
paperwork exists and does not allow access
to the paperwork itself. Victoria Police must
fax or post the accompanying physical
paperwork, leading to delays in receipt
and additional staff time spent reconciling
system-based and physical records.
An example functionality gap in Courtlink
is the separation of civil and criminal
databases. FVIO applications are civil
matters, so all information about parties
to FVIO is contained on the civil side of the
database. However, as identified by the
CRAF, a significant contributor to the risk
faced by the victim survivor is whether
the perpetrator has a criminal history.
Criminal history information is contained in
the separate criminal Courtlink database.
Workers need to switch between civil
and criminal databases to access this
information.

Courtlink is also organised by matter not
person. This means that name changes
of individuals or incomplete identification
records can frustrate workers when they
attempt to determine if someone has a
criminal history or previous FVIO taken
out against them.
Support practitioners who work at the
Magistrates’ Court have limited access
to Courtlink and cannot print documents
themselves. Support practitioners must often
ask the Registrar to print documents for
them which is an inefficient use of their time.
One Registrar also noted that Courtlink
never prints the Court list in the same order
twice. This is an issue because the Court
list provides the record of matters that will
appear before the Court that day. Support
practitioners, Registrars, police and legal
services rely on the Court list to coordinate
who has seen which clients, and when a
matter is ready to go into Court.

INSIGHT: The case management
system that replaces Courtlink
should enable Registrars to easily
access contextual information
(including the perpetrator's relevant
criminal history), allow support
practitioners direct access to the
information they need, and facilitate
coordination and information
sharing between services at Court.
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CONCLUSIONS
AND NEXT STEPS

What gets measured gets done.
– Aphorism

Information sharing is a means to an
outcome. The outcome is improving
the safety of victim survivors. For
many workers, a related outcome is
the empowerment of victim survivors
and their children. It is difficult under
current policy settings to understand
how well information sharing serves
those outcomes. The lack of
robust data limits the evaluation
of innovative information sharing
practices.
Current policy settings in Australia and
overseas typically measure proxy outcomes
of family violence. Recidivism is often a
proxy for whether family violence has
ceased.51, 52 However, recidivism alone is
not a robust measure because perpetrators
may resume committing family violence
without ever being discovered. Men’s
Behaviour Change programs are often
evaluated in terms of perpetrators
completing the program.53, 54 However,
completion is not a robust measure
for behaviour change. Perpetrators
can complete a program and resume
committing family violence later. Some
perpetrators do not stop committing
violence despite participating in a program.
It can be difficult to obtain robust data
about even these proxy measures in
Victoria’s family violence system.

Improving the collection of outcomes data
is a key component of the government’s
family violence reforms. The 10 Year Plan for
Change articulates five ‘ultimate outcomes,’
seven ‘long-term targets,’ and eight ‘interimtargets’.55 These metrics include robust
outcome measures such as family violence
deaths, and the cessation of family violence.
These metrics also include proxy measures
such as recidivism and Child Protection
re-reports. The family violence reform
agenda is currently developing more
granular metrics to evaluate system
outcomes. The development of
better outcomes metrics will support
Recommendations 90, 203, 204 and 205
of the Royal Commission. Appendix IV
provides some additional metrics for
consideration that may assist to
support this work.
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EMPIRICAL EVIDENCE
AND TESTING NEW
APPROACHES
A key feature of applying behavioural
insights is testing small scale
innovative approaches and evaluating
the impact.56 Before making any
assumptions about what does or
does not work, the relevant metrics
need to be collected; first to establish
baseline measures and then to evaluate
whether the behaviourally-informed
interventions improved outcomes.
Interventions that work can then be
scaled more broadly throughout the
system, with continued monitoring
to assess whether the intervention
effectively replicates.

Perhaps most importantly, the availability
of outcomes data could increase the scaling
and replication of successful practices. The
Magistrates’ Court has many innovative
information sharing practices, however
they cannot be linked to better or worse
outcomes. For example, the proportion
of police-led FVIOs has increased from
52 per cent in 2009-10 to 66 per cent
in 2013-14.57 Magistrates’ Court workers
stated that police-led applications tend to
be completed more quickly and are less
likely to be dismissed. However, there is no
outcomes data to demonstrate the relative
effectiveness of police-led applications
compared with victim survivor-led
applications at reducing family violence.
Further, there is no data to assess the
relative experience of victim survivors in
each of these processes. Showing that these
practices brought forward the cessation
of family violence and improved the victim
survivor’s experience would create a strong
case to increase the proportion of police-led
FVIO applications across Victoria.
The effectiveness of information sharing
practices should be assessed in terms
of family violence outcomes. To aid
policymakers, we have identified a series
of potential indicators to evaluate the
existing and suggested information sharing
practices and characteristics presented in
this study. These metrics are summarised
at Appendix IV.

This report reviews contextual and
psychological factors influencing the
information sharing behaviour of
frontline workers in the Victorian family
violence system. Diverse organisational
purposes and philosophies were found
to influence the approach that workers
take to sharing information. Policymakers
and service designers implementing
family violence reforms must incorporate
practical considerations such as timing of
information receipt and how workers are
trained. System, form and physical space
design affect workers' information sharing
behaviour. Finally, family violence workers
have invented creative piecemeal solutions
to share information despite system
inefficiencies.
Many creative and pragmatic information
sharing practices were observed at Berry
Street and the Magistrates’ Court. With
better evidence that these practices
reduce the incidence of family violence,
policymakers can support scaling up these
practices across the system. Improved
systems to support information sharing,
in turn, can support the ending of family
violence in Victoria.
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I.

APPENDIX – METHODOLOGY

RAPID REVIEW
The BI Unit used a rapid review methodology
to synthesise research evidence on
information sharing from the Royal
Commission into Family Violence (Royal
Commission), behavioural science literature,
and the Royal Commission data report.
Search strategy
A search strategy that used the following
search terms was conducted on Google
Scholar and included: knowledge and
information sharing, organisational
structure, attitudes, beliefs, motivations,
culture, relationships and trust.
Screening and selection
Submissions, testimonies and witness
statements to the Royal Commission were
screened and filtered according to the
volume, type and quality of information
shared, barriers and enablers to information
sharing between organisations, and
perceptions and attitudes to information
sharing in the family violence system.
Data extraction
Data extracted from the Royal Commission
and information sharing literature were
synthesised into themes to develop
hypotheses on why information is shared
or not shared.
WHOLE-OF-VICTORIAN GOVERNMENT
FAMILY VIOLENCE PROJECT REFERENCE
GROUP
Quality appraisal – design thinking
Separate to the rapid review methodology,
the BI Unit ran a prioritisation workshop for
the Whole-of-Victorian Government family
violence project reference group, which
consisted of senior staff and stakeholders
from departments and agencies involved
in family violence reform.

Design thinking tools were adapted for the
workshop. The context mapping process
collated members’ expertise and insights
in the context of information sharing in the
family violence system. The BI Unit themed
this data using affinity mapping based on
the following categories: enablers, barriers
and players, and reflected this back to the
reference group for feedback. The rapid
ideation process and consultative approach
provided high level contextual data that
was synthesised with themes extracted
from the Royal Commission.
The project reference group played a
secondary role in assisting us to refine
the project scope based on strategic
government priorities and other work
underway across the Victorian Government.
ETHNOGRAPHY
Determining focus organisations
The BI Unit complemented the rapid review
methodology with ethnography, a mixed
research method that emphasises the
importance of context to understanding
and deriving meaning from events.
Ethnography is the study of people in their
own environment. Talking to and watching
frontline workers in family violence helps
us understand how they share information
– and how they work around current
inefficiencies in the system.
The Royal Commission data report
was used to prioritise family violence
organisations based on the volume of
information collected at frontline family
violence organisations.
…… It was noted that police are increasingly
referring women and men to family
violence services. Of the 65,154 policerecorded incidents of family violence in
2013-14, an overwhelming 61,316 (94 per
cent) resulted in a police initiated referral
to at least one support service.
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…… Police are also increasingly
complementing L17 referrals to
family violence services with judicial
proceedings by initiating civil and/
or criminal proceedings against the
perpetrator through the Magistrates’
Court of Victoria. The number of
concurrent civil, criminal and referral
actions arising from an L17 has grown
from 2,686 in 2008-09 to 11,457 in 2013-14,
a four-fold increase over this five year
period.
…… Berry Street is a leading provider of
family violence services and is one of
Victoria’s largest specialist family violence
services, receiving 9,384 referrals in 2015.
Berry Street’s services are increasingly
in demand. It experienced a 259 per cent
increase in police L17 referrals between
2009-10 and 2013-14.
Based on this, Berry Street, a specialist
intake family violence organisation in
the Northern Metropolitan Region and
the Magistrates’ Court of Victoria were
selected to understand the contextual
factors at critical points of the family
violence system.
Fieldwork
The ethnographic study conducted for this
review involved five days of observation
and interview sessions with workers
from Berry Street and six days of study
across four Magistrates’ Courts: Ballarat,
Broadmeadows, Heidelberg and Melbourne.
Berry Street is considered to be a leading
family violence organisation in Victoria,
and its workers face similar information
sharing challenges and opportunities as will
the future workers of Support and Safety
Hubs. The Magistrates’ Court of Victoria was
studied as it is a key information sharing
point in the system. The Magistrates’ Court
is the second most accessed family violence
service after Victoria Police, hearing
35,147 Family Violence Intervention Order
applications in 2013-14.

Berry Street
18 people were studied at Berry Street,
comprising a mixture of intake and
caseworkers. We focussed on staff involved
in information sharing activities both within
and external to Berry Street. A one hour
observation and one hour semi-structured
interview took place with each participant.
During the observation session, the
participants were involved in the following
activities:
…… Intake calls: where participants
responded to initial calls from victim
survivors.
…… Risk assessment: where the CRAF guided
workers’ conversations with victim
survivors to assess and manage risk.
…… L17 triage: where specialist family
violence workers triage L17 forms into
three distinct piles for allocation: urgent,
general and for another organisation.
…… Allocation meeting: where a senior intake
worker provides a verbal summary of the
family violence incident and history of the
victim survivor to allocate her to a case
worker.
…… Case management: where specialist
family violence caseworkers provide
ongoing support to the victim survivor in
the form of continued risk assessments,
victim survivor advocacy, referrals,
development of a case plan and
providing outreach services. The case
management role involves assisting the
victim survivor to navigate the family
violence system.
…… Embedded practitioners: where workers
are embedded to work collaboratively
with other services (Neighbourhood
Justice Centre, Magistrates’ Courts,
Centrelink) to facilitate information
sharing between Berry Street and the
external organisation.

There are limitations to the generalisability
of findings from this approach, because it
requires a depth of understanding that is
specific to the selected organisations and
workers observed and interviewed.
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Magistrates’ Court of Victoria
16 people were studied across four
Magistrates’ Court locations, comprising
a mixture of Family Violence Registrars,
other Registrars and Court Coordinators,
Applicant Support Practitioners and
Perpetrator Support Practitioners. The
four Court locations were chosen for study
based on their mix of regional and metro
locations, and family violence specialist
and non-specialist Courts. We focussed
on staff who have significant roles sharing
information both within the Magistrates’
Court, with other services located at the
Court, and with external services. A one
hour observation and one hour semistructured interview took place with each
participant.

During the observation session, the
participants were involved in the following
activities:
…… Coordination meetings: where workers
discuss family violence cases being
heard by the Court, assess the needs of
individuals concerned and allocate Court
services accordingly.
…… Application for an FVIO: where Court
Registrars interview applicants to clarify
the application and coordinate with
police (if the application is police-led)
to ensure all relevant information is
provided to the Magistrate.
…… Referrals to community and social
services: where Court workers refer
victim survivors to legal and support
services.
…… Public waiting areas at Courts: where
legal services, police and support
practitioners approach victim survivors
and perpetrators to discuss their matters.
…… Court hearings: where Magistrates hear
and decide on FVIO applications (policeled and applicant-led, FVIO matters heard
alone and those heard in conjunction with
criminal matters).
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II. APPENDIX – SUMMARY OF BEHAVIOURAL ENABLERS AND BARRIERS TO
INFORMATION SHARING
This Appendix describes behavioural factors that may influence information sharing
between frontline workers and tools that can assist decision-making and service design.
It is informed by our fieldwork and literature review. We note that not all these factors
were observed in field.

Theme

Factors

Inter-organisational

ENABLERS
Contact theory and intergroup relations
Empirical research has established the benefits of direct and
personal contact between members of different groups. Contact
between members of different groups reduces intergroup anxiety,
and is positively associated with forgiveness, out-group trust,
empathy and perspective taking between different groups.58
BARRIERS
In-group bias
People are more likely to trust, cooperate with and support ‘one
of us’ in-group members and instinctively distrust out-group
members. In-group bias can be caused by substantive intergroup
differences such as religious or economic factors. It can also be
caused by small and meaningless distinctions such as a coin flip.59
Partisan dynamics
Participating organisations may fear loss of power relative to
opposing parties where information is perceived to be a symbol
of authority or source of power.60
Institutional misalignment
Organisations that have different processes, cultures, and
perceived core business affects communication between workers.61
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Theme

Factors

Intra-organisational

ENABLERS
Cues of working together
Research suggests the cues of working together fuel intrinsic
motivation by facilitating social bonds, helping people to
accomplish goals that would be out of reach of any one individual
working alone.62
Psychological safety
The perception that a group is a safe environment for
interpersonal risk taking, that mistakes are tolerated in the face
of uncertainty and individuals are encouraged to ask questions
and seek help or support for personal learning.63
Social capital
Refers to the feeling of shared norms, values and understanding
that facilitate cooperation within or among groups through trust,
mutual understanding and social norms.64
BARRIERS
Social dilemma
Where personal interests are inconsistent with the collective
interest, a contribution to the collective good is a matter of
calculation and compromise between cost and benefit.65
Fundamental attribution error
People tend to overestimate the importance of internal drivers of
other peoples’ behaviour, and underestimate the importance of
external drivers. For example, a person might attribute a felon’s
criminal behaviour to their being “a bad person” and are less
likely to attribute it to poverty or some other external factor.66
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Theme

Factors

Resourcing

ENABLERS
Timeliness
Information is more likely to be processed when it is in close
proximity to the context that it was raised in.
Choice architecture
People will generally take the path of least resistance. Making
the path of least resistance the preferred outcome will increase
frequency of that outcome occurring. Design systems to reduce
the consequences of human error. Physical and system design
should enable information sharing between workers.67
BARRIERS
Mental bandwidth: Tunnelling
The tendency for individuals experiencing scarcity (including
time scarcity) to become engrossed in current issues and not look
at the bigger picture or how the issue fits in the broader context.68
Compassion fatigue
Studies on individuals working in the caring profession have
indicated that those working with traumatised victim survivors
often show signs of psychological distress as a result of these
interactions.69
Decision fatigue
People can become exhausted by decision-making. Exhausted
decision-makers can be more likely to make ‘easier’ decisions
to conserve mental energy. For example, judges are more likely
to make rulings that are favourable to the defendant (noting
these are more effortful, given the risks associated with releasing
defendants) soon after taking a break, and are less likely to issue a
favourable ruling the longer they have been in hearings that day.70
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Theme

Factors

Professional

BARRIERS
Stereotypes
Individuals may be seen as a paragon of the group, and activities
not associated with the characteristics of this stereotype will not be
completed. Stereotypes may be unconsciously influenced by the
portrayal of the group, subconsciously influencing behaviours.71
Deformation professionalle
Cognitive bias that results in professionals viewing the world
through the lens of their own profession which limits their ability
to view things from an alternative perspective.72
Priming
Some professions are primed that client/patient confidentiality is of
high importance and that breaching confidentiality is discouraged
even if the client requests for information to be shared.73
In-role and extra-role behaviours
In-role behaviour refers to core activities that are included in formal
job descriptions. In some organisations, employees may consider
information sharing to be an extra-role task that does not lie within
their role description. Perceiving information sharing as an extrarole task is likely to reduce workers' information sharing behaviour.
For other workers, information sharing may be considered an inrole task that is expected and evaluated. Whether workers perceive
information sharing as a core or additional responsibility will affect
their proactive information sharing behaviour.74
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Theme

Factors

Motivational

ENABLERS
Intrinsic motivation
Research suggests that collaborative processes such as teaching
and learning, and communicating more generally, uses cues to
evoke social interaction. These can act as intrinsic motivators and
cause people to work harder on challenging tasks for their own
satisfaction.75
Feedback
The absence of a feedback loop can perpetuate the availability
bias because workers are not provided with feedback on the
consequences of their action or inaction.76
Research suggests that connecting public service employees
to the prosocial impact of tasks critical to their role motivates
workers to share information, by introducing feedback on the
impact of these actions to the community.77
Co-design
Involving workers in the design process and giving them the
appropriate tools to design practical solutions promotes an
inclusive approach and enables workers to contribute ideas
on systems improvement. Empowering workers through the
co-design process contributes to self-determination.78
BARRIER
Primacy effects
Research literature finds that first impressions are weighted
more heavily than information presented at a later point in time.79
New information is either ignored, discounted or assimilated with
the earlier formed impression.
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Theme

Factors

Decision making

ENABLERS
Predictive analytics
Recent studies on predictive tools found that predictions from
algorithms on their own provide limited value. When combined
with human decision-making, however, they can reduce
the salience of irrelevant information. This can improve the
assessment of risk.80
Fast and frugal trees
Workers must often make a decision based on limited information.
A fast and frugal tree is an easily remembered set of yes/no
questions that help workers to decide:
…… When and how to search for more information
…… When to stop looking for more information, and
…… How to make a decision.81
Fast and frugal trees are empirically validated decision-making
aids. They allow workers to make better decisions on average
than by following practice wisdom alone. By following a fast and
frugal tree, decision-makers can be as accurate as possible given
the limited information available at the time.
BARRIERS
Availability bias
People are likely to make a decision based on the readiness
with which information comes to mind, rather than the objective
importance of that information (or frequency that the event
occurs).82
Anchoring
Anchoring is the tendency for people to rely on the first piece of
information they receive. People “anchor” on the first piece of
information. Any new information they receive tends to produce
a small revision away from the anchor. Anchoring requires less
mental exertion than evaluating each piece of information on its
merits. However, it can cause people to remain fixated on their
first impressions.83
Status quo bias
Status quo bias is the tendency for people to prefer things as
they are and instinctively reject change. Even when the status
quo is not in a person’s rational self-interest they may refuse a
beneficial change.84
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III. APPENDIX – PROCESSES
THAT SUPPORT INFORMATION
SHARING
Structured templates and frameworks
guide how information relevant to the
risk posed to victim survivors from
incidents of family violence is collected.
The information is either on-shared as a
referral to a specialist service or stored
in a system, database or the worker’s
hard drive. As a result, this information
may not be accessible to other workers
within and external to the organisation.
Often frontline workers determine
whether steps should be taken to
share this information. Note that a
number of the information sharing
supports outlined in this section are
currently being redesigned. This section
reflects information sharing tools and
procedures as at March 2017.
BERRY STREET
The forms and frameworks used at
Berry Street include: the L17 referral (the
Victoria Police Risk Assessment and Risk
Management Report) and the Family
Violence Common Risk Assessment
Framework (CRAF). Berry Street workers
enter this information into SHIP, a web based
client management system that also records
case notes, case plans and client goals.85

L17 – Victorian Police Risk Assessment and
Risk Management Report
The L17 is a paper-based risk assessment
template completed by Victoria Police
who attend family violence incidents. L17s
generate separate referrals for women, men
and children and do not provide correlated
information about the perpetrator’s identity.
This means risk assessments are done
without access to full information on critical
relational aspects of women’s experience
of violence. The Monash Review of the CRAF
notes that the L17 “reflects the standardised
approach set out in the CRAF and includes
the same risk factors as those in the
CRAF”.86 The criteria for referral and contact
pathways of L17s by Victoria Police to DHHS
funded services and family violence service
referrals for police assistance is outlined in
the 2015 Family Violence Referral Protocol
between DHHS and Victoria Police. The L17
referral faxed to Berry Street is six pages
long. Victoria Police noted in its submission
to the Royal Commission, that the L17 form
“comprises 20 criminal and non-criminal
abuse classifiers with 39 risk indicators
for the victim and perpetrator. It takes
considerable time to complete”.
It is hard to assess the quality of L17
information without knowing the ‘true’
nature of family violence incidents. The
Royal Commission has noted that the risk
factors provided for in the L17 form are left
blank in the vast majority of reports, as
shown below.

HEAT MAP: PROPORTION OF L17S THAT RECORD RISK FACTORS ASSOCIATED WITH FAMILY VIOLENCE

Victim Factors

Risk Factor

2009-10

2010-11

2011-12

2012-13

2013-14

Mental Health

9%

10%

10%

11%

15%

Drugs Possible

10%

11%

12%

11%

12%

Alcohol Possible

13%

14%

15%

13%

11%

Alcohol Definite

17%

15%

13%

11%

11%

Isolation

2%

3%

3%

4%

6%

Drugs Definite

2%

2%

2%

3%

3%

Suicidal

1%

1%

1%

1%

1%

Other Substance

0%

0%

0%

1%

1%

Pregnancy/Birth

6%

6%

6%

3%

0%
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Other Factors

Perpetrator Factors

Risk Factor

2009-10

2010-11

2011-12

2012-13

2013-14

Drugs Possible

16%

17%

20%

19%

21%

Mental Health

14%

15%

15%

16%

20%

Controlling

16%

16%

16%

16%

19%

Alcohol Definite

26%

25%

22%

20%

19%

Harm Threat

17%

18%

18%

18%

18%

Alcohol Possible

15%

16%

18%

17%

16%

Unemployed

10%

10%

11%

12%

13%

Drugs Definite

5%

5%

6%

7%

9%

Threat/Kill

5%

5%

6%

5%

4%

Suicidal

3%

3%

4%

3%

4%

Choke

3%

3%

4%

3%

3%

Harm/Threat Family

2%

2%

2%

2%

3%

Stalking

2%

2%

2%

2%

2%

Sexual Assault

1%

1%

2%

2%

2%

Other Substance

1%

1%

1%

1%

2%

Harm/Threat Child

1%

1%

2%

1%

1%

Harm/Threat Pets

0%

0%

0%

0%

0%

History Violence

8%

9%

9%

4%

0%

Suicide Attempted

0%

0%

0%

0%

0%

Recent separation

26%

26%

26%

21%

16%

7%

8%

9%

11%

14%

Financial difficulties

10%

10%

9%

10%

11%

Pregnancy/New birth

0%

0%

0%

3%

6%

Presence of a disability

2%

3%

3%

2%

3%

Escalation

Note: The decline in “Victim Factors: Pregnancy/Birth” is offset by a commensurate increase in “Other Factors: Pregnancy/Birth”. Source: Royal Commission into Family Violence (2015) Volume VII, Tables 11, 12 & 13, p. 42-44
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Qualitative data indicates that the L17
provides a broad overview of a single
episode of family violence. Submissions to
the Royal Commission and interviews with
frontline workers noted that the information
the L17 attempts to collect is often complex,
contextual and dynamic.
At Berry Street, L17 referrals are printed
and assigned to initial response workers,
who review the referrals to triage cases.
Workers triage L17s based on whether high
risk indicators have been identified. These
are allocated to the relevant teams. Berry
Street workers stated information on high
risk indicators is usually contained in the
L17 free text narrative and read this in
greater detail.
The quality of information recorded on
L17s varies. Some workers stated that
information in the L17, can be incorrect,
missing, vague, or not relevant. Domestic
Violence Victoria (DVV) submitted to
the Royal Commission that L17s “are
often received with missing or incorrect
information”. DVV further stated that
services which receive L17s “do not routinely
supply feedback to police about errors and
omissions”. However, Berry Street workers
stated they would frequently “follow-up”
L17s by calling the designated Police Officer
Informant to clarify the details that the
Officer had recorded in the L17. Workers
seek information from police on actions
taken on the perpetrator (arrest, remand,
community corrections order or the serving
of an FVIO). Workers also followed up on
information contained in the L17, whether
it be to advise that a victim survivor could
not be reached because the contact
details supplied were incorrect, or to seek
information on the perpetrator to inform
the risk assessment of the victim survivor.
One frontline worker stated that information
on the victim survivor’s attitude to the L17
referral was of less value, as it was difficult
for police to put aside previous experiences
with known families in the area to be able to
complete the section objectively.
Given L17s relate to a single incident,
Berry Street workers outlined the following
challenges in assessing the risk of family
violence based only on the L17:
…… The overarching narrative of the family is
important, but the L17 tends to focus on a
single episode.

…… Risk is dynamic, whereas the L17 is a
static, point-in-time record.
…… There is no procedure to enter new
information, update the risk assessment
and to share the updated assessment
accordingly.
…… The names of the victim survivors and
perpetrator were reported to be entered
differently into different systems, which
the L17 cannot necessarily link.
…… Families do not always conform to
traditional family structures, whereas the
L17 tick boxes reflect traditional family
structures.
…… The risk posed by violence depends on
the history of violence recorded over
multiple L17s.
Further, additional social context factors
recorded on L17s including housing,
education, friendships and linguistic
background is not necessarily recorded
accurately.
Redesigning the L17 will require co-design
between Victoria Police and family violence
support services receiving referrals to
reduce the complexity of the referral
and ensure only relevant information
is collected.
CRAF – Family Violence Common Risk
Assessment Framework
The CRAF is used to assess victim survivors’
level of risk. It was developed to provide
a lens through which family violence
could be communicated across different
professional groups, to women and society
more broadly.87 The CRAF was customised
at Berry Street to include social media risk
factors. Workers were not observed to use
the paper form, instead, applying it as a
framework for conversations with victim
survivors.
The CRAF assessment is recorded on the
victim survivors’ profile on SHIP (see figure
i on page 91). The platform aggregates
Berry Street workers’ risk assessments.
Tick boxes are included on victim
survivors’ profiles to record risk factors
for perpetrators from the CRAF. Free text
fields also record the most recent and most
severe family violence incident and victim
survivor specific vulnerability factors.

…… The narrative may be difficult to record
because the section on the history of
violence only provides a set of tick boxes.
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SHIP – Specialist Homelessness
Information Platform
SHIP is a system that Berry Street used to
manage case files as at March 2017. Note
that Berry Street is currently implementing
a new information management system.
SHIP is hosted by Infoxchange Australia
and maintained in accordance with the
Australian Government Protective Security
protocols. De-identified SHIP information is
automatically aggregated and forwarded
to the Australian Institute of Health
and Welfare (AIHW) by family violence
organisations on a monthly basis via the
Specialist Homelessness Online Reporting
(SHOR) website.
Berry Street has strict protocols that
govern the sharing of information relating
to clients held in SHIP. No staff member is
authorised to reproduce any part of a note
or share via email. Case notes are only to be
reproduced in written form in the instance
of a subpoena.
The sharing of SHIP information is generally
verbal and only done in the context of risk
assessment or multi-agency responses. As
a rule, workers seek the victim survivor's
consent to share SHIP information wherever
possible.
Information was most frequently recorded
in the notes tab attached to each person
in the database. Frontline workers were
trained to structure note taking in this
section under specific headings. ‘Outcomes
and Actions’ were added to the end of free
case notes and referred to by other workers
as an important source of information when
searching for updates on the victim survivor.
SHIP records are maintained for years,
allowing workers to compare recent L17s
with the victim survivors’ history of violence.
A key component of maintaining a record of
the victim survivor’s history is to understand
the context of an L17, particularly whether
the current incident is the worst incident
and whether the nature of the violence is
escalating.

Designed originally for use as a homelessness
database, a number of family violence
organisations now use SHIP to case manage
victim survivors at risk of, or experiencing,
family violence because of its strength as an
information management platform. Workers
do not have access to SHIP information
outside of their own organisation and access
to victim survivor information on the platform
is restricted to family violence workers, so
colleagues working in other services functions
(such as homelessness) do not have access.
Despite containing some redundancies that
require workers to report on homelessness
statistics for all family violence victim
survivors, SHIP meets the information
requirements of Berry Street workers,
with features that include:
…… Effective search functionality.
…… Demographic details (name, gender,
date-of-birth, Aboriginal and Torres
Strait Islander status, culturally and
linguistically diverse (CALD) background
and address).
…… Key workers and their role.
…… Tabs to record notes, information on
payments, accommodation, status, alerts,
referrals, plans, tasks, documents and
memos.
MAGISTRATES’ COURT OF VICTORIA
The forms and frameworks used at the
Magistrates’ Court include: the application
form for a Family Violence Intervention
Order and the CRAF. Court workers also
use Courtlink and Lizard.
FAMILY VIOLENCE INTERVENTION
ORDER APPLICATIONS
The FVIO application form is used by victim
survivors in applicant-led FVIO applications.
It is 12 pages long and requests details
from the applicant on who they are, their
relationship to the victim survivor, any
children affected, the perpetrator’s details
and a variety of risk factors. Risk factors
include the perpetrator’s access to weapons,
their history of abuse, the most recent family
violence incident, the most violent incident
and whether the perpetrator has been
charged with a related criminal offence.
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The SHIP database used by Berry Street showing a 'dummy' client's details

FIGURE I: SAMPLE CLIENT IN SHIP DATABASE

The application form also requests details
on what conditions the victim survivor is
seeking in the FVIO.
Applicant-led applications include:
…… The hand written completed
application form
…… Attachments (letters, Facebook,
screen shots)
…… Case narrative (a succinct record
of the application).
Police-led applications include the case
narrative prepared by the police. They do
not include attachments or a handwritten
application by the victim survivor.
The Family Violence Registrar will fax the
typed FVIO application to the police to
serve the perpetrator. Police will notify
the Magistrates’ Court with a certificate
of service once the perpetrator is served.
The matter is then scheduled on the
Court list and the parties appear before
the Magistrate on the relevant date. The
Magistrate relies on the case narrative to
make a decision about whether to grant
the FVIO. If an order is granted, both parties
will receive a copy of the final FVIO and its
conditions.

CRAF – Family Violence Common Risk
Assessment Framework
Applicant Support Practitioners at the
Magistrates’ Court are responsible for
completing CRAF risk assessments. In
Broadmeadows, this information is placed
in a sealed envelope and shared with the
Magistrate. Some Family Violence Registrars
will use a modified CRAF when interviewing
victim survivors for FVIO applications to
identify risks and appropriate referral
pathways.
One Family Violence Registrar stated there
are no standard operating procedures on
the way risk is communicated to the rest
of the Court and no strict instructions on
how much information can be conveyed.
Court workers rely on informal sharing of
information on risk, such as when ‘unusual’
information is received. There are no
systems in place that support this and
information is only available if the Family
Violence Registrar is notified.
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Courtlink
Courtlink was developed in the 1980s and
contains case related information that
integrates periodically with Victoria Police
databases. The system only allows Court
staff to see what type of paperwork exists,
but staff cannot access the appropriate
paperwork. Victoria Police must fax or post
the accompanying physical paperwork. This
leads to delays in receipt, and additional
staff time spent reconciling system-based
and physical records.
A functionality gap in Courtlink is the
separation of civil and criminal databases.
FVIO applications are civil matters and
this information is contained on the civil
database in Courtlink. Criminal history
information is contained in a separate
criminal Courtlink database and workers
need to switch between civil and criminal
databases to access this information.
Moreover, Courtlink is organised by matter
not by person. Name changes or incomplete
identification records will frustrate workers’
attempts to determine whether someone
has a criminal history or previous FVIOs
taken out against them.

Support practitioners have limited access
to Courtlink, and are not able to print
documents themselves. This often results in
support practitioners asking the Registrar
to print documents for them. One Registrar
also noted that Courtlink never prints the
Court list (a record of matters appearing
before the Court that day), in the same
order twice. This is problematic as the
Court list is the document that support
practitioners, Registrars, police and legal
services use to coordinate who has seen
victim survivors, and when a matter is ready
to go into Court.
Lizard
Support practitioners at specialist
family violence Courts also use Lizard, a
family violence database that contains
demographic information about victim
survivors and perpetrators in addition to that
contained in Courtlink. Information entered
into Lizard includes age, sex, Aboriginal or
Torres Strait Islander status, cultural and
linguistic diversity status, disability status, the
relationship between the parties, intervention
order information and geographic location.
The database is accessible to the family
violence management team and used for
reporting purposes.
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IV. APPENDIX – METRICS THAT
MAY INFORM THE EVALUATION
OF INFORMATION SHARING
PRACTICES
This Appendix provides suggested metrics
to evaluate the impact of organisational
practices or characteristics on information
sharing by frontline workers. All
organisational practices need to serve the
broader purpose of ending family violence,
holding perpetrators to account, and
keeping victim survivors and children safe.
Many of these organisational practices were
observed during our fieldwork, although
few were implemented consistently across
the system. Some practices are suggested
rather than current. Behavioural science
research suggests that the implementation
of these practices would combat some of
the greatest pain points to information
sharing in the family violence system.

This Appendix lists some metrics that
evaluators may use to ensure organisational
practices are serving the broader purpose
of ending family violence. These suggested
metrics build on the indicators set out in
the Family Violence Outcomes Framework.
These metrics are suggested to determine
the impact of practices or characteristics.
Additional process metrics would also
be required in any evaluation to assess
the consistency of implementation of the
practice itself. These metrics are by no
means exhaustive and serve as a starting
point for evaluation planning.

Report Chapter

Organisational practice or characteristic

Suggested metrics for evaluation

Chapter 1

Perpetrators articulating their understanding
of their obligations under an FVIO at Court

…… Additional FVIOs being made against the
perpetrator
…… Perpetrator understanding of FVIO

Perpetrators committing in Court to abiding
by the FVIO

…… Perpetrator compliance with FVIO
…… Perpetrator’s cessation of family violence.

Participation in Men’s Behaviour Change
programs88
Respondent Support Practitioners having
access to perpetrator phone numbers to
encourage them to come to Court

…… Perpetrator attendance at Court
…… Perpetrator aggressiveness at Court
…… Perpetrator understanding of FVIO
…… Perpetrator compliance with FVIO
…… Perpetrator’s cessation of family violence.

Regularly seeking consent from victim
survivors to share information

…… The self-reported trust and satisfaction of
the victim survivor toward the service
…… Timeliness, accuracy and completeness of
information the victim survivor shares
…… Workers’ assessment of the victim
survivor’s willingness to share information.

Chapter 2

Introduction of a field in the case
management system that replaces Courtlink
for workers to share contextual information.

…… Workers’ use of the contextual information
provided in the case management system
to inform their risk assessments.
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Report Chapter

Organisational practice or characteristic

Suggested metrics for evaluation

Chapter 3

Scenario-based training of frontline workers

…… Quality and quantity of information
workers share
…… Performance managers’ assessment of
workers’ information sharing practices
…… Assessment by other services with whom
information has been shared on the
quality and timeliness of information.

Chapter 4

Understanding other organisations’ and
workers’ roles

…… Quality and quantity of information that
workers share
…… Stated understanding of other workers’
roles
…… Senior staff assessment of workers’
understanding of other organisations’
and workers’ roles.

Feedback between services on how
information was used

…… Quality and quantity of information that
workers share
…… Workers reflection on whether receiving
feedback on how their information was
used motivated them to share more
information.

Chapter 5

Strict timeframes within which services must
share information

…… Safety of the victim survivor over a
specified period
…… Proportion of information received within
1 hour, 24 hours, 48 hours
…… Quality and quantity of information that
workers share
…… Workers’ assessment of the usefulness
of relevant pieces of information over a
specified period
…… Number and timing of family violence
incidents following key events, such as:
an L17 referral, the making of an FVIO,
and the perpetrator being released from
custody.
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Report Chapter

Organisational practice or characteristic

Suggested metrics for evaluation

Chapter 6

Systematic approaches to Court
coordination

…… Timeliness and accuracy of information
inputted to any case management system
or tool used to coordinate services
…… Staff assessment of whether the
systematised approach assisted them to
share information.

Remote identity verification

…… Quality and quantity of information that
workers share
…… Amount of time spent verifying
colleagues’ identities prior to sharing
information, with and without remote
identity verification
…… Number of successful and unsuccessful
identity verifications.

Automatic access to Family Court orders

…… Proportion of Family Court orders
accessed by Magistrates’ Court workers
…… Proportion of Family Court orders that
inform an FVIO application
…… Proportion of Family Court orders that are
modified to reflect an FVIO
…… Perpetrator compliance with Family Court
orders and FVIOs.

Real time notifications that intervention
orders have been served

…… Timeliness and accuracy of notifications
that an FVIO has been served.

Automatic sharing of finalised FVIOs with
government agencies (in particular Child
Protection and Corrections)

…… Materiality of the information to Child
Protection, Corrections and other
recipients

Streamlined process for support services to
obtain copies of finalised FVIOs

…… Time taken for Court and family violence
services staff to share and access
finalised FVIOs
…… Number of people required to effect the
sharing of the final FVIO
…… Time spent by victim survivor enabling
access to FVIOs.
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Report Chapter

Organisational practice or characteristic

Suggested metrics for evaluation

Chapter 7

Open-plan working environments with
colleagues with spaces for private
conversations

…… Self-reported quantity and quality of
information shared between staff

Physically separated victim survivor and
perpetrator wings of Courts

…… Self-reported anxiety of the victim
survivor at Court

…… Staff satisfaction assessment of the ease
of sharing information as appropriate.

…… Aggressive acts in Court reported by
Court Staff
…… Number of incidents arising between
victim survivors and perpetrators at
Court.
Co-design process with frontline workers to
redesign the most commonly used forms, in
particular the L17 and the FVIO application
form

…… Timeliness, accuracy and completeness of
information recorded in the form
…… Number of form sections completed by a
cross-section of workers
…… Staff assessment of the usefulness of
the form in assisting them to collect and
share information.

96 APPLYING BEHAVIOURAL INSIGHTS: IMPROVING INFORMATION SHARING IN THE FAMILY VIOLENCE SYSTEM

REFERENCES

1.

Magistrates’ Court of Victoria. About the Court. From http://www.magistratescourt.vic.gov.au/about-us/about-court

2.

Royal Commission into Family Violence. (2016). Volume 1, Chapter 5, Systems Overview, p.81

3.

The community conversations were a separate program of work from this report. Some authors of this report
attended the community conversation as note takers. The conversation was open to the public and all quotes
from the conversation have been anonymised for this report. Other conversations were held at Hamilton, Mildura,
Benella and Morwell in September 2016.

4.

Rotter J. (1990). Internal Versus External Control of Reinforcement: A case history of a variable. American
Psychologist, 45(4), p.489-493

5.

Feldman S. (1983). Battered women: psychological correlates of the victimisation process. Ohio State University,
p.188, Table 22 & 26

6.

Clements, C. M., Sabourin, C. M., & Spiby, L. (2004) Dysphoria and hopelessness following battering: the role of
perceived control, coping, and self-esteem. Journal of Family Violence, 19, p.25-36

7.

Royal Commission into Family Violence. (2016) Statement of Julie Estelle Davies, WIT.0076.001.0001, Point 18, p.3

8.

Festinger, L. (1957). A Theory of Cognitive Dissonance. Stanford University Press, California.

9.

McCulloch, J., Maher, J., Fitz-Gibbon, K., Segrave, M., Roffee, J. (2016). Review of the Family Violence Risk
Assessment and Risk Management Framework (CRAF). Monash University, p.54

10. McCulloch, J., Maher, J., Fitz-Gibbon, K., Segrave, M., Roffee, J. (2016). Review of the Family Violence Risk
Assessment and Risk Management Framework (CRAF). Monash University, p.40
11. Gigerenzer, G., & Kurzenhäuser, S. (2005). Fast and frugal heuristics in medical decision making in Bibace, R,
Laird, J, Noller, K and Valsiner, J, Science and Medicine in Dialogue: Thinking through Particulars and Universals,
p.3-15, Westport, Connecticut. Praeger.
12. Gigerenzer, G., & Kurzenhäuser, S. (2005). Fast and frugal heuristics in medical decision making in Bibace, R,
Laird, J, Noller, K and Valsiner, J, Science and Medicine in Dialogue: Thinking through Particulars and Universals,
p.3-15, Westport, Connecticut. Praeger.
13. Packard, T. (2016). SACHS Literature Review: Predictive Analytics in Human Services (February 2016), San Diego
State University, from https://theacademy.sdsu.edu/wp-content/uploads/2016/03/sachs-predictive-analyticsreport-feb-2016.pdf
14. Woods, D. (2015). New Zealand crunches big data to prevent child abuse, Chronicle of Social Change 10/04/2015,
from https://chronicleofsocialchange.org/featured/new-zealand-crunches-big-data-to-prevent-childabuse/10824
15. Katz, I., Cortis, N., Shlonsky, A., & Mildon, R. (2016). Modernising child protection in New Zealand: learning
from system reforms in other jurisdictions, Social Policy Evaluation and Research Unit, Section 5.11, from
http://www.superu.govt.nz/modernising_child_protection_nz
16. Lohr, S. (2016). IBM is counting on its bet on Watson, and paying big money for it, New York Times 17/10/2016, from
https://www.nytimes.com/2016/10/17/technology/ibm-is-counting-on-its-bet-on-watson-and-paying-big-moneyfor-it.html?_r=0
17. Moats, J. B., Chermack, T. J., & Dooley, L. M. (2008). Using scenarios to develop crisis managers: applications of
scenario planning and scenario-based training, Advances in Developing Human Resources, 10(3), p.397-424
18. Steadman, R. H., Coates, W. C., Huang, Y. M., Matevosian, R., Larmon, B. R., McCullough, L., & Ariel, D. (2006).
Simulation-based training is superior to problem-based learning for the acquisition of critical assessment and
management skills, Critical Care Medicine, 34(1), p.151-157
19. Hintze, N. R. (2008). First responder problem solving and decision making in today’s asymmetrical environment,
Naval Postgraduate School, Thesis (March 2008), p.77
20. Salas, E., Wildman, J. L., & Piccolo, R. F. (2009). Using simulation-based training to enhance management
education, Academy of Management Learning & Education, 8(4), p.559-573
21. Mesmer-Magnus, J. R., & DeChurch, L. A. (2009). Information sharing and team performance: a meta-analysis,
Journal of Applied Psychology, 94(2), p.535-546

REFERENCES 97

22. Li, S., & Lin, B. (2006). Accessing information sharing and information quality in supply chain management.
Decision Support Systems, 42(3), p.1641-1656
23. Humphrey, S. E., Nahrang, J. D., & Morgeson, F. P.(2007). Integrating motivational, social and contextual work
design features: a meta-analytic summary and theoretical extension of the work design literature, Journal of
Applied Psychology, 92(5), p.1332-1356
24. We note that this practice is in line with Royal Commission Recommendation 64 which recommends that
the Magistrates’ Court of Victoria staff hold a daily coordination meeting before hearings begin in a family
violence list. The coordination meetings observed in this research involved staff prioritising cases and ensuring
interpreters, legal representatives and appropriate support workers were available to both parties.
25. Edmondson, A. (1999). Psychological safety and learning behaviour in work teams, Administrative Quarterly,
44(2), p.350
26. Wilson, J., Straus, S. G., & McEvily, B. (2002). All in due time: the development of trust in computer-mediated and
face-to-face teams, Organizational Behaviour and Human Decision Processes, 99(1), p.16-33
27. Dovidio, J., Eller, A. and Hewstone, M. (2011). Improving intergroup relations through direct, extended and other
forms of indirect contact. Group Processes Intergroup Relations, 14(2) p.147-160
28. Dovidio, J., Eller, A. and Hewstone, M. (2011). Improving intergroup relations through direct, extended and other
forms of indirect contact. Group Processes Intergroup Relations, 14(2) p.147-160
29. OECD (2007) Human Capital: How what you know shapes your life, p.103
30. Greenbank & Hepworth (2008) Working class students and the career decision-making process: a qualitative
study, p.7-8
31. Grant, A. (2008). Employees without a cause: the motivational effects of prosocial impact in public service,
International Public Management Journal, 11(1), p.48-66
32. Grant, A. M., Campbell, E. M., Chen, G., Cottone, K., Lapedis, D., & Lee, K. (2007). Impact and the art of motivation
maintenance: The effects of contact with beneficiaries on persistence behaviour. Organizational Behaviour and
Human Decision Processes, 103(1), p.53-67
33. Turner, Y. N., Hadas-Halperin, I., & Raveh, D. (2008). Patient photos spur radiologist empathy and eye for detail.
Annual Meeting of the Radiological Society of North America, November 2008
34. Van der Bijl Bouwer, M. (2015) From mystery to method: how to translate a deep understanding of a complex
societal problem into innovative solutions, from http://www.miekevanderbijl.com/index.php/2015/06/29/frommystery-to-method-how-to-translate-a-deep-understanding-of-a-complex-societal-problem-into-innovativesolutions/
35. The community conversations were a separate program of work from this report. Some authors of this report
attended the community conversation as note takers. The conversation was open to the public and all quotes
from the conversation have been anonymised for this report. Other conversations were held at Hamilton, Mildura,
Benella and Morwell in September 2016.
36. Shafir, E. & Mullainathan, S. (2013). Scarcity: Why Having Too Little Means So Much. Times Books, p.65
37. Shafir, E. & Mullainathan, S. (2013). Scarcity: Why Having Too Little Means So Much. Times Books, p.41
38. Shafir, E. & Mullainathan, S. (2013). Scarcity: Why Having Too Little Means So Much. Times Books, p.36
39. Leatherland, J. (2016). Review of Child Protection Privacy Incidents and Carer and Client Safety for Department
of Health and Human Services
40. Royal Commission into Family Violence. (2016). Volume 1, p.22
41. McCulloch, J., Maher, J., Fitz-Gibbon, K., Segrave, M., Roffee, J. (2016). Review of the Family Violence Risk
Assessment and Risk Management Framework (CRAF). Monash University, p.54
42. Family Law Act 1975 (Commonwealth), s68R
43. The community conversations were a separate program of work from this report. Some authors of this report
attended the community conversation as note takers. The conversation was open to the public and all quotes
from the conversation have been anonymised for this report. Other conversations were held at Hamilton, Mildura,
Benella and Morwell in September 2016.

98 APPLYING BEHAVIOURAL INSIGHTS: IMPROVING INFORMATION SHARING IN THE FAMILY VIOLENCE SYSTEM

44. Coroners Court of Victoria, ‘Finding into Death with Inquest: Luke Geoffrey Batty’ (28 September 2015). Item 293, p.55
45. Mullainathan, S., & Shafir, E. (2013). Scarcity: The new science of having less and how it defines our lives, NY: Henry
Holt & Company, p.65
46. Nickerson, R. (1998). Confirmation bias: a ubiquitous phenomenon in many guises, Review of General Psychology,
2(2), p.198-199, from http://pages.ucsd.edu/~mckenzie/nickersonConfirmationBias.pdf
47. Nickerson, R. (1998). Confirmation bias: a ubiquitous phenomenon in many guises, Review of General Psychology,
2(2), p.198-199, from http://pages.ucsd.edu/~mckenzie/nickersonConfirmationBias.pdf
48. Magistrates’ Court of Victoria. (2014). Submission to the Royal Commission into Family Violence, p.xiv
49. We note the co-design approach has been adopted as part of implementing a number of Royal Commission
Recommendations.
50. Royal Commission into Family Violence. (2016). Summary and Recommendations, p.178
51. Hovell, M. F., Seid, A. G., & Liles, S. (2006). Evaluation of a police and social services domestic violence program
empirical evidence needed to inform public health policies, Violence Against Women, 12(2), p.137-59
52. Hoyle, C., & Sanders, A. (2000). Police response to domestic violence: from victim choice to victim empowerment?
British Journal of Criminology, 40, p.14-36
53. Day, A., Chung, D., O’Leary, P.J., & Carson, E. (2009). Programs for men who perpetrate domestic violence: an
examination of the issues underlying the effectiveness of intervention programs. Journal of Family Violence,
24(3), p.203-212
54. Tutty, L., Bidgood, B. A., Rothery, M. A., & Bidgood, P.(2001). An evaluation of men’s batterer treatment groups,
Research on Social Work Practice, 11(6), p.645-670
55. Victorian Government (2017). Ending Family Violence: Victoria’s Plan For Change, p.11
56. OECD (2017). Behavioural insights and public policy: lessons from around the world, from http://www.keepeek.
com/Digital-Asset-Management/oecd/governance/behavioural-insights-and-public-policy_9789264270480en#page44
57. Victorian Government (2017). Ending Family Violence: Victoria’s Plan For Change, p.11
58. Dovidio, J., Eller, A. & Hewstone, M. (2011). Improving intergroup relations through direct, extended and other forms
of indirect contact. Group Processes Intergroup Relations, 14(2), p.147-160.
59. Brewer, M. (1979) In-group bias in the minimal intergroup situation: a cognitive-motivational analysis,
Psychollogical Bulletin, 86(2), 307-324; Tajfel, H. (1982) Social psychology of intergroup relations, Annual Review of
Psychology, 33, p.1-39
60. Yang, T. & Maxwell, T. (2011). Information Sharing in Public Organisations: A literature review of interpersonal,
intra-organisational and inter-organisational success factors, Government Information Quarterly, 28(2), p.164-175,
from http://www.sciencedirect.com/science/article/pii/S0740624X10001322
61. Kirkman, E. & Melrose, K., (2014). Clinical Judgement and Decision-Making in Children’s Social Work: An analysis
of the ‘front door” system. The Behavioural Insights Team: London, ISBN 978-1-78105-324-9, p.38
62. Carr, P.& Walton, G. (2014). Cues of working together fuel intrinsic motivation, Journal of Experimental Social
Psychology, 53, p.169-184
63. Edmondson, A. (1999). Psychological safety and learning behaviour in work teams, Administrative Quarterly,
44(2), p.350
64. OECD (2007) Human Capital: How what you know shapes your life, p.103
65. Yang, T. & Maxwell, T (2011). Information Sharing in Public Organisations: A literature review of interpersonal,
intra-organisational and inter-organisational success factors, Government Information Quarterly, 28(2), p.164-175,
from http://www.sciencedirect.com/science/article/pii/S0740624X10001322
66. Malle, B. F. (2006) The actor-observer asymmetry in attribution: a (surprising) meta-analysis, Psychological
Bulletin, 132(6), p.896-919; Harvey, J. H., Town, J. P.& Yarkin, K. L. (1981) How fundamental is “the fundamental
attribution error”? Journal of Personality and Social Psychology, 40(2), p.346-349

REFERENCES 99

67. Thaler, R. H., Sunstein, C. R. & Balz, J. P.(2010). Choice Architecture, from https://ssrn.com/abstract=1583509
68. Shafir, E. & Mullainathan, S. (2013). Scarcity: Why Having Too Little Means So Much. Times Books.
69. Figley, C. (2002). Compassion Fatigue: Psychotherapists’ Chronic Lack of Self Care, Journal of Clinical Psychology,
28(11), p.1435, from http://onlinelibrary.wiley.com/doi/10.1002/jclp.10090/epdf
70. Baumeister, R. F. (2002) Ego depletion and self-control failure: an energy model of the self’s executive function,
Self and Identity, 1(2), p.129-136; Danzinger, S., Levav, J. & Avnaim-Pesso, L. (2011) Extraneous factors in judicial
decisions, Proceedings of the National Academy of Sciences, 108(17), p.6889-6892
71. Wheeler, S. & Petty, R. (2001). The effects of stereotype activation on behaviour: A review of possible mechanisms,
Psychological Bulletin, 127(6), p.797-826
72. Interaction Design Foundation (2016). Deformation professionalle and the Dunning- Kruger effect – When
Expertise Isn’t So Great, from https://www.interaction-design.org/literature/article/deformation-professionnelleand-the-dunning-kruger-effect-when-expertise-isn-t-so-great
73. Keeley, M., Bullen, J., Bates, S., Katz, I. & Choi, A. (2015). Opportunities for information sharing: Case studies, Social
Policy Research Centre and National Children’s and Youth Law Centre, from http://www.dpc.nsw.gov.au/__data/
assets/pdf_file/0006/171087/Opportunities_for_Information_Sharing.pdf
74. Zhu, Y (2013). Individual Behaviour: In-role and Extra-role. International Journal of Business Administration, 4(1),
p23-27 from http://sciedu.ca/journal/index.php/ijba/article/viewFile/2254/1248/Individual
75. Carr, P.& Walton, G. (2014). Cues of working together fuel intrinsic motivation, Journal of Experimental Social
Psychology, 53, p.169-184
76. Kirkman, E. & Melrose, K., (2014). Clinical Judgement and Decision-Making in Children’s Social Work: An analysis
of the ‘front door” system. The Behavioural Insights Team: London, ISBN 978-1-78105-324-9, p.19
77. Grant, A. (2008). Employees without a cause: the motivational effects of prosocial impact in public service,
International Public Management Journal, 11(1), p.48-66
78. Burkett, I. (2016) An Introduction to Co-design, Knode, from https://www.yacwa.org.au/wp-content/
uploads/2016/09/An-Introduction-to-Co-Design-by-Ingrid-Burkett.pdf
79. Kassin, S., Dror, I. & Kukucka, J. (2013). The forensic confirmation bias: problems, perspective, and proposed
solutions, Journal of Applied Research in Memory and Cognition, 2(1), p.42-52, from http://www.sciencedirect.com/
science/article/pii/S2211368113000028
80. Kleinberg, J., Lakkaraju, H., Leskovec, J., Ludwig, J., & Mullainathan, S. (2017). Human decisions and machine
predictions, NBER Working Paper 23180, http://www.nber.org/papers/w23180
81. Gigerenzer, G. & Kurzenhäuser, S. (2005). Fast and frugal heuristics in medical decision making, in Bibace, R.,
Laird, J. D., Noller, K. L. & Valsiner, J. (2005) Science and medicine in dialogue, Westport, CT: Praeger, p.3-15
82. Tversky and Kahneman (1973). Availability: a heuristic for judging frequency and probability. Cognitive
Psychology, 5, 207-232, cited in Kirkman, E. & Melrose, K., (2014). Clinical Judgement and Decision-Making in
Children’s Social Work: An analysis of the ‘front door” system. The Behavioural Insights Team: London,
ISBN 978-1-78105-324-9
83. Kahneman, D. (2011) Thinking Fast and Slow, Farrar, Straus and Giroux, ISBN 978-0-374-53355-7, p.120
84. Samson, A. (Ed.)(2016). The Behavioral Economics Guide 2016, from http://www.behavioraleconomics.com; and
Samuelson, W. & Zeckhauser, R. (1988) Status quo bias in decision making, Journal of Risk and Uncertainty, 1,
p.7-59
85. Australian Institute of Health and Welfare (2017). SHIP: a new client management system, from
http://www.aihw.gov.au/ship/
86. Review of the Family Violence Risk Assessment and Risk Management Framework (CRAF): Final Report, p.44
87. Review of the Family Violence Risk Assessment and Risk Management Framework (CRAF): Final Report, p.35
88. Note that Recommendation 90 of the Royal Commission into Family Violence recommends both attendance
at Men’s Behaviour Change programs be better monitored and outcomes of participation in Men’s Behaviour
Change programs be assessed.

100 APPLYING BEHAVIOURAL INSIGHTS: IMPROVING INFORMATION SHARING IN THE FAMILY VIOLENCE SYSTEM

APPLYING BEHAVIOURAL INSIGHTS:
IMPROVING INFORMATION SHARING
IN THE FAMILY VIOLENCE SYSTEM
Publishing and further information
Applying Behavioural Insights: Improving Information Sharing in
the Family Violence System presents the Victorian Government
Behavioural Insights Unit’s findings to inform the Government’s
response to Recommendation 6 of the Royal Commission into
Family Violence
Content coordination
Behavioural Insights Unit
Public Sector Innovation
Department of Premier and Cabinet
Ethnography support by Studio Thick Pty Ltd
Research support by Behavioural Insights (Australia) Ltd
Editorial services by Agile and Associates
Design by Claire Ho Design
Images courtesy of Neighbourhood Justice Centre, pages 14, 16,
20, 36, 42, 76, Studio Thick Pty Ltd, pages 69, 71, Highways England,
page 46, Sweeney via Creative Commons, page 56 and Berry
Street, pages 62, 70, 91.
All other images by Clever Deer Photography
Visualisations by Studio Thick
Print production
Printed by Finsbury Green, Melbourne
Accessibility
If you would like to receive this publication in an accessible
format, please contact the department on 9651 5111
Information in this document is available on
vic.gov.au/behaviouralinsights.html
This report is printed on Knight (Fsc) – Knight (Fsc) Smooth White.
Cover pages 280gsm and internal pages 140gsm.
ISBN 978-1-925551-32-7 (pdf/online)
Authorised and published by the Victorian Government
1 Treasury Place, Melbourne 3002
© State of Victoria (Department of Premier and Cabinet) 2017

This work, Applying Behavioural Insights: Improving Information
Sharing in the Family Violence System, is licensed under a Creative
Commons Attribution 4.0 licence http://creativecommons.org/
licenses/by/4.0. You are free to re-use the work under that licence,
on the condition that you credit the State of Victoria (Department
of Premier and Cabinet) as author, indicate if changes were made
and comply with the other licence terms. The licence does not
apply to any branding, including Government logos.
Disclaimer
This publication may be of assistance to you but the State of
Victoria and its employees do not guarantee that the publication
is without flaw of any kind or is wholly appropriate for your
particular purposes and therefore disclaims all liability for any
error, loss or other consequence which may arise from you relying
on any information in this publication.

www.vic.gov.au/behaviouralinsights
www.vic.gov.au/familyviolence

