STANDARD OPERATING PROCEDURES
COUNSELLING ON THE ANTI-TRAFFICKING
HOTLINE

STANDARD OPERATING PROCEDURES (SOP)
Counselling on the
Anti-Trafficking Hotline

Kyiv 2019

Authros:
Belyayeva S.V., Borozdina K.A., Kalashnyk O.A., Krasnova O.V.,
Kryvuliak A.O., Legenka M.M., Pasichnyk M.M.,
Taturevych T.V., Shved O.V.

Edited by
Levchenko K.B., Doctor of Law, Candidate of Sociological Studies

Drafted by
Shved O.V., Candidate of Sociological Studies

Proofread by
Gubin S.I.

The publication is produced within the project ‘’Advocacy for strengthening
the national anti-trafficking response and policy” supported by the International
Organization for Migration and funded by the Norwegian Ministry of Foreign
Affairs.
Thoughts and views expressed in this publication do not necessary reflect the
position of the International Organization for Migration and the Donor.
Not for Sale (Free Dissemination)
This publication is free for citing and copying by quoting the CSO “La StradaUkraine”.

Copyright © 2019 Civil Society
Organization “La Strada-Ukraine”

CONTENT
INTRODUCTION ..................................................................................5
1. AIM AND OBJECTIVES OF THE STANDARD OPERATING
PROCEDURES ....................................................................................8
2. LEGAL FRAMEWORK FOR ANTI-TRAFFICKING WORK
IN UKRAINE .........................................................................................9
3. KEY HOTLINE PRINCIPLES .........................................................13
4.SOP1. Services of distant counselling on the hotline……………….15
5.SOP 2. Algorithm of telephone counselling on the hotline………….20
6. SOP 3. Hotline operation support ..................................................21
Logistical and equipment support ................................................22
Security ......................................................................................23
Fire safety ....................................................................................24
Administrative support .................................................................24
Organizational support ................................................................25
Information database. Available database, requirements
to the database, database updates .............................................27
Hotline visibility ............................................................................29
Calls registration management, anonymous database,
calls management .......................................................................31
Human resources management ..................................................32
Training for the consultants ........................................................33
Prevention of emotional burnout, supervision .............................33
7. SOP 4. Human trafficking vulnerability and risk assessment.
Information about possible danger .....................................................35

3

8. SOP 5. Identification of the potential victims
of human trafficking ............................................................................47
9. SOP 6. Information about victim’s rights and
ensuring personal safety ....................................................................49
10. SOP 7. Information about the services provided by the state
and non-state organizations in Ukraine and abroad ...........................52
11. SOP 8. Referral of the potential victims or victims
of human trafficking. Cooperation between actors .............................53
12. SOP 9. Hotline monitoring and evaluation ....................................55
13. DEFINITIONS ..............................................................................58

ANNEXES ..........................................................................................66
1. Consultation stages .................................................................66
2. Actors assisting the victims of human trafficking
in Ukraine and their competencies ..............................................68
3. Map of referral and assistance to the victims
of human trafficking .....................................................................69
4. Declaration of the status of the victim of human trafficking .....70
5. Code of Conduct of the consultants of the National
hotlines of the CSO “La Strada-Ukraine” .....................................71

4

INTRODUCTION
Recent decades have celebrated rapid development of the telephone
counselling (telephone assistance). People call and ask for different advice:
financial, legal, medical, social, informational etc. Many countries ensure
free social counselling for every individual regardless of the needs and
type of request. Depending on the needs of the individual, he/she will be
forwarded to a certain specialist: psychologist, legal counsellor, or social
worker.
Ukraine sees development and strengthening of the organisation
and professionalism in telephone counselling. Such assistance includes
psychological, legal and informational consultations.
The “National standard of social service of counselling” (№ 678 dated
July 2, 2015) classifies telephone hotlines as distant counselling – remote
counselling provided by the social services entity upon the requests of the
service consumers through technical means (telephone, online counselling),
ensuring anonymity for the social service consumers. The Law of Ukraine
on Combating Trafficking in Human Beings defines human trafficking as a
settlement of an illegal agreement, the object of which is a human being,
as well as recruitment, transportation, harbouring, transfer or receipt of a
human being for purpose of his/her exploitation, including sexual, by means
of deception, fraud, blackmail, abuse of a person’s position of vulnerability
or by use of force or threat of use of force, with abuse of power or economic
or other dependence of the victim on another person, which is considered a
crime under the Criminal Code of Ukraine. Human trafficking can take place
also without crossing the border. It is called internal human trafficking, i.e.
when the victim is transferred to another region within the country.
Human trafficking is a criminal offence and one of the most disgraceful
phenomena in the modern society; telephone counselling can be preventive
and effective assistance tool in the area. Counselling on such hotlines
should meet the international standards and requirements of the telephone
counselling provided by the specialists with a proper training.
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Hotlines can be national – covering the whole territory of Ukraine, and
regional – covering one region, city or rural area.
Ukraine has the following national anti-trafficking hotlines:
№
1

2

Hotline

Number

National hotline on Prevention of Domestic
Violence, Human Trafficking and Gender
Discrimination (24/7)

National Counter-Trafficking and Migrant Advice
Hotline (8 a.m. to 8 p.m.)

116 123,
0 800 500 335

527,
0 800 505 501

These hotlines go a long way, and they have their own history.
In the late 90s of the twentieth century, state and civil society
organizations recorded numerous data of Ukrainians being involved
in human trafficking. In 1997 CSO “La Strada-Ukraine” (International
Women’s Rights Centre “La Strada-Ukraine” till February 2016) was the
first civil society organization to work on prevention of human trafficking
and assisting victims through telephone counseling. The first line had fixed
Kyiv city code to be used as a hotline each Tuesday since 10 a.m. till 4 p.m.
However, the line received calls with no respect to day and time. It appeared
there was a huge demand for such services. The hotline was developing,
and in 2003 it received a new number covering the whole country and
became National. Later the hotline started to provide consultations on
domestic violence and gender discrimination; in 2016 started to work 24/7.
Thus four hours operation service became 24/7. The hotline also accepts
electronic requests on e-mail address: info@la-strada.org.ua.
In 1999-2004 “La Strada-Ukraine” supported by the OSCE Projects
Coordinator in Ukraine in cooperation with other civil society organizations
launched the project on founding and operating regional anti-trafficking
hotlines in Kharkiv (“Women’s Community”), Uzhgorod (“Vesta”), Ternopil
(“Revival of the Nation”), Luhansk (“Women of Donbas”), Odessa (“Faith.
Hope.Love”), Sevastopol (“Youth Centre of Women’s Initiatives”).
In early 2000s local anti-trafficking hotlines also operated in centers
“Woman to Women” founded by Winrock International (Lviv, Donetsk,
6

Dnipro, Chernivtsi, Rivne, Zhytomyr, Kherson). Nowadays, here are
the following regional anti-trafficking hotlines, which work in prevention,
assistance to victims, and monitoring:
•

Vinnytsia oblast. Hot line against domestic violence and human
trafficking (0-800-75-04-75) funded by Vinnytsia oblast state
administration since 2009. Informational and psychological
consultations, social support for victims and support in courts
was earlier provided by CSO “Progressive women”1, and now are
provided by CSO “Source for Hope”2.

•

Kharkiv oblast. Regional counseling anti-trafficking hotline
operated by Kharkiv city organization “Women’s community”3.

•

Zakarpattia oblast. Hotline operated by the Centre of Social and
Psychological Assistance of Zakarpattia oblast administration
etc.

Since 2006 National Counter-Trafficking and Migrant Advice Hotline
supported by the International Organisation for Migration and operated by
the civil society organisation “Revival of the Nation” has been working in
Ukraine. The hotline provides counselling to individuals who plan to go
abroad or return to Ukraine, as well as foreigners in Ukraine. Electronic
consultations are available at 527.org.ua (“Ask Your Question” Form).
All hotlines provide free and confidential consultations!

1
CSO “Progressive Women”: official web page:http://www.women.vn.ua/proekty/68haria-cha-liniia-z-protydii-domashnomu-nasylstvu-ta-torhivli-liudmy.
2
CSO “Source for Hope” https://springofhope.org.ua/
3
All-Ukrainian network of gender education centres: official webpage: http://gendercenter.sumdu.edu.ua/index.php/phones.
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1. AIM AND OBJECTIVES OF THE STANDARD
OPERATING PROCEDURES
Standard Operating Procedures (hereinafter called SOPs) of the
telephone counselling on prevention of human trafficking and assistance
to victims is a documented algorithm of actions for hotline consultants to
provide informational and motivational consultations in order to prevent
human trafficking, identify victims and organise assistance for victims of
human trafficking.
SOPs’ aim is to create unified single approach towards the
organisation of the social service of telephone counselling with due respect
to international standards and Ukrainian law, requirements and criteria for
telephone counselling services for victims of human trafficking and potential
victims.

SOPs’ OBJECTIVES:
•

Promote effective cooperation and unified approaches in the
activity of the organisations and institutions providing telephone
counselling to the individuals calling to the anti-trafficking hotline
or those who were reported to the hotline to be at risk;

•

Introduce unified algorithm of telephone counselling in cases,when
hotline receives the calls from individuals who have questions
about human trafficking or safe trips abroad, or individuals who
deem themselves victims of human trafficking for preliminary
identification of these individuals, providing them comprehensive
informational, legal, psychological assistance, as well as organising
psycho-social and medical assistance if needed, referring them
to the state and non-state institutions responsible for assisting
victims of human trafficking, and other non-governmental and
international organisations.
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2. LEGAL FRAMEWORK
FOR ANTI-TRAFFICKING WORK IN UKRAINE
Prevention and counteraction of human trafficking, as well as effective
referral and appropriate response, require knowledge of legal acts regulating
this activity.
International anti-trafficking law acting in Ukraine:
1.

United Nations Convention against Transnational Organized
Crime (November 15, 2000) ratified by Ukraine in 2004, and the
two Protocols Thereto: The Protocol to Prevent, Suppress and
Punish Trafficking in Persons, especially Women and Children,
and The Protocol against the Smuggling of Migrants by Land, Sea
and Air;

2.

UN Convention of Elimination of All Forms of Discrimination
Against Women ratified by Ukraine in 1981

3.

Council of Europe Convention on the Protection of Children
Against Sexual Exploitation and Sexual Abuse (CETS № 201)
ratified by Verkhovna Rada of Ukraine in 2007;

4.

Council of Europe Convention on Action Against Trafficking in
Human Beings ratified by Verkhovna Rada of Ukraine in 2010;

5.

ILO Convention № 182 On Prohibition and Negative Actions
to Eliminate the Worst Forms of Child Labour (1999) ratified by
Verkhovna Rada of Ukraine in 2000;

6.

ILO Convention № 29 Concerning Forced or Compulsory Labour
ratified by Ukraine in 1956.

National anti-trafficking law:
•

Article 149 of the Criminal Code of Ukraine on “Trafficking in human
beings or other illegal deal against a human being” criminalising
this action.
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•

Law of Ukraine on Combating Trafficking in Human Beings
adopted on September 20, 2011, setting organisational and
legal background for countering human trafficking, key areas
of the national policy and basis for international cooperation in
this sphere, competencies of the executive bodies, procedure of
declaring the status of the victim of human trafficking, and the
procedure of assisting these individuals.

•

Law of Ukraine “On Social Services” defining key organisational
and legal background for providing social services to people in
critical life circumstances and in need for assistance, particularly
to victims of human trafficking.

•

Law of Ukraine “On Personal data protection” regulating legal
relations linked to the protection and processing of personal data,
aiming to protect basic rights and freedoms of a person and a
citizen, particularly right for personal life not to be interfered due
to personal data processing.

•

The Law of Ukraine “On Public Associations” defining legal and
organisational background for implementation of the right for
freedom of association, the procedure of founding, registration,
activity and stopping activity of public associations, particularly
those working on prevention and countering human trafficking.

•

Law “On Ensuring Equal Rights and Opportunities between
Women and Men” defining basis for the national gender policy
aimed at countering sex based discrimination.

•

Law “On the Background for the State Policy on Prevention and
Counteraction of Discrimination” defining non-discrimination
based on any cause as an important principle for stat and nonstate actors.

Moreover, Ukrainian law includes a number of related bylaws:
Bylaw

Date of approval,
Number

Regulation of the Cabinet of Ministers of Ukraine “On January 18, 2012, № 29
the National Anti-Trafficking Coordinator”
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Bylaw

Date of approval,
Number

Regulation of the Cabinet of Ministers of Ukraine «On May 23, 2012,
the Procedure of Declaring the Status of the Victim of
№ 417
Human Trafficking”
Regulation of the Cabinet of Ministers of Ukraine «On August 22, 2012,
Approval of the Procedure if the Interaction Between
№ 783
the Anti-Trafficking Actors”
Regulation of the Cabinet of Ministers of Ukraine February 24, 2016,
“On Approval of the State Social Anti-Trafficking
№ 111
Programme till 2020”
Regulation of the Cabinet of Ministers of Ukraine «On April 18, 2012,
the Approval of setting and operation of the Single
№ 303
State Register of Human Trafficking Crimes”
Regulation of the Cabinet of Ministers of Ukraine «On July 25, 2012,
the Approval of the One-Time Financial Aid to the
№ 660
Victims of Human Trafficking
Regulation of the Cabinet of Ministers of Ukraine «On September 5, 2007,
Consulting and Advisory Bodies on Family, Gender
№1087, amended on
Equality, Demographic Development and Countering
May 3, 2012, № 354
Human Trafficking”
Decree of the Ministry of Social Policy of Ukraine “On
the Approval of the Application Forms to be Granted
the Status of the Victim of Human Trafficking,
Registration Journal for Applications for the Status
of the Victim of Human Trafficking, Personal Data
Non-disclosure Statement, Register Card for Victim
of Human Trafficking, Register Book for Notes
of Declaring the Status of the Victim of Human
Trafficking”

June 18, 2012,

Decree of the Ministry of Social Policy of Ukraine
“On the Approval of the Needs Assessment Form
for Victim of Human Trafficking; Rehabilitation Plan
for Victim of Human Trafficking; Register of Victims
of Human Trafficking; Report on Victims of Human
Trafficking”

September 14, 2012,
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№ 366 (registered by
the Ministry of Justice of
Ukraine on July 9, 2012
as № 1133/21445)

№ 578, registered by
the Ministry of Justice of
Ukraine on
October 2, 2012 as №
1679/21991

Bylaw

Date of approval,
Number

Decree of the Ministry of Social Policy of Ukraine «On July 30, 2013,
the Approval of the Standards for Social Services for № 458, registered by
Victims of Human Trafficking”
the Ministry of Justice of
Ukraine on August 5,
2013 as
№ 1327/23859,
№ 1328/23860 and
№ 1329/23861
Decree of the Ministry of Social Policy of Ukraine January 11, 2016, № 4/5
and the Ministry of Internal Affairs of Ukraine «On
the Approval of the Instruction for Collecting and
Monitoring the Statistical Information about the
Victims of Human Trafficking”
Decree of the Ministry of Social Policy of Ukraine
«On the foundation of the State Agency “Call-Centre
of the Ministry of the Social Policy of Ukraine on the
Prevention of Human Trafficking, Prevention and
Counteraction of Domestic Violence, Gender-Based
Violence and Violence Against Children”

December 11, 2018,
№ 1852, registered by
the Ministry of Justice of
Ukraine on December
22,
2018 as № 1458/32910

The Decree of the Ministry of Social Policy of Ukraine # 678 dated
July 2, 2015 “On the Approval of the State Standard of Social Service of
Counselling” defines the basics of the telephone counselling.
Distant counselling is remote counselling provided by the social services
entity upon the requests of the service consumers through technical means
(telephone, online counselling), ensuring anonymity for the social service
consumers.
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3. KEY HOTLINE PRINCIPLES
Implementation of the state anti-trafficking policy and protection of the
victims, based on the international and national law mentioned above in
particular, includes certain counselling principles and approaches to guide
the consultants in their consultations for the callers. The following principles
should be kept:
•

Respect and unbiased attitude to the victims or potential victims
of human trafficking;

•

Respect to the private life;

•

It is only the person’s will to receive or refuse assistance;

•

Assistance does not depend on the willingness or unwillingness to
cooperate with law enforcement;

•

Confidentiality of the personal data of the victims of human
trafficking must be ensured;

•

The rights of the victim are prioritized;

•

Principle of genuine equality;

•

Cooperation between the executive bodies, as well as with
respective agencies conducting investigation, pre-court
investigation, and with civil society and international
organizations.

Key principles are fundamental ideas, provisions, requirements
defining the content and the essence of the hotline operation and work of
the consultants, which they use in their work.
The principle of anonymity: a person calling to the hotline has a right
not to disclose his/her data and stay anonymous.
The principle of confidentiality and personal data protection:
specialists counselling on the hotline are obliged to ensure that the personal
information of the caller is kept confidential. Any confidential information
must not be disclosed neither within the organization, no to other state,
non-state actors, as well as third parties without the person’s consent.
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The principle of informed consent: specialists working on the hotline
should explain all the actions, procedures, measures that can be taken in a
way the person is able to understand.
The principles of human rights and freedoms: counselling is
aimed at ensuring and renewal of the rights and freedoms of every person
and prevention of all further violations, and is based on the human rights
approach.
The principle of non-discrimination: everybody calling the hotline
has a right to receive all services provided by the hotline regardless their
sex, age, religion, sexual orientation, nationality, social status, health status
etc.
The principle of the competency and professionalism: counselling
on the hotline is provided by the specialists with appropriate professional
training (legal, psychological, social), specific knowledge on countering
human trafficking and skills of qualified support and assistance depending
on the needs of the person calling the hotline.
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4. SOP 1. Services of distant counselling
on the hotline
Telephone counselling is a distant counselling and a type of social
services, which can have several functions depending on different requests
and problems of the callers. The hotline receives calls from individuals
who need additional information for their trip abroad, have migration
aspirations, and they only need information (like contact information, some
recommendations for safe crossing and stay in other countries). Others
might ask for help due to their negative feelings or difficulties caused by
the human trafficking, for instance, fraud, different kinds of violence or
exploitation, threats, economic difficulties, lack of information etc. Also the
hotline receives calls from friends and relatives of the victims of human
trafficking who are looking for assistance.
Telephone counselling should consider the following characteristics of
the assistance.
•

Accessibility. Referral of the person should be done with regard to
geographic accessibility of the service, i.e. the information about
the services and possibility to access these services is provided
with regard to the place of living or stay of the caller.

•

Timeliness. Assistance to a person requesting the information to
avoid the problems or to a potential victim of human trafficking
should be provided in time, at the moment of request to the
hotline with the aim to prevent and avoid negative psychological,
economic, social consequences.

•

Informative content. The person calling on the hotline requires
information, or support, or assistance. It is important that the
consultation provided by the consultant is comprehensive,
informative and includes qualified resource (psychological,
informational).

•

Systematic approach. If needed, a person can call the hotline
more than one time. The consultation depends on the needs of
the caller. The needs of the person can include several issues and
problems which should be resolved step-by-step.
15

The consultant should use the following techniques in the course of
the consultation:
•

Active listening;

•

In a friendly and confidential environment talk through the chaos
of emotions and challenges;

•

Provide consultation and/or emotional support;

•

Refer a person to the specialist (from social service, psychologist,
legal consultant, lawyer, etc.);

•

Politely end the conversation.

Counselling on the informational and advisory hotlines has the following
key functions of assisting the individuals who call:
•

Creating awareness;

•

Emotional, psychological support;

•

Legal counselling;

•

Intervention.

The consultations in cases of human trafficking should be focused first
of all on the emotional support of the caller, and after that on qualified help
from specific specialists (legal consultants, psychologists, social services
etc.).

Creating awareness
Creating awareness among the callers of the hotline is a common type
of telephone counselling. The consultants offer their clients information and
motivation in order to raise awareness and provide support, and help them
make informed decisions and estimate resources.
The callers planning the trip abroad regardless their aim can receive
information about the law of the country, response agencies and other
recommendations.

16

The information can play crucial role for the victims or potential victims of
human trafficking. The consultant provides information about organizations,
institutions providing assistance (medical, psychological, legal, social),
particularly: contacts of the state and non-state social institutions, shelters
for victims operating in the region, where the caller calls from, informs about
the rights and possibilities of the person, corresponding procedures etc. The
consultant does not make any decisions for the caller, only provides with
objective information.
Success in this type of telephone assistance is conditioned by the
appropriate knowledge of the consultants, as well as the availability of the
necessary database to refer the caller depending on the problem.

Emotional, psychological support and counselling
Emotional support is the first function of each telephone consultation,
especially if provided to a potential victim of human trafficking. Emotional,
psychological support is aimed at raising social and psychological
competency of a person.
The hotline is an opportunity for a caller to tell about difficult situation
in his/her life at the moment. A person might need to tell someone about
his/her problems.
Psychological assistance in telephone counselling means “travelling
with the caller”. This is first of all the support in taking respective decisions
and motivating a person to solve difficulties, mobilizing a person to take
the responsibility for the situation which happened, choices made by a
person. The consultant helps the caller to identify and spell the difficulties
and problems, analyse possible behaviour of the caller in a given situation,
identify inner resources of the caller, or find one in the close environment.
The word “responsibility” here means the ability to take the responsibility
for person/s own life and situation, and not for something or someone
else, or taking punishment for personal doings. The consultants build their
interventions in encouraging way.
An example of such responsibility might be a visit to other specialist
(medical worker, legal consultant, psychotherapist, law enforcement officer,
and social worker, relative etc.), who are able to help solve the situation.
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Legal counselling
A person requesting for border crossing rules, immigration issues, or
employment agreements, marriage, child registration rules outside Ukraine,
etc., receives legal advice.
A person asking for legal advice regarding protecting his/her rights
in the situation of human trafficking is provided with clarifications of the
acting Ukrainian anti-trafficking law. Particularly, he/she is informed of his/
her right to report the human trafficking crime against him/her to the police,
the right for declaring the status of the victim of human trafficking, for onetime financial aid, medical, psychological, social and other assistance, for
being temporarily placed in the specialized institution for victims of human
trafficking, for compensation of moral and financial damage if granted
by the court etc. Foreigners and stateless persons, who suffered from
human trafficking or deem themselves victims of human trafficking, are
informed that apart from the rights mentioned above, they are entitled to
interpreter, temporary stay in Ukraine, and – if the status of the victim of
human trafficking is granted – right to temporary live in Ukraine up to 3
months. This term might be prolonged if needed. They also have a right to
permanently live in Ukraine after going through all legal procedures.

Intervention (this type of telephone counselling
is also known as crisis counselling)
This type of telephone counselling means motivation to direct actions
in cases when the caller is under immediate threat to his/her life or health:
threat due to human trafficking, difficult situation abroad, or violence or
other danger after returning home. Delays with such form of assistance
might result in tragic consequences in the caller’s life.
The intervention requires mandatory contacting and cooperation with
appropriate specialists, organizations, institutions, agencies and specialists
of social protection (ambulance, police, medical facility, rehabilitation
centre, shelter, psychiatric hospital etc.). The intervention might be used
in some critical cases, like report to the police or consular institution (with
the consent of the client) about the place where the victim stays, providing
respective contacts, and offering to go for help to the police, crisis centre,
non-governmental organization etc.
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The consultant can immediately contact and start the work of this
multi-disciplinary group (for instance, police, social worker, psychologist,
and custody agencies in case the call was made about an abused child).
It is fine to ask the caller to call back and tell if the actions taken or
suggested were helpful in the situation.
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5. SOP 2. Algorithm of telephone counselling
on the hotline
Algorithm is a set of instructions describing the procedure of actions to
be taken by the executing person aimed at reaching the results, solve the
task thought a certain number of steps. Telephone counselling includes a
series of simultaneous measures and stages of communication with the
callers.
Free consultant answers the call. If all the consultants are free, then
the caller hears the message from the answering machine.
According to the Standard, the service of telephone counselling is
provided in one-time consultation or short number of consultations. One
consultation lasts for about 30-60 minutes.
We offer the following algorithm of consultation:
“You reached the …. (title) hotline. How can I help you?”

Stages of consultation:
І Stage – establishing the contact with the caller:
•

Active listening.

2 Stage – studying the problem:
•

Problem is identified. Open and closed questions.

3 Stage –assistance measures:
•

Roadmap / plan of actions are developed.

The procedure and examples of the consultation algorithm in Annex 1.
Consultation stages.
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6. SOP 3. Hotline operation support
The telephone counselling service can operate in specialized social
agency, civil society organization or state agency on the condition, that they
have appropriate economic and technical environment, separate space. It
is crucial for successful hotline operation to have trained consultants, both
professional and volunteers.
Telephone hotlines can work:
•

24/7,

•

with a fixed operation schedule.

Hotline operation support means the complex of various organizational
components and measures for its full, effective, qualitative and uninterrupted
operation.
Hotline operation support includes:
1.

Logistical and equipment support;

2.

Security;

3.

Administrative support;

4.

Organizational support;

5.

Information database;

6.

Calls registration management;

7.

Human resources policy;

8.

Training for the consultants;

9.

Prevention of emotional burn-out, supervision;

10. Hotline visibility.
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Logistical and equipment support
Effective hotline operation requires logistical and equipment support.
The “National standard of social service of counselling” (№ 678 dated
July 2, 2015) says: “The premises of social service entity must meet the
sanitary and fire safety requirements, and have water supply, drainage
system, electricity, heating in accordance with the law”.
The entity providing the social service must have:
•

hard and soft inventory, furniture (for example, sofa, armchair
(soft inventory), table, chair (solid inventory) ;

•

technical equipment for distant counselling - if the “hotline”
provides online counselling beyond the telephone counselling;

•

other necessary equipment.

The entity providing the social service provides the social service
providers with working places, equipment, inventory, supplies necessary
to fulfil their duties.
The working place of the hotline consultant should be equipped with:
•

office table and chair;

•

phone;

•

a headset for receiving calls, which may include headphones and
a microphone;

•

a computer with permanent access to the Internet;

•

stationary set (pen, paper for taking notes);

•

information database (electronic or printed) to ensure that in case
of need the consultant can refer a person calling to the state
agency, civil society or international organization;

•

calls database. The calls must be registered in electronic database,
or handwritten in a book during the transition period. Calls
registration book should be kept in the hotline room accessible
only by the hotline consultants and hotline coordinator. Consultants
enter information about the call to the electronic database using
their personal login and password. Only the hotline coordinator and
the system administrator can access the electronic database.
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It is also recommended to have cubicles in the hotline room.
Hence the hotline support is a specific type of assistance requiring
from the consultant to be attentive and focused, it is important that the
hotline room is protected from outside noise and interference.
The hotline should be equipped with an additional room or space where
the consultant can rest and relax in his/her spare time. Anti-stress tools like
soft toys, coloring books, and other things that useful for “switchingfrom
one state to another” and gathering your feelings, can help the hotline
consultants to cope with negative emotions and stress. Hence, it is good to
provide some of these tools on the hotline.

Security
Security is one of the key elements of comprehensive hotline operation.
Security is ensured through implementation of a set of conditions which
help to prevent the negative external and internal factors.
In their work the hotline consultants need to keep in mind that human
trafficking is the organized crime with organized criminal groups standing
behind it. Human trafficking is the third biggest criminal enterprise behind
drugs and arms.
The office address of the hotline is only known to the staff in order
to ensure safety and security of the staff. Hence, the hotline address is
confidential information. No meetings with the callers are possible. In
the course of counselling, in communication with the callers the hotline
consultants should think of their safety and the safety of their colleagues
and keep the following rules:
•

do not disclose their actual address;

•

do not disclose their last name to the caller;

•

do not meet with the callers (the only exception is meetings with
the human trafficking victims if the organization provides them
with further social support);

•

do not disclose the address of their working place to casual
acquaintances.
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It is still worth to consider, that with time the address of the hotline might
be disclosed to the interested people, especially those with the negative
attitude to the hotline work. Thus, the hotline room should be equipped with
the “panic button” (“alarm button”) which the consultants can use in case of
emergency, and the video cameras strengthening the level of security for
hotline consultants.

Fire safety
To ensure the fire safety, in 1993 Ukraine adopted the Law of Ukraine
on “Fire safety” and in 1995 the Law of Ukraine “On Fire Safety Rules in
Ukraine”. These documents are mandatory for implementation by all state
agencies, enterprises, institutions, organizations (regardless their activity
and ownership), officials and citizens.
The hotline room should be equipped with centralized fire safety and
a fire extinguisher. Consultants should be instructed on fire safety, actions
in case of fire, know how to use primary fire extinguishers. All consultants
should learn the fire safety rules before starting to work. The hotline should
systematically provide training on fire safety.

Administrative support
Administrative support ensures quality of the hotline operation.
General coordination and planning of the hot line operation is
performed by the hot line coordinator guided by the Instruction for the
hotline Coordinator. The Coordinator is subordinated to the head of the
organization running the hotline.
The hotline is operated by the hotline consultants guided by the Job
description of the hotline consultant, and subordinated to the Hotline
Coordinator.
The personnel of the hotline include the consultants in the staff and
contracted specialists. Volunteers might also be involved in the hotline
operation.
Qualified specialists (psychologists, legal consultants, social and
medical workers, other specialists) and volunteers who take the respective
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training course and show themselves as good consultants during the threemonths’ probation (the term can be altered if needed) create the team of
the hotline consultants. All the consultants share the values and meet
the criteria of the hotline. The consultation can also be provided by the
specific experts from the state institutions, international and civil society
organizations competent in prevention of human trafficking and field work
with the victims of human trafficking.
Effective work of the hotline requires a supervisor (in staff or involved)
responsible for the prevention of the emotional and professional burn-out.

Organizational support
Effective hotline operation requires organizational support which
includes the organization of hotline operation hours and organization of
hotline counseling.

Organization of the hotline operation hours
The hotline operates according to the scheduled hours. The week
schedule might be drawn in advance.
The hotline operates in working regime. This is one of the international
standards of the hotline (for instance, it meets the standards of the Child
Helpline International). Changes in consultation hours depend on the overall
working hours of the hotline. One consultant can only work 4 hours shift.
The counselling on the hotline is performed in accordance with the
competencies. At the same time the consultations on the hotline can be
provided by the psychologist, legal consultant and social worker. It is
important to provide the caller with comprehensive professional consultation
in different areas and refer depending to the needs of a person calling.
The operation of the hotline includes the consultations of the involved
experts from state institutions, international and civil society organizations
competent in the area of protection of the rights of a person who suffered
from human trafficking, or in other issues related to human trafficking, like
prevention.
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Organization of the hotline counselling
The hotline counselling is performed by the hotline consultants
according to their competencies within hotline operation hours according
to the consultation schedule.
According to the international standards (for instance, standards of
the Child Helpline International – International organization covering child
hotlines in over 100 countries in the world) and the national practice,
telephone consultations cannot last more than one hour.
The call should be registered in the database. Each incoming call on
the hotline should be registered in the database.
At the beginning of the consultation the hotline consultants have to find
out the motives of the call. If the expectations of the caller meet the tasks
and objectives of the hotline specialty, the call is registered in the hotline
database. After the consultation and as a result of researching individual
situation of the caller, the consultant fills in the database with the notes
about the issues raised by the caller, how long the consultation lasted, and
other specific information about the call.
At the end of the consultation the consultants have to check if the
caller received the full information related to the needs of the person.
Reports on the hotline operation are prepared systematically based on
the results of the statistical information analysis.
The hotline report should include statistical and analytical information
about the incoming calls. The report on the hotline operation should
be prepared systematically, twice a year at least. It is important for
understanding the trends in prevention of human trafficking, identification
of new forms of human trafficking and recruiting methods etc.
The hotline report might be provided upon the request from the state
institutions, international and partner organizations, and mass media.
The hotline report can be used for internal purposes (within the
organization), or externally (to provide information to other anti-trafficking
actors, and media).
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Information database. Available database,
requirements to the database, database updates
Hotline is a stable communication platform for cooperation and
assistance in the situations of human trafficking prevention or for field work
with the victims of human trafficking. Daily hotline consultants register
information provided by the callers, process and analyse it. Information
and communication technologies are used for this purpose.
Effective counselling process requires consistent update of information
and trainings on new tools, challenges, trends etc. for the consultants.
The hotline must have the information database with the respective
contacts of all state agencies, civil society and international organizations
to refer the caller for effective solution of the human trafficking related
situation or for preventing such situation.
The following resources can serve as additional sources of information
for the hotline consultants:
•

resources of the state agencies, international and civil society
organizations (attending presentations, conferences, workshops
on social services, websites monitoring, international and national
information resources, public phone books etc.);

•

mass media resources;

•

information from colleagues working in the social sphere or on
other telephone hotlines;

•

callers themselves.

Database is created through several processes:
•

receive (collect) information;

•

register information;

•

process information;

•

save information;

•

provide information;

•

exchange information;

•

manage information etc.
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Monitoring of the information for the database is an on-going process
and an integral part of the database maintenance. It is updated at least
once in every six months to remove outdated or invalid information and
input new and more efficient. The information entered in the information
database should be verified.
Information database includes the list of the entities providing
information. Among them:
1.

Ukrainian anti-trafficking state agencies.

2.

Ukrainian anti-trafficking civil-society organizations.

3.

International anti-trafficking organizations working in Ukraine (like
International Organization for Migration offices abroad)

4.

Foreign anti-trafficking civil society organizations

5.

International anti-trafficking organizations working abroad

6.

Shelters for the victims of human trafficking in Ukraine

7.

Shelters for victims of human trafficking in other countries

8.

Religious organizations

9.

Private experts (lawyers, legal consultants, medical workers,
psychologists)

10. Ukrainian embassies and consulates abroad
11. Embassies and embassies of other countries of Ukraine
12. Charitable organizations and funds
Contact information of the organization in the database should look
as follows:
1.

Name of the organization;

2.

Organization’s address;

3.

Organization’s phone number;

4.

Organization’s e-mail address;

5.

Organization’s website;

6.

Additional information (working hours, services available etc.).
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It is important that the database gives the possibility to search the
information by regions of Ukraine, and by other countries to make the
search easy.

Hotline visibility
Visibility of the hotline operation is important for making the
information about its services available for the callers. Visibility can be
ensured through the cooperation with the state agencies, international and
non-governmental organizations, and the media. It is important that the
official directories designed by the state agencies or international or civil
society organizations, and highlighted by the media (local or national). The
hotline number can be placed on state websites, pages of civil society or
international organizations (electronic banner).
Effective tools for hotline visibility are:
1. Awareness-raising campaigns;
2. Design, print and dissemination of the informational materials.
Distribution of the informational materials with the hotline number is
one of the forms of social prevention of human trafficking. The materials
should be bright, informative, and profound and reach the target group.
There are following types of informational materials:

1. Risk group materials (potential risk group);
2. Materials for victims of human trafficking;
3. Materials for anti-trafficking specialists.

The following informational materials can be used:
1. Leaflets;
2. Informational brochures;
3. Posters;
4. Cards;
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5. Boards;
6. Informative films with the hotline number etc.

These informational materials can be disseminated through the
following channels:
1. Schools and universities;
2. Post;
3. Border cross place (airports for instance);
4. Mass informational campaigns, public events;
5. Foreign embassies and consulates in Ukraine;
6. State agencies: district migration services units; passport services;
social services for family, children and youth; employment centres; social
protection units; administrative services etc.;
7. Civil society organizations;
8. Trains, airplanes, busses (especially on international routes);
9. Public transport stops;
10. Cinemas (especially after related films) etc.

Informational campaigns can be implemented through periodic press,
radio, TV, Internet resources and social media. It is possible to place hotline
number (on paid or free bases), write articles or letters to editors, give
interviews, provide journalists with information, give press-conferences, or
participate in media events.
Work with the media requires to have prepared brief information
about the hotline and the human trafficking. The main task is to persuade
the journalists that human trafficking and human rights violations are as
important, as problems of national or international economy and politics.
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Calls registration management, anonymous database,
calls analysis
The hotline operates in accordance with the Constitution of Ukraine,
international human rights and anti-trafficking documents, ratified by
Verkhovna Rada of Ukraine, as well as provisions of the international and
national law, internal documents (like regulations, statute etc.).
According to the human rights approach and to the Law of Ukraine
“On the Protection of Personal Data”, the hotline operation is based on
the principles of confidentiality, anonymity, respect to the personal choice
and decision made. Consultation should ensure safety and confidentiality
of the personal data of the individual calling to the hotline. Transfer of the
information about the person is only possible if consented by this person or
in cases when the law obliges to report such information to the respective
bodies. Hotline calls database is maintained for service use only, and is
kept at the server of the organization.
The calls must be registered in electronic database, or handwritten in
a book during the transition period. Calls registration book should be kept
in the hotline room accessible only by the hotline consultants and hotline
coordinator.
Only the hotline coordinator and the system administrator can access
the electronic database.
All visibility or propaganda of the hotline operation can only use
statistical information, or depersonalised or changed stories to protect the
victims.
All incoming calls on the hotline are subjected to systematic analysis.
List of information in the calls registration database:
1.

Sex of the caller;

2.

Age of the caller (if the caller is willing to tell);

3.

Country of the call, destination country;

4.

Region of the call, urban or rural area (if the caller is willing
to tell);

5.

Category (adult or child);

6.

Type of the call (first call, second call, repeated call);
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7.

Duration of the situation of the caller (if needed);

8.

Claim (if needed);

9.

Requested
expert);

consultation

(information,

psychological,

legal,

10. Education (if consented);
11. Profession(if consented);
12. Aim of the call and consultation (employment abroad, study abroad,
marriage or divorce with the foreign citizen, private or tourist trips,
emigration, search of missing people abroad, questions about
status of the victims of human trafficking etc.);
13. Source of information about the hotline (how the caller knows
about the hotline) (if consented);
14. Referral to other agencies (specify);
15. Gratitude (calls when the caller is grateful for consultation);
16. On caller’s will: name, phone number, city or rural area where the
call comes from (if the caller wants to provide her/his contacts for
some feedback or transferring to the third parties, like journalists,
police etc);
17. The registration database should have the possibility for notes,
where the consultant can put details about the call, brief information
about the consultation provided and the consultation in general.
Notes can also include information about the recruiting company,
visa category etc.
Conscious fulfilment of the registration database allows having
comprehensive statistical and analytical information about the calls to the
hotline.

Human resources policy
Selection of candidates for vacant positions is based on the certain
principles and personal characteristics. Job announcement includes
information about selection criteria and working conditions. Employment
is offered to psychologists, legal consultants, social workers or social
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pedagogues. Volunteers over 18 years old with appropriate training and after
probation can also be involved to the work on the hotline. They work under
the supervision of the experienced colleague and consultants.
The amount of payment to the consultant is negotiated in the contract.

Training for consultants
All consultants received higher education on social work, social
pedagogics, psychology and legal studies. There is an opportunity to
receive second higher education and receive specialized training and
internships in different institutions of further training.
Further training and prevention of emotional burn-out is the responsibility
of the organization running the hotline and the supervisor.

Prevention of emotional burn-out, supervision
Emotional burn-out is “a physical and mental exhaustion caused by
chronic workplace stress”. Counseling in difficult cases might have negative
effect on the consultants. Hence, the consultants have to be aware of
feelings related to overstrain which can rise in the course of their work. The
consultants should know the techniques of psychological prevention and
hygiene (self-care).
The World Health Organization (WHO) classifies emotional burn-out
as a disease in the International Classification of Diseases. WHO describes
three dimensions burn-out is characterized by:
•

feelings of energy depletion or exhaustion;

•

increased mental distance from one’s job, or feelings of negativism
or cynicism related to one’s job;

•

reduced professional efficacy.

Supervision is one of the mandatory forms of support for the hotline
consultants budgeted in the hotline budget.
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Supervision is professional support for the employee or organization,
aimed at solving professional difficulties, analysis of gaps and improvement
of the workplace organization.
Supervision gives the analysis of feelings and situations of the hotline
consultant. The supervisor (more experienced specialist with a proper
training) is able to see the aspects of the contact with the caller unseen for
the consultant. When we talk about psychological prevention and hygiene
first of all we mean supervision. The role of the supervision in the hotline
counseling is very important. Supervision helps the consultants to cope
with difficult feelings. It also helps to separate personal limitations and
difficulties from the effect the clients’ stories.
Internal supervision (intervision) is conducted twice a month or upon
the request, and external – once or twice a month. Supervision can be
individual or in group.
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7. SOP 4. Human trafficking vulnerability
and risk assessment. Information
about possible danger
Assessment of person’s vulnerability is one of the main tasks of the
hotline consultant. It is important because in most cases human trafficking
is the result of the circumstance of person’s life. The consultants might be
able to prevent it.
The analysis of the modern trends shows certain characteristics which
make people vulnerable to human trafficking. These characteristics concern
age, sex, education, health status, social and financial situation, risky
behavior etc. However, people calling to the hotline often underestimate
personal risks. The consultants in a friendly manner should research such
factors. For instance, the consultant while he/she is checking the registration
of the employer or recruiter can try to get to know the caller better by asking:
“Are there difficulties with jobs in your city? Who is the caller by education?
Why this particular country was chosen for employment? How the person
found such a perspective offer?” the person calling can be unaware of such
risks or just ignore them. Hence, the task of the consultant is not to just
point them out, but rather to help a person find the right decision.
The consultant has to ask many questions to be sure the risks of the
person are minimal, and all possible safety measures are taken. The more
answers you get, the more comprehensive is the risks assessment.
The questions should be asked naturally, so that the person does not
feel he/she is just asked standard questions from the questionnaire.
The rearetwokey components of the risk assessment:
•

Assessment of the vulnerability of the person;

•

Risk assessment of the situation.
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It is important to assess person’s vulnerability to human trafficking.
The chart below shows the possible marker-questions and advices on
how to act in case individual risks for the caller is identified. This list is basic
and can be amended based on anti-trafficking experience.

Vulnerability assessment of the person
Risk

Task of the consultant

Sex and age
Men of employment age more often
are exploited in labour, which is now
the most widespread form of human
trafficking. However, the majority
of them are not aware they can be
trafficked. They think, the worst case
scenario is, they do not get paid.
In most of the cases men tend to
overestimate their ability to protect
themselves especially if they go to work
as a group. Hence they often ignore
negative signals.
Women
often
understand
their
vulnerability. Young women can be
aware of the risk of sexual exploitation,
but often do not understand they can
also be exploited for other purposes:
labour exploitation, forced pregnancy,
forced organ removal or begging.
Middle-aged and older women think
they are not interesting to traffickers.
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Even if there are no other risks, the
consultants should warn the person
about possibility of labour exploitation,
give statistics about victims in the last
year, tell about the number of such
cases in the county he is going to. If the
nature of the communication allows, it
is OK to tell examples which illustrate
methods the recruiters use to find
victims. The consultant should warn the
caller that If the situation is dangerous,
it is better to find the way out, than wait
for how it is going to develop.
The consultants should warn about
possible situations. Worth mentioning
that the woman might not be able to
refuse the improper proposal after
arriving to the place. She should use
all the possible means to ensure her
safety; do not enter isolated rooms,
do not trust unconditionally another
person who promises to take all the
problems related to traveling and living
conditions as this person might appear
a recruiter.

Risk
Health status
Traffickers are often interested in young
people in good health, able to work
hard. This is a high risk, because these
people try to find job at the new place
or country.
Moreover, there are many cases of
exploitation of people in good health
for organ removal or forced pregnancy,
both forms of human trafficking. If the
employer or recruiter is very interested
in your health, when the position
you intend to take does not require
specific health conditions, or a number
of medical checks and tests is bigger
than asked by the law, it is a suspicious
sign.
At the same time there is an increasing
number of cases, when people are
exploited in begging. Older people,
people with disabilities, pregnant
women and children are in the biggest
risk.

Task of the consultant
The consultants should ask is the
employer asked any tests results or
medical history. This factor alone
should not raise much worries, as
there are some professions which
require mandatory medical checks.
However, the list of such professions is
defined by the law, as well as the list
of checks and tests needed. The list is
available at the website of Verkhovna
Rada of Ukraine: “On the Approval of
the List of professions, enterprises and
organizations, where personnel should
take mandatory medical checks,
procedure of these checks and issuing
personal medical books”) (https://
zakon.rada.gov.ua/rada/show/
5592001-п).
It is very difficult for the consultants
to learn about the health status of the
person. A person can tell about his/her
specific needs answering the following
questions: “Why did you decide to
look for a job outside your city? Who
and whey offered you a job? How
long you are unemployed? Is it difficult
to find a job with your profession?”
A person might directly say that the
difficulties in finding a job are related to
her/his health issues. The consultants
should remember that a person with
disabilities, who lacks money and wants
to live socially active and useful life, can
underestimate his/her risks.
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Risk

Task of the consultant

Education
People with technical education are
the most attractive for those who are
trying to get people involved in the most
common form of trafficking in human
beings - labour exploitation. At the same
time, we know that people with technical
education are the most in demand at the
modern job market, so this risk should
not be considered significant. We feel
more concerned when it turns out that
a person’s education and professional
skills do not allow them to apply for the
position they are offered.

Risky behavior
In the course of communication, the
consultants should understand if
the person is inclined to make risky
decisions. Of course, the call to the
hotline already says that a person
takes some steps to protect her/himself, but this does not allow concluding
the person act thoughtfully in the next
steps.
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The consultants should not ask direct
questions about the level of person’s
education. Instead it is better to ask:
“Where the person studied? Is the
person going to work by profession? Is
it difficult to find the job by profession
at the place of living?” If the employer
is not very selective in looking for new
staff and takes people who are simply
not able to fulfil professional duties,
it is a serious reason to worry. Not
everybody understands, that such jobs
as dancer, barmen, and model requires
at least basic professional training
or experience in the area, and the
employer won’t spend time and money
to train inexperienced worker. The main
task for the consultant in such case is to
warn about the possible risks of human
trafficking, and suggest re-thinking the
offer one more time.
The consultant should ask “What
information about the employer the
person has already checked? Does the
person know the rules of staying in the
destination country, its law, and labour
law in particular? Does the person have
the plan for some unexpected events?
Does the person plan to maintain contact
with her/his relatives and friends?
Does the person have the contacts of
Ukrainian diplomatic institutions? Is the
person going to work on dangerous
conditions (for instance, work illegally,
under different conditions, live for
employer’s account first time, take loans
from him etc.”?If a person did nothing
for her/his safety, it is safe to consider
that a person can demonstrate risky
behaviour, and ignore alarming signals.

Risk

Task of the consultant
It is important to pay more attention
to this caller, explain that the
person’s decisions might be very
risky, and the person can end up
in the hands of some charlatans or
become a victim of human trafficking.

Risk assessment of the situation (ways of receiving the offer,
employment conditions, legitimacy of the recruitment companies etc) is
very important. To this assessment we recommend using the indicators
given in the chart below.

Situation risks indicators
Indicator
Ways of receiving the
offer. Advertisements
in the media and the
Internet, specialized
websites, employment
agencies, marriage
agencies, modelling
agencies, social
networks, private
contacts (acquaintances
or close environment).

Questions form
consultants
How did you get
the offer? How
valid is it?
Did you try to
learn about the
reputation and
experience of
a recruitment
agency, an
employer, etc.?
Have you verified
the firm’s license
for employment?
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Recommendations for
consultants
Warn that the job found on the
advertisement, even at popular
websites, does not prevent you
from getting into an unpleasant
situation, as most resources do
not check those who place ads.
Provide comprehensive
assistance: to clarify the
situation, to offer useful tips,
to check at least some of the
information with the caller over
the phone.

Indicator

Questions form
consultants

Recommendations for
consultants

Costs. Involvement with
debt bondage is one
of the main ways for
operators to control the
victim.

Who is
responsible for
all the costs of
paperwork or
relocation?

The caller should be informed
that in the future this fact
can be used against him/
her, and that he/she may be
forced to work for this money,
gradually drawing in even more
dependence.

Familiarity with the
labour and migration
legislation of the
country of destination.
People are often misled
by recruiters about
the rules of border
crossing, residence
and employment in
the country, in order to
gain more control over
a person who is in the
country illegally.

Have you read
the labour and
migration laws of
the country you
are leaving for?

Consultants should make sure
that the terms of the contract
offered to the caller meet the law
of the countries of destination,
advise the caller to contact the
consulate of the respective
state in Ukraine to clarify all
requirements for employment
and stay in that country. The
contact details of the foreign
diplomatic institutions in Ukraine
are available on the website of
the Ministry of Foreign Affairs
of Ukraine (https://mfa.gov.
ua/ua/about-ukraine/dip-in-ukraine/missions-list).

Have you
made a formal
employment
contract?

Any unofficial sources
of information are not
reliable and may even
belong to persons
who are involved in
human trafficking and
intentionally spread
false information.

The caller may also contact
the consulate of Ukraine in the
country of destination in order
to obtain reliable information
on the migration and labour
legislation of a particular foreign
country and actions in typical
problem situations. This could
be done via post or e-mail. The
contact details of the Consulates
of Ukraine are available on
the website of the Ministry
of Foreign Affairs of Ukraine
(https://mfa.gov.ua/ua/ aboutmfa/abroad/embassies).
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Indicator

Questions form
consultants

Eligibility of informal
employment of the
caller. One of the
main risk factors for
getting into the human
trafficking is the caller’s
willingness to look
for unofficial ways
of earning money,
especially abroad. Most
people believe that this
will not only help them
avoid bureaucratic
hassle and pay taxes,
but also provide greater
freedom of choice
and movement in the
destination country.

Do you plan to
work informally?

Extremely attractive
offer. If the caller is
promised very high
salary, it is a reason to
think about the danger.

Did you try to find
out the average
amount of wage
in the country for
similar work?

Are you aware
of the risks of
illegal / informal
employment?

Recommendations for
consultants
The consultants are obliged
to warn that informal job
application abroad, the caller
violates the rules of stay in the
country and gives the employer
reasons to blackmail him /
her with illegal status. Such
intimidation work in many cases,
forcing a person to continue
working for exploiters, because
he/she is afraid to contact
law enforcement agencies.
In addition, if the employer
tries to restrict the freedom of
movement and communication
of the person, it will be difficult
for law enforcement, diplomatic
or relief organizations to identify
his / her whereabouts and
release him / her traffickers.
Consultants should gently
persuade the subscriber that
when he or she is employed in
accordance with the rules of
the country of destination, he /
she is the welcomed guest on
its territory. The status of an
illegal migrant, on the contrary,
deprives him / her of protection,
raises possibilities for neglect
and exploitation.
Warn the caller and let him/
her know that the proposed
conditions are likely to indicate
that these people try to deceit
him/her.
Risk assessment requires from
the consultant to be aware of
the situation in the market.
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Indicator

Questions form
consultants

Matching experience
and professional
qualifications. If the
employment agency,
recruiter or employer
is not at all interested
in the experience and
qualifications of the
potential employee,
there is a very
significant risk of being
trafficked or exploited.

Do you have any
experience in this
field?

The legitimacy
of recruitment or
employment agencies.
Unfortunately, despite
the increased control
over the activities of
employment agencies,
marriage and modelling
agencies, etc., there
are still many bogus
companies involved in
illegal mediation.

Have you
checked the
state registration
and license of
the company
that promises
employment?

Recommendations for
consultants
Warn about high risk of fraud
and trafficking.

Do you have
relevant education
or training? Have
you been asked to
provide a resume
in some way
to confirm your
qualification?

State registration of business
entities can be verified in the
Single State Register of Legal
Entities, Entrepreneurs and
Public Associations, which is
available on the website of the
Ministry of Justice of Ukraine
(https://usr.minjust.gov.ua/ua/freesearch),
The license for recruitment
services can be verified on the
website of the Ministry of Social
Policy of Ukraine

However, quite often job
seekers, who received a
favourable offer, do not
take any steps at all to
check the information of
the recruitment agency
or the prospective
employer.

(https://www.msp.gov.ua/content/perelik-subektiv-yaki-mayutlicenziyu-z-poserednictva-u-pracevlashtuvanni-za-kordonom.
html).
The caller should be informed
about important issues to check:
what countries are covered by
the license; area of employment
licenced; address of the office of
the recruitment agency.
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Indicator

Questions form
consultants

Recommendations for
consultants
Any discrepancies between
factual and registered
information implies the possible
violations of the client’s rights.
If the agency appears to have
no license at all, it is a high risk
factor for human trafficking or
labour exploitation. Moreover,
it is a high risk, when a person
is only provided with a general
information about the employer,
area of employment, duties.
Hotline consultant should warn
the caller about all risks of such
offer and focus his/her attention
on the right to request full
information about prospective
employer, working hours,
amount of payment, conditions
of traveling and logistics medical
and social insurance procedure
etc.

Contract with a
recruitment agency.
If a client chooses to
use the services of
a recruiter, he must
sign a written contract
with a firm, which will
clearly specify the
list of services, rights
and obligations of
the parties; terms of
change, termination
and cancellation of the
contract; procedure for
resolving controversial
issues, etc. The
absence of such an
agreement may pose
some risks.

The client should be advised
that, the document should
be carefully examined before
signing. If possible, it is
Did you thoroughly
recommended to consult
study this
with a specialist, especially if
document?
the content of some items is
incomplete, unclear or implies
ambiguous interpretation.
The client should be warned
that lack of attention to
the document and undue
confidence in the integrity of the
recruitment agency may lead
to the fraud, unreasonably high
bills for services and engaging
in debt bondage resulting in
human trafficking.
Did the recruiter
offer you to sign a
written contract?
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Indicator

Questions form
consultants

Recommendations for
consultants
The caller should be informed
that, according to the legislation
of Ukraine, recruitment
firm offering mediation
in employment abroad is
not entitled to receive any
prepayment in any form for the
provision of its services prior
to concluding an employment
contract with an employer.

Employment contract
with the employer.
No employment
contract (or no intention
to sign it, especially
by the employer)
should be assessed
as a significant risk of
trafficking or labour
exploitation.

Have you been
offered an
employment
contract with your
employer?

The client should be warned
against signing a document that
has a wording like this

«Performing other work at the
request of the employer». The
Did you thoroughly client should be advised to get
acquainted with the rights of
study this
foreign workers in the country
document?
of employment, since the
legislation of many countries
stipulates standards of minimum
wage, maximum length of
working day and insurance
against industrial accidents.
It is also necessary to inform
the client that the terms of
the employment contract
that interfere with the current
legislation of the country of
employment have no legal force
and that any attempt to force
him to execute such agreement
is illegal.
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Indicator
Work visa and work
permit.
Work visa and work
permit.
People with incomplete
or incorrect idea
about the procedure
of obtaining the work
visa are at high risk of
human trafficking.

Questions form
consultants
Have you been
granted work
visa?
Did you do
the paperwork
yourself?

Recommendations for
consultants
If a caller has not been granted
work visa yet, the consultant
should inform the caller, that all
paperwork should be done by
the caller personally. If he/she
is offered to apply for guest,
tourist visa, and after arrival to
the country re-apply for the work
visa, it means he/she faced
scammers and is in danger of
human trafficking. In case the
labour law of the destination
country requires that the foreign
workers should also receive
work permits, the caller should
be thoroughly informed about
the procedure and provide
with useful sources, as the
information in the Internet might
often be unreliable or altered on
purpose and placed on the webresources of the scammers or
traffickers.

General rules
Even in case the consultants do not identify any risks for the caller, it
is still worth to provide him/her with the general recommendations which
could help to protect person’s rights and avoid dangerous situation. Hence,
the following should be mentioned:
•

Do not allow anyone restrict your freedom and rights, get control
over you. Any attempt to restrict transfer or communication means
criminal aims.

•

Do not give your passport to anyone, aside authorized officials
(border officers, police, and workers of the diplomatic institutions).
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If the criminals managed to get your passport, don’t panic. Report
this to the police or to the closest diplomatic institution of Ukraine
(if possible).
•

Maintain contact with your family and relatives. Agree on the alarm
code word you could use as password in case of emergency.

•

Make copies of all documents (passport, visa, employment
contract, job invitation, agreement with the recruiter etc.) before
going abroad. It is important to keep them in protected place, and
leave copies at home.

•

Note or memorize telephone numbers and addresses of official
Ukrainian consulates abroad; their contact information is available
at the website of the Ministry of External Affairs (https://mfa.gov.
ua/ua/about-mfa/ab- road/embassies).

•

In case of any emergency abroad, you can contact consulate
or embassy of Ukraine abroad for protection and assistance in
returning home.

•

Learn the phone numbers of the police, response service/
organization working with victims of human trafficking in the
destination country.
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8. SOP 5. Identification of the potential victims
of human trafficking
The Law of Ukraine on Combating Trafficking in Human Beings
defines human trafficking as a settlement of an illegal agreement, the
object of which is a human being, as well as recruitment, transportation,
harbouring, transfer or receipt of a human being for purpose of his/her
exploitation, including sexual, by means of deception, fraud, blackmail,
abuse of a person’s position of vulnerability or by use of force or threat of
use of force, with abuse of power or economic or other dependence of the
victim on another person, which is considered a crime under the Criminal
Code of Ukraine. Human trafficking can take place even without crossing
the border. It is called internal trafficking, when transfer is made between
regions within one country. Victim of internal human trafficking suffer no
less than those who crossed the border. Human trafficking as a crime does
not necessarily include further exploitation. A person is considered a victim
of human trafficking, if there was an act of selling/buying even if there was
no exploitation following it.
If a person calling on the hotline meets the criteria described above
(actions, methods and aim), such person is considered potential victim of
human trafficking. If the call is made about a child, then the means of
recruitment and the aim are not important. Important thing is to prevent any
exploitation.
It is important to identify the victim / potential victim of human trafficking.
Identification might save a person form traffickers or promote arrest of
those involved in organization and exploitation, and advice the victims on
how to receive different assistance, including medical, legal, psychological
or financial.
Identification uses indicators. Indicators are criteria which define the
situation and the status of the person calling for help. Indicators can be
direct and indirect. Human trafficking fact can be identified through a
number of indirect indicators (age, sex, appearance, physical and mental
state, behaviour, lack of documents etc.). Indirect indicators also include
means used by the criminals to control people during exploitation.
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Direct indicators of human trafficking include mandatory elements
in actions (recruitment, transportation, harbouring, transfer or receipt
of a human being, exchange or transfer of control over the person) and
means of actions (threat, use of power, different forms of force, kidnapping,
deception, fraud, abuse of a person’s position of vulnerability or receive
benefits to obtain consent of the person controlling another person) and
aim (exploitation in prostitution of third parties or other forms of sexual
exploitation, forced labour or services, including begging, slavery or
practice similar to slavery, servitude, exploitation in criminal activity, organs
removal). Each indicator has a number of characteristics with different
manifestations.
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9. SOP 6. Information about the victims’ rights
and ensuring personal safety
In order to prevent violations of the rights of victims and to maintain
their personal safety, the consultant should know the following information
and use it in telephone counselling.
A person who is allegedly a victim of human trafficking has the right
to apply to the local state administration for an application to be granted
the status of a victim of human trafficking and to the National Police for the
protection of rights and freedoms. The entity, which has become aware of
such a person, shall provide respective information to the person affected
by human trafficking.
If a person is granted the status of the victim of human trafficking,
he/she is entitled to the on-time financial aid, temporary stay in the shelter
or rehabilitation institution, and to corresponding services based on the
needs.
A person who considers him/herself a victim of human trafficking
applies with for the status of the victim of human trafficking to the local
state administration.
Foreign citizens or stateless persons with no knowledge of Ukrainian
or Russian fill the application form with assistance from the interpreter.
Within the three days after application, the interview should take place
to clarify the situation. After checking the information, the responsible
agency sends a set of documents (application form copy, questionnaire,
other documents and materials) to the Ministry of Social Policy for
consideration and making decision on declaring the status, the local official
in the administration grants the person a document proving the status of
the victim of human trafficking.
Steps and terms for declaring the status of the victim of human
trafficking are listed in the Annex 4.
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Prior to the decision to grant the status of the victims of human
trafficking, the person applying for the status has the right to personal
security, respect and to receive free of charge information in his / her own
language; the right to medical, psychological, legal and other assistance,
regardless of place of residence; temporary placement in care facilities for
victims of trafficking in human beings. The rights of the victim are described
in detail in Article 16 of the Law of Ukraine on Combating Trafficking in
Human Beings “On Combating Trafficking in Human Beings”.

Ensuring personal safety of the victims
of human trafficking
According to the part 1 of the art.55 of the CPC of Ukraine, “victim”
in the criminal case is a physical entity who received moral, physical or
material damage as a result of criminal wrongdoing. Thus the victim of
human trafficking is seen as “victim” of a crime from the moment of the
report about the crime or the moment when the criminal proceeding opened
in the case.
After a person received procedural status of the “victim” in criminal
case, she/he is a subject to the Law of Ukraine “On Ensuring Safety of the
Individuals Involved in Criminal Proceedings”. This gives the grounds to
use a number of measures to protect victims and witnesses of the crime in
case they are in danger. Ensuring safety for the participants of the criminal
proceedings in the human trafficking crimes means taking a system of
measures described in the law in different combinations.
Human trafficking victim should be referred to the nearest centre of
secondary legal aid, legal aid bureau.
Free legal aid is a type of legal aid guaranteed by the state and fully or
partially covered from the State budget, local budgets or other sources.
Free primary legal aid is legal aid is provided to all individuals under
Ukrainian jurisdiction and includes the following legal services:
•

legal information;

50

•

consultations and clarifications of legal issues;

•

preparing applications, claims or other legal documents (except
procedural documents);

•

support in ensuring access to the secondary legal aid and
mediation.
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10. SOP 7. Information about the services
provided by state and non-state organizations
in Ukraine and abroad
The consultants provide all callers requesting for information with
the information about possible sources of free assistance or consultation,
particularly:
•

Crisis centres (available at the place of living or stay of the victim)
providing corresponding services to the victims;

•

Legal, medical, psychological consultations and services provided
by crisis centres, centres/bureaus of free legal aid, other state,
civil society, religious organizations or charitable funds;

•

Competent specialists – psychotherapists, psychiatrists, and
other medical workers (individual or in group);

•

Referral to the corresponding state agencies, particularly, social,
human rights organizations, employment centres, educational or
specialized civil society organizations and charitable funds;

•

Social assistance to satisfy certain needs (social connections,
contacts with the family, going back to school, professional
training, forming life-affirming attitudes etc.).

The list of entities providing assistance to victims of human trafficking
in Ukraine is in Annex 2 (Actors assisting victims of human trafficking in
Ukraine and their competencies).
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11. SOP 8. Referral of the potential victims
or victims of human trafficking. Cooperation
between actors
Referral of the potential victims of human trafficking is one of the
services provided on the hotline.
According to the Procedure of Cooperation between Anti-Trafficking
Entities in Ukraine approved by the Regulation of the Cabinet of Ministers
of Ukraine №783dated August 22,2012, the entity which as a result of its
activity became aware of the victim of human trafficking refers such person
to the respective unit of the local state administration with the consent of
the person or his/her official representative.
Anti-trafficking entities in Ukraine, where callers can be referred to:
•

Ministry of Social Policy of Ukraine;

•

Ukrainian diplomatic institutions abroad;

•

Local executive bodies;

•

National Police of Ukraine;

•

State migration service and its regional units;

•

Centres of free secondary legal aid;

•

Social protection departments;

•

Centres of social services for family, children and youth;

•

Departments of healthcare and medical facilities;

•

Employment centres;

•

Regional centres of social services;

•

Centres of social and psychological aid;

•

Centres of social and psychological rehabilitation of children;

•

Shelters for children;

•

Civil society and non-governmental organizations;
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•

Charitable funds;

•

Religious organizations;

•

Specialists – private persons (lawyers, legal consultants,
psychologists).

It is important that the person can be referred to the state agencies,
institutions, facilities, as well as to non-governmental organizations and
private specialists working in anti-trafficking area. The person can be
referred to one or more organizations.
Before referral, the caller receives explanations about corresponding
actions, procedures, rules, conditions and order of the assistance to the
human trafficking victims, particularly:
•

the procedure of declaring the status of victim of human
trafficking;

•

possibility of receiving one-time financial aid to the victims of
human trafficking;

•

possibilities of renewing ID documents if they are lost;

•

possibilities for legal psychological, medical and other services;

•

possibilities for receiving aid regardless of the report to the law
enforcement and participation in the criminal process.

If the child is a victim of human trafficking, this case is mandatory
reported to the child social service and National Police unit.
When referring the caller, the consultant provides hi/her with all
possible contacts of all anti-trafficking organizations providing assistance
to victims of human trafficking in the region where the caller lives (from the
database).
At the same time referral to other organizations is not the reason to
refuse providing consultations on the hotline. In case of need, additional
consultations from the legal consultant, psychologist or social worker is
provided.
The referral algorithm is presented in the Annex 3
Annex 4 shows the procedure of declaring the status of the victim of
human trafficking.
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12. SOP 9. Hotline monitoring and evaluation
Hotline monitoring is conducted systematically and continuously.
Performance of every consultant is evaluated at least once a month, if the
hotline internal documents do not prescribe otherwise.
Hotline monitoring is conducted in several directions:
•

verification of statistical information filled in by the consultants to
the informational database; analysis of calls and consultations
provided on the hotline;

•

evaluation of the hotline consultants’ performance;

•

identification of challenges issues and looking for solutions;

•

prevention of emotional burn-out of the hotline consultants;

•

quality informational and technical support, financial support of
the hotline operation;

•

popularization of hotline work;

•

using hotline as a tool for monitoring and analysis of urgent needs
of the society;

•

strengthening cooperation with state agencies, non-state and
international organizations etc.;

•

ensuring effective human resources police at the hotline;

•

strategic development of the hotline, particularly perspective
directions, its scientific, methodical, organizational, informational
and logistical support.

The key monitoring and evaluation methods on the hotline are:
•

control of systematic preparation of statistical and analytical work
of the hotline;

•

observation, personal involvement, testing of knowledge and skills
of the hotline consultants through filling in the evaluation forms
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of the consultant’s performance, monitoring calls, analysis of the
quality of filling the registration database by a specific consultant;
•

individual surveys, group discussions on counselling issues and
prevention of the emotional burnout through the organization
of individual, group supervision, intermission groups, training
courses, etc.;

•

analysis of the correspondence of the information database to the
needs of the callers, updates and improvements;

•

analysis of the documentation of the hotline coordinator;

•

review of the working comfort, including premises, workplaces in
accordance with sanitary and hygienic requirements, technical
equipment of computers, telephones, telephone sets, availability
of an “alarm button” for emergency cases when there is a threat
to hotline consultants, video cameras, a fire extinguisher with a
suitable life;

•

quantitative indicators.

The following indicators are used to monitor and evaluate hotline
operation:
•

number of calls to the hotline (telephone and online);

•

number of official written requests concerning children;

•

number of interviews, communication with the media;

•

number of events where hotline operation results were presented,
number of reports;

•

number of hotline informational materials printed, advertisements
designed and channels of dissemination;

•

number of common events and other work of state, non-state
organizations, partner organizations;

•

number of working meetings, trainings, discussions to ensure
personnel capacities of the hotline, their training level, involvement
of volunteers etc.;

•

number of supervisions (group and individual);
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•

number of working meetings per week to discuss on-going work;

•

number of gratitude received.

Monitoring results are further used for:
•

amend hotline plans to reach the expected results;

•

plan further hotline work;

•

identify gaps in the work;

•

evaluate effectiveness of hotline operation.

Monitoring of the hotline is the responsibility of the hotline coordinator
and top management of the organization.
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13. DEFINITIONS

Debt bondage is the status or condition arising from a pledge by a
debtor of his personal services or of those of a person under his control as
security for a debt, if the value of those services as reasonably assessed is
not applied towards the liquidation of the debt or the length and nature of
those services are not respectively limited and defined.
Fight against trafficking in human beings (countering human
trafficking) -a system of measures, undertaken in the framework of
combating trafficking in human beings, aimed at uncovering human
trafficking crimes, including incomplete crimes, the identification of victims
of trafficking, the establishment of natural persons and legal entities,
perpetrators in human trafficking, and their prosecution.
Recruitment of a person means actions aimed at reaching voluntary
(through invitation or admonition of a person in a position of vulnerability)
or forced (through blackmail, threats, abuse of force) agreement with a
person about his/her further exploitation or actions against this person,
such as transportation, hiding or transfer to another person. Recruitment
is finalized from the moment of reaching agreement with a person who is
being recruited for exploitation.
Forced begging means organization and coercion of human beings
to begging through beating, deliberate physical injuries, causing physical
or mental damages and other forms of violence.
Exploitation in armed conflicts means using a person for combat
tasks aimed at overthrow of the state power or violation of the sovereignty
and territorial integrity of other countries etc.
Organs removal means removal of body parts from the human’s
body such as organs, tissues which have certain form and purpose without
person’s consent or with such consent reached by criminal means of
influence on this person. The person does not receive the full amount of
promised remuneration, or does not receive any remuneration at all.
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Identification of a person who suffered from trafficking in
human beings (victim of trafficking in human beings) - discovery of
any information, which gives grounds to believe that a natural person had
become a victim of trafficking in human beings.
Involvement into criminal activity means actions related to the
direct mental or physical influence on the person and taken with the aim to
provoke a person to take part in one or several crimes (forcing to participate
in robberies, production and/or transportation, and/or distribution of drugs,
or other prohibited goods, to arms trafficking, stealing and/or sale of cars,
other crimes).
Gender-based violence actions against person for his/her sex.
Distant counselling is remote counselling provided by the social
services entity upon the requests of the service consumers through
technical means (telephone, online counselling), ensuring anonymity for
the social service consumers.
Child is any natural person under the age of eighteen years.
Domestic violence–all acts (actions or inaction) of physical,
psychological, sexual or economic violence that occur within the family or
domestic unit or between relatives, or between former or current spouses,
or between other persons living (or persons who have lived in the past) as
one family, but are not and have never been related or married, whether
or not the perpetrator shares or has shared the same residence with the
victim.
Exploitation of labour (labour exploitation) –appropriation of material
results of human labour (including profit) by the production owner.
Exploitation of a human being – all forms of sexual exploitation, use
in pornographic industry, forced labour or provision of services, slavery
or practices similar to slavery, servitude, debt bondage, organs removal,
experimenting on a human being without consent, adoption with the aim of
making profit or exploitation, forced pregnancy, involvement into criminal
activity, exploitation in armed conflicts etc.
Institutions for assistance to victims of trafficking in human
beings - centres of social services for family, children and youth, territorial
centres of social services (provision of social services), centres for social
and psychological rehabilitation of children and shelters for children.
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Protection of victims of trafficking in human beings - a system of
measures to reinstate the rights of victims of trafficking in human beings;
Institutions and practices similar to slavery:
а)

A woman, without the right to refuse, is promised or given in
marriage on payment of a consideration in money or in kind to
her parents, guardian, family or any other person or group; The
husband of a woman, his family, or his clan, has the right to
transfer her to another person for value received or otherwise;
A woman on the death of her husband is liable to be inherited by
another person;

б)

Any institution or practice whereby a child or young person under
the age of 18 years, is delivered by either or both of his natural
parents or by his guardian to another person, whether for reward
or not, with a view to the exploitation of the child or young person
or of his labour.

Crimes related to human trafficking -exploitation in prostitution or
creating conditions for prostitution; involving in prostitution or forced to
continue prostitution, using slave labour, abducting a person, illegal acts
aimed at recruiting citizens abroad, producing and distributing pornographic
or pornographic products using minors, removal of organs, forcing into
begging and involving into criminal activity.
Informational and motivational counselling – counselling aiming at
providing the caller with information and support which help the caller to
make the conscious decision and estimate the resources for behavioural
changes.
Consent – decision of the victim of human trafficking or potential
victim of human trafficking to agree on receiving any social assistance
of rehabilitation and/or reintegration on condition that a person fully
understands the procedure of assistance and the scope of services to be
provided.
Case coordinator – organization (structure) or responsible official
ensuring cooperation between all organizations (structures) assisting
victims of human trafficking.
Country of origin - the country of nationality of a natural person, or
the country of permanent residence or location of a stateless person.
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Violence against women is violation of human rights and a form
of discrimination against women and shall mean all acts of genderbased violence that result in, or are likely to result in, physical, sexual,
psychological or economic harm or suffering to women, including threats
of such acts, coercion or arbitrary deprivation of liberty, whether occurring
in public or in private life.
National hotline on Prevention of Domestic Violence, Human
Trafficking and Gender Discrimination is informational and directory,
consulting, socio-psychological, and legal service, which is an integral part
of the system of identification, assistance and referral of individuals calling
on the hotline (or contacting via e-mail), covering the whole Ukraine.
Victim of trafficking in human beings - any natural person who has
been subjected to trafficking in human beings and who has been declared
a victim thereof in accordance with the provisions of anti-trafficking law.
Needs assessment – process of collection, processing and analysis
of information about the state and life situation of a person, requiring social
services with the aim to identify types and volume of the services, their
effect on coping with difficult situation in life.
Risk assessment – consideration of the risk and protection factors,
like age, health, ethnicity, culture, nationality, religion, social status, place of
residence, life experience etc., in the course of social services provision.
The transfer and receipt of a human being means actions taken
after the act of sale and purchase of a human being, his/her recruitment,
transfer, etc., related to the transfer of actual control over this human being
from one person (group of persons) to another.
Transfer of human being is a change of a person’s place of residence
through his / her transportation and other movement both across the state
border of Ukraine and within the territory of Ukraine.
Hiding a human being is placing a person in a certain room, in a
vehicle, in a certain area, etc., providing him/her with forged documents,
committing a plastic surgery, etc.
Victim in the criminal case is a physical entity who received moral,
physical or material damage as a result of criminal wrongdoing. Thus the
victim of human trafficking is seen as “victim” of a crime from the moment
of the report about the crime or the moment when the criminal proceeding
opened in the case.
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Return or retention of a child who is a victim of trafficking in
children and is a foreigner or a stateless person - set of measures
aimed at ensuring, according to the child’s needs, his/her return to the
country of origin, or the retention in the territory of Ukraine of a child who is
a victim of trafficking in children in the territory of Ukraine and is a foreigner
or a stateless person.
Return of Ukrainian citizens-victims of trafficking in human beings
to Ukraine - set of measures aimed at arranging for the return of Ukrainian
citizens, who have become victims of trafficking in the territory of another
country, to the territory of Ukraine.
Indicator is a sign, a marker, and a qualitative and quantitative
characteristic of the process under study, a phenomenon, a state that
reflects its change in dynamics or deviation from the norms.
Prevention of trafficking in human beings - system of measures
aimed at the discovery and removal of reasons and conditions causing
trafficking in human beings.
Forced pregnancy means:
а)

infringement of person’s will, life and health related to the child
birth abilities, unlawful acts of forced insemination, artificial in
particular;

б)

the use of the reproductive function of a woman’s body through
natural or artificial insemination without her consent and the
subsequent coercion of a woman to bear a child

Forced labour – any labour or services provided involuntarily, under
the threat of punishment, physical or mental violence. Forced labour
might include: domestic work, agricultural work, work at factories and
plants, fishing and woods housekeeping, construction works, public food
enterprises, other spheres, including begging.
Forced marriage is a marriage where one or both spouses get married
involuntarily.
Shelter for the victims of human trafficking (shelter) is a service
of support for victims of human trafficking, providing temporary placement,
social and psychological. Social and medical services and rehabilitation
programme for the victims of human trafficking.
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Experimenting on human being without consent mean the Illegal
performance of biomedical, psychological or other experiments on a human
being, which expose his/her life or health to danger.
Combating trafficking in human beings - system of measures aimed
at the elimination of trafficking in human beings by means of preventing
this phenomenon, fighting it and providing assistance and protection to the
victims thereof.
Procedure to declare the status of a victim of trafficking in human
beings - set of measures when an authorized person, on the basis of
received information and its analysis, compares the elements of the act
committed against the person with the definition of trafficking in human
beings, assesses the likelihood of the commission of such act against the
person and concludes that this person is a victim of trafficking in human
beings.
Slavery is the status or condition of a person over whom any or all of
the powers attaching to the right of ownership are exercised, and “slave”
means a person in such condition or status.
Rehabilitation of a victim of trafficking in human beings - set of
medical, psychological, social, legal and other measures aimed at the
reinstatement of physical and mental welfare and social functions of a
person, who is a victim of trafficking in human beings.
Reintegration of the victim of human trafficking– inclusion of the
victim of human trafficking to the social structures of the country of origin,
building the circle of communication (relatives, friends, neighbours), as well
as social and economic activity in the social life.
Sexual exploitation is a type of labour exploitation of a person in
prostitution or pornography, which should be seen as sexual services
in exchange of money or other remuneration, or in similar spheres (for
instance, in the area of sexualized acts with children, one-time sexual
services to imprisoned people, or other persons) whether this activity is
allowed in this country or prohibited.
Supervision – professional support for specialists providing social
services aimed at copying with professional difficulties, analysis and
elimination of gaps in their work, improvement of the work of the organization,
keeping ethical norms and standards of social services, prevention of
emotional burn-out, ensuring emotional support.
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Labour exploitation – see exploitation of labour.
Trafficking in human beings - settlement of an illegal agreement, the
object of which is a human being, as well as recruitment, transportation,
harbouring, transfer or receipt of a human being for purpose of his/her
exploitation, including sexual, by means of deception, fraud, blackmail,
abuse of a person’s position of vulnerability or by use of force or threat of
use of force, with abuse of power or economic or other dependence of the
victim on another person, which is considered a crime under the Criminal
Code of Ukraine.
Key forms of exploitation of victims of trafficking in human
beings:
•

exploitation in pornographic industry;

•

exploitation in armed conflicts;

•

organs removal;

•

involvement into criminal activity;

•

debt bondage;

•

servitude;

•

forced pregnancy;

•

forced labour or services provision;

•

forced begging;

•

forced marriage;

•

experimenting on human being without consent;

•

sexual exploitation;

•

labour exploitation;

•

adoption with the aim of making profit or exploitation.

Adoption with the aim of making profit or exploitation – legally
bounded admission of a minor child as a daughter or a son to the family
with the aim of its further exploitation in begging, gambling, and signing
agreements on sale and purchase, exchange and other with actual transfer
of the right of ownership of this child to another person.
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Centre of social and psychological rehabilitation shall mean
the facility providing comprehensive assistance (psychological, social,
pedagogical, medical, informational and legal services etc.) to the persons
in difficult situation in life promoting the fast return to normal life.
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ANNEXES

Annex 1. Consultation stages
№
1

2

Consultation stages

Actions of the consultant

Establishing
the •
contact with the caller.
•
Identification
of
the
problem, reasons for the
•
call

Get to know: How can I help you?

Researching the problem •

Listen attentively without interruptions.

•

Listen using exclamations («Yes, yes»,

Find out, if the person made a call earlier,
where and what assistance received
Find out about caller’s expectations

«Of course», «OK», «Good», «Goon»), react
“Is it correct to say, that you…?” “What
effect did it have?”, “What happened
next?”, “What happened before, after
this?”, “Have your received your answer?”
•

Summarize all said and identify specific
issues in the problem of the caller.

•

Continue the thought of the caller: “It
seems you think…. Do you?”

•

Specify details«The situation went like
this…».

•

All consultation it is better to use open
questions. It allows the callers to open
up their feelings better, and helps them
to tell about their situation in a more
appropriate way for the callers. It also
encourages to autonomy in rethinking
the situation and finding solutions
(examples of open questions: “What
happened to you (when, where)?;
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№

Consultation stages

Actions of the consultant
“Describe the situation as you see it?/
examples of closed questions: “Did you
contact the embassy, police?”, “Were you
physically abused?”, “Were you able to leave
you workplace, make calls?”, Did someone
take your passport away?”, “Did someone
threatened you with deportation?”)

3

Steps of assistance

•

Provide information or identify the problem
and discuss possible solutions (help the
caller research actions, steps to be taken:
how? What? When? Why? In what way?
What helped you?)

•

Encourage to actions: “What will be your
first step? What are your solutions?Who
can help you and how?, What are the best,
and the worst solutions, in your opinion?”

Identification of final
problem and possible
solutions

RULE: The consultant always follows the 4 Don’ts Rule:
Don’t give advice! Don’t blame! Don’t teach! Don’t make comparisons!
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Annex 2. Actors assisting the victims of human trafficking
in Ukraine and their competencies
(the text is provided in original
Ukrainian version of publication)
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Annex 3. Map of Referral and Assistance
for the Victims of Human Trafficking
Victim’s report:
On the hotline;
To the local district state administration;
To National Police.

Establish the contact, research the situation, and identify the victim,
assess needs and first aid possibilities, inform about the possibilities to
receive the status of the victim of human trafficking, receive first aid.

Identify of entities to be involved in the assistance.

Research, if the person can make own application for help or assess
the person’s need in support and making different applications to
different institutions to receive assistance and status.

If a person applies for a status on her own, he/she is informed about
the actions and documents to be submitted with status application.
Provide contacts of local administration, National police, centre
of social services for family, children and youth, healthcare, free
secondary aid centres etc.

Inform about the possibility to call again, for example to receive
psychological support on the hotline.
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Annex 4. Declaration of the Status of the Victim
of Human Trafficking (Regulation of the Cabinet of Ministers
of Ukraine # 417 dated May 23 2012)
(the text is provided in original
Ukrainian version of publication)
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Annex 5. Code of Conduct of the Consultants
of the National Hotlines of the CSO “La Strada-Ukraine”

Code of Conduct of the Consultants of the National Hotlines of the CSO
“La Strada-Ukraine” is a document defining the fundamental guidelines
for the hotline consultants in their work, fulfilment of their duties, and
communication with the callers. The document provides the solutions for
moral challenges and guides in making adequate professional decisions of
ethical dilemmas. The Code of Conduct for the consultants of the National
hotlines is based on national experience and international ethical principles
and standards of hotline counselling.
Code of Codecs of the Consultants of the National Hotlines of the CSO
“La Strada-Ukraine” includes:
•

ethical principles of the work of the consultants of the National
hotlines (list of basic ethical ideas and traditions which serve as
grounds for making ethical decision during counselling);

•

ethical norms for the consultants if the National hotlines (basics of
professional activity).

1. Ethical principles of the work of the consultants of the National
hotlines
1.1. Respect to human rights of every person. Every human being is
unique. National hotlines consultants should keep this in mind and allow
no disrespect to the human dignity of the caller. Counselling on the hotline
is not consistent with any direct or indirect coercion of the callers to any
actions, even useful to the caller or his/her social environment.
1.2. Priority of the callers’ interests. All efforts, knowledge and skills of
the National Hotline consultants serve to assist each callerof the National
Hotlines in solving his/her problems.
1.3. Tolerance. The National Hotline consultants are tolerant to the
various emotions of the callers, have the proper level of professional
training, in all circumstances maintain balance and tolerance. National
Hotline consultants accept problems and circumstances of the callers,
regardless of their lifestyle, behaviour, social or national background,
gender etc.
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1.4. Trust and cooperation in search for solutions. The National hotline
consultants cooperate with the callers within their competency, making all
efforts to help them cope with the situations and satisfy their interests.
National hotlines consultants ensure voluntary participation of the caller in
the process of consultation. National hotlines consultants should support
maximum autonomy of the callers in copying with the situation and taking
respective actions. National hotline consultants create friendly atmosphere
of communication with the caller. Trust to the hotline consultants is a key
criterion of effective cooperation.
1.5. Accessibility of the services. National hotline consultants within
their competency support people calling on the hotline with no discrimination
based on sex, age, physical or mental disabilities, social or racial status,
religion, language, political views, sexual orientation.
1.6. Confidentiality. National hotline consultants inform the callers
about confidentiality and why it is important on the hotline. They also
inform the callers on terms for breaking confidentiality. The National hotline
consultants are obligated to keep confidentiality of the callers, which
prevents them from disclosing any information about the caller, except for
the cases when the caller gives his/her consent or when the law requires
such actions.
2. Ethical norms for the consultants if the National hotlines
Ethical conduct norms for National Hotline Consultants are the basis
of their professional work in accordance with common human values and
ethical principles of counselling on the Hotlines.
2.1. Professional ethical conduct
2.1.1. Adhere to the Code of Conduct, comply with the ethical principles
and norms
2.1.2. Strengthen quality and effective counselling on the National
hotlines, master professionalism in counselling; involve volunteers
(voluntary assistants) to fulfilling appropriate tasks.
2.1.3. Take responsibility for the caller within the provisions of this
Code.
2.1.4. Analyse character and reasons of the calls.
2.1.5. Raise level of hotline counselling.
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2.1.6. Acknowledge the priority of the professional responsibility over
your own interests.
2.2. Ethical conduct with colleagues
2.2.1. Recognize different views and forms of practical experience
of colleagues, other specialists, make critical comments and suggestions
concisely and correctly
2.2.2. Give constructive analysis to the professional actions of
colleagues, their professional activity.
2.2.3. Create and systematically use opportunities, conditions for
sharing knowledge, experience and views with colleagues in consulting
at the National Hotlines, specialists in other fields, volunteers in order to
improve your own work practice and enrich the intellectual resources of the
professional group.
2.2.4. Uphold the professional honour and dignity of colleagues to
prevent biased criticism against them and the profession in general.
2.3. Ethical conduct with callers
2.3.1. Respect the personality of the caller and guarantee protection if
his/her dignity, rights regardless of his/her background, sex, age and social
contribution.
2.3.2. Try to understand every caller, clarify all factors of the problem.
2.3.3. Callers’ safety is the key criteria for the work of the National
hotline consultants.
2.3.4. Provide all callers with equal assistance.
2.3.5. Encourage the caller to cooperation based on trust, empathy
and confidentiality.
2.3.6. Acknowledge and respect the aspirations and responsibility of
the caller for decision made.
2.3.7. If the hotline is not able to provide certain service, the National
hotlines consultants are obligated to inform the caller about this situation
and give the caller the right to decide.
2.4. Ethical conduct with partner organizations
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2.4.1. Cooperate with institutions and organizations which intend to
provide consultations on the hotlines, use their experience as the resource
for strengthening the quality of the assistance to the callers.
2.4.2. Support and popularize partner relationships between the
socially active organizations in the community, and society.
2.4.3. Ensure preparation of professional reports and presentation of
these reports to the public through periodic public reviews of the quality,
effectiveness of the services provided.

Annex
To the Code of Conduct of the Consultants of the National Hotlines
of the CSO “La Strada-Ukraine”

The list of consultants familiarized with the Code
This signature confirms the familiarity with the document and agreeing
with the provisions of the Code.

№ Full name

Signature
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Civil Society Organization “La Strada-Ukraine”
Kyiv, 03113, PO box 26,
Phone/fax: +38 (044) 205 36 95
E-mail: info@la-strada.org.ua
National Toll Free Hotline on Prevention of Domestic Violence,
Human Trafficking and Gender Discrimination (free calls)
0 800 500 335 or 116 123

www.la-strada.org.ua

Facebook: @lastradaukraine
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