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 Executive Summary	


The Portland Women’s Crisis Line (PWCL) 
was founded in 1973 to provide support, 
information, resources, and a listening ear to 
survivors of sexual violence.  It was one of 
the first five hotlines of its type in the nation.  
Since that time, PWCL’s services have 
evolved and grown, receiving an estimated 
22,000 calls last year alone on its 24-hour 
hotline.

To learn how others who serve survivors of 
domestic and sexual violence perceive 
PWCL’s services, and to understand their 
thoughts on how to build a more effective 
working relationship, an anonymous, web-
based survey was conducted.  There were 
160 viable respondents, of whom, 135 were 
designated as external partners.  This report 
focuses exclusively on responses from 
external partners.

Key Findings

Partners were asked to describe their stake 
in services provided to survivors of domestic 
or sexual violence, and whether they, 
personally, identify as a survivor of domestic 
or sexual violence.

• The vast majority (81 percent) of 
external partners identified themselves as 
service providers.  Among the 109 
respondents whose agencies provide 
services, nearly two-thirds (63 percent) 
provided more than one kind of service. 

• Among those who provided a response, 
58 percent of respondents identified as a 
survivor of domestic or sexual violence. 

Leaders at PWCL wanted feedback from 
others who serve survivors about their 
perception of the quality of services.

• Among direct services provided by 
PWCL staff and volunteers nearly all 
respondents thought the quality of the in-
person response to sexual assault 
survivors (96 percent), support groups 
(96 percent), and safety planning (91 
percent) was good or excellent.  

• Among the outreach services provided by  
PWCL advocates who specialize in 
working with unique populations nearly 
all respondents indicated that outreach to 
survivors with developmental disabilities 
(94 percent) and to survivors who may 
have worked in the sex industry (92 
percent) was good or excellent. 

• A full quarter (25 percent) of 
respondents who provided comments 
expressed frustration about the availability 
of services as opposed to the quality.  
About one in five (21 percent) comments 
were focused more clearly on the quality 
of services than the quantity available.  
Despite these frustrations well over a 
third (43 percent) of comments were 
positive.  

• Nearly all respondents agreed or strongly 
agreed that the following terms were 
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descriptive of PWCL:  promoting personal 
safety (96 percent), empathetic (95 
percent), confidential (95 percent), 
advocacy (94 percent), empowering (93 
percent), and trauma informed (91 
percent).  Some items appeared on a 
similar survey question in 2012.  Every 
item that was on the 2012 survey 
exhibited more respondents in the 
present study who agreed the term 
describes PWCL, with fewer respondents 
disagreeing.

As part of its recent strategic planning 
process PWCL has begun an initiative to 
become an anti-racism organization, and thus 
inquired of respondents whether they 
thought PWCL is friendly and welcoming to 
people of color, and in turn, how their agency 
ensures its services are equitable to survivors 
from all cultural, racial, and ethnic 
backgrounds.  

• Nearly two-thirds of respondents did not 
know or otherwise could not comment 
on whether they thought PWCL was 
friendly and welcoming to people of 
color.  Among the third of respondents 
who did provide an opinion, more than 
four out of five (87 percent) believed 
PWCL is friendly and welcoming to 
people of color.

• Nearly half (47 percent) of respondents 
who provided comments described one 
or more components of their own 
organization’s infrastructure that supports 
equitable services.  More than a third (37 
percent) of respondents indicated they 
are a culturally specific service provider, 
or partner with one.

Partners were asked their perceptions of 
potential obstacles that might present 
challenges to PWCL, and asked how their 
organization responds to resource 
constraints.

• Above all else, respondents rated 
inadequate shelter space and community 
resources as the most severe obstacle 
faced by PWCL, with more than eight in 
ten respondents (83 percent) indicating it 
is a severe obstacle.

• In 2012, three-quarters (76 percent) of 
survey respondents believed that 
insufficient funding was a severe obstacle, 
rated the most severe obstacle above any 
other.  Just two-thirds (63 percent) 
believed that inadequate shelter and 
community resources was a severe 
obstacle, 20 percentage points lower than 
the present survey.

• Nearly all service providers (94 percent) 
have had to deny services to a survivor at 
some point because their resources were 
exhausted.  More than three-quarters (78 
percent) of respondents indicated they 
have to refuse services at least once each 
week or once each day due to inadequate 
resources.

• Partners who provide shelter or housing 
services are the most strained in meeting 
the needs of all eligible survivors.

• More than eight in ten providers who 
described their office’s protocol indicated 
they refer to another agency or resource 
in some way; a third of providers (34 
percent) indicated they provide some 
type of safety planning and empathy.

• The frequency that partners are unable 
to provide services due to resource 
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constraints was a larger influence on 
respondents’ rating of the quality of the 
crisis line than other important elements.

PWCL will begin sharing information on a 
quarterly basis.  To ensure the information 
meets the needs of stakeholders respondents 
were asked what information they would like 
to receive.

• Of greatest interest, two-thirds (64 
percent) of external partners were very 
interested in receiving regular 
information about caller needs and 
whether they were met or not met.

• Among those who suggested other 
information to share, two of five 
requested additional information about 
the agency or its programs, most of 
whom wanted more information about 
the services provided.

Out of concern by organizational leaders that 
the name “Portland Women’s Crisis Line” 
does not adequately reflect the services 
provided nor the audiences who seek them, 
survey respondents were asked their 
thoughts about the name.

• Forty percent of external partners had 
concerns about the name PWCL.  There 
were no, measurable, regional differences 
in respondents’ concern over the name.

• Almost nine in ten remarks expressed 
concern that the name “Portland 
Women’s Crisis Line” does not 
adequately describe the participants 
served, with the vast majority concerned 
that the name reflects gender bias. 

• Well over half thought an organization’s 
name should communicate the services 
provided. 

Given an opportunity to share in their own 
words how PWCL can improve the way it 
works with respondents’ agencies nearly half 
(48 percent) contributed their thoughts. 

• A number (32 percent) of remarks 
advanced ideas for coordination, 
collaboration, or community events and 
activities.

• Many (28 percent) of these respondents 
provided suggestions around improved 
communications.

• Several (18 percent) respondents 
recommended ways to improve the 
accuracy of information so that PWCL 
can make more appropriate referrals.

Conclusions

Two central themes emerged from the voices 
exchanged in this forum.  First, the impeded 
capacity to serve survivors in need is both 
observed in PWCL by volunteers and staff at 
its sister agencies, and is also felt by them in 
their own work.  Second, the current 
information that PWCL has about its sister 
agencies, and the information that sister 
agencies have about PWCL, is not sufficient 
to meet the needs of survivors with the 
paltry resources that are available.

It should come as no surprise that service 
providers are unable to meet the needs of all 
survivors.  Unfortunately, such severely 
constricted resources leave advocates 
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throughout the system in a bind.  Because the 
scant resources available are widely 
distributed through a number of agencies, 
often the best chance of finding the right 
resource to meet a survivor’s needs is to ask 
another provider.  Improving the breadth and 
depth of knowledge about one another’s 
programs can be a first step in improving the 
efficiency in which agencies can coordinate 
services.  Developing a system to coordinate 
the widely dispersed resources could 
improve the efficiency and accuracy of 
referrals. 

Providing equitable services to survivors of 
color is imperative.  Learning to provide 
equitable services to survivors from all racial, 
cultural, and ethnic backgrounds is a long-
term project.  As the volunteers, staff, and 
leaders at PWCL reach out to learn more 
about other service providers they should be 
prepared to discuss how their agencies are 

able to differentiate service delivery 
according to the unique needs of each 
survivor. 

Several of the ideas and suggestions shared 
by respondents can improve service delivery 
and working relationships with PWCL, and 
also across the network of providers as a 
whole.  This setting can make it difficult for 
any one agency to own some of the ideas and 
projects that will improve and strengthen 
overall service delivery, especially when 
resources for capacity building are even 
thinner than those available to serve 
survivors.  By asking these questions PWCL 
leaders should commit to take action, at the 
very least, on priority issues outlined in the 
strategic plan.  Providers of services to 
support survivors of domestic and sexual 
violence can work together to change the 
overall situation, improving coordination and 
brokering more resources for everyone.
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The Portland Women’s Crisis Line (PWCL) 
was founded in 1973 to provide emotional 
support, information, resources, and a 
listening ear to survivors of sexual violence.  
It was one of the first five hotlines of its type 
in the nation.  Since that time, PWCL’s 
services have evolved and grown, receiving an 
estimated 22,000 calls last year alone on its 
24-hour hotline providing crisis intervention, 
emotional support, information and direct 
connections to other agencies and 
resources, safety planning, and follow-up 
support for those who request it; 
accompanying survivors of sexual assault to 
forensic exams; providing emergency 
transportation and hotel vouchers; facilitating 
survivor support groups; providing 
information and assistance to sex workers, 
houseless survivors, youth survivors, and 
survivors with developmental disabilities; and 
providing education to the community 
through survivor outreach activities, 
community and organizational workshops, 

and other events to learn about social justice 
and the dynamics of domestic and sexual 
violence.

Many of the services provided by PWCL are 
only available because partner and sister 
agencies assist by providing services such as 
emergency food boxes, shelter, mental health 
services, and legal assistance.  The network of 
service providers is broad.  While many 
providers rely on common funding sources 
such as Oregon Department of Human 
Services or Multnomah County, and 
participate in a number of community-wide 
committees and task forces, there is no 
central coordinating body for providers to 
get general feedback from one another.  
Leaders at PWCL value their relationships 
with other agencies that serve survivors of 
domestic or sexual violence and wanted to 
know, 

“How can we work better together?”

 Current Scene	


Domestic and sexual violence include 
intimate partner and family violence, and may 
involve physical, sexual, emotional, financial, or 
other types of abuse intended for coercion, 

or to establish and maintain power over 
another person.

Anyone can experience abuse.
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The vast majority of survivors of domestic or 
sexual violence are women.  In a 2010 study 
by the National Center for Injury Prevention 
and Control, estimates revealed that 27 
percent of women in Oregon have 
experienced rape at some point in their 
lifetime, while 56 percent of women and 19 
percent of men have experienced some 
other type of sexual assault.1  Locally, the 
Gateway Center for Domestic Violence 
Services reported that 95 percent of its 
10,665 visitors seeking services in 2013 were 
women, while five percent of visitors were 
men.2  Those who identify as a gender or 
sexual minority are more likely to experience 
sexual or intimate partner violence than 
others.3  Some people of color are also 
disproportionately represented among those 

who experience intimate partner or sexual 
violence, especially among those who identify 
as as Native American or Alaskan Native or 
Multiracial.4  

Violent relationships that end in homicide are 
a growing concern.  More than 120 family 
members have been murdered by a loved one 
in Oregon and Southwest Washington over 
the last five years.

Statewide, there were 140,637 calls received 
by Oregon’s domestic or sexual violence 
hotlines in 2013, a ten percent reduction 
from the previous year.5  For scale, compare 
this figure to the number of traffic crashes in 
2012 when 49,798 collisions were reported 
to the state.6  There were more than 100,000 
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Chen, and Mark R. Stevens.  “The National Intimate Partner and Sexual Violence Survey (NISVS):  2010 Summary 
Report.”  Atlanta, GA:  National Center for Injury Prevention and Control, Centers for Disease Control and 
Prevention, November 2011, pp. 68-70.

Figures estimating the lifetime prevalence of rape experienced by men are not available from this report.

2 Cheryl L. O’neill.  “Striving to Meet the Need:  Summary of Services Provided by Sexual and Domestic Violence 
Programs in Oregon.”  Salem, OR:  Department of Human Services Child Safety Unit, May 2014, pp. 28-29.

3 Oregon Health Authority, Oregon Public Health Division, Office of Communicable Disease and Epidemiology.  
“Lesbian, Gay, Bisexual, and Transgender Health.”  CD Summary, (Portland, OR) November 20, 2012, p. 1.

4 Black, et al., “The National Intimate Partner and Sexual Violence Survey,” pp. 20, 30-31, 39-40.

5 O’neill.  “Striving to Meet the Need,” p. 4.

6 Transportation Data Section, Crash Analysis and Reporting Unit.  “2012 Oregon Motor Vehicle Traffic Crashes:  
Quick Facts.” Salem, OR:  Oregon Department of Transportation,  August 2013.



more calls for support due to domestic or 
sexual violence than the number of traffic 
crashes during the same time period.7

In 2013, PWCL received 21,897 calls to the 
crisis line, making it the busiest hotline in the 
state.8  This figure represents 16 percent of 
all calls in Oregon, and 43 percent of calls 
received in Multnomah County.

Despite the fact that there are nearly three 
times the number of calls to Oregon’s 
domestic and sexual violence hotlines as 
there are motor vehicle crashes, resources to 
support survivors of domestic and sexual 
violence in their healing are meager.  A 2006 
study of service availability in Oregon found 
that state funds only met less than 40 
percent of survivors’ needs for core 
services.9  Since then a marginal increase in 
funds and new a distribution formula has 
prevented an erosion of state funds to 
support survivors.  However, if state funding 

for domestic and sexual violence intervention 
and prevention were to double, survivors’ 
needs would still not be met.

The lack of funding has resulted in a strain on 
resources felt at PWCL and other agencies 
that serve survivors of domestic and sexual 
violence.  Between 2011 and 2013 service 
providers reported a six percent reduction in 
staff, and corresponding eight percent 
reduction in volunteers.10  More often than 
not, shelters are so consistently full that in 
2013 PWCL cut back its decades-long 
tradition of updating shelter vacancy 
information from three times a day to once a 
day.

Time and again the lack of sufficient 
resources has been observed and measured 
from different perspectives.  A 2011 report 
by the Multnomah County Auditor concluded 
that resources to serve survivors of domestic 
and sexual violence are insufficient, and that 
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8 Rebecca Peatow Nickels.  “PWCL Stakeholder Report:  January to December, 2013.”  Portland, OR:  Portland 
Women’s Crisis Line, January 2014, p. 2.

9 Planning Group.  “Equity Allocation Study.”  Salem, OR:  CPS Unit of Children,  Adults and Families, Oregon 
Department of Human Services and Crime Victims Assistance section of Oregon Department of Justice, June 2006, 
p. 40.

10 O’neill.  “Striving to Meet the Need,” p. 2.



few of the available resources were dedicated 
to outreach, education, and prevention.11  In a 
2012 survey of community partners 
conducted by PWCL, partners observed the 
lack of resources as inadequate funding, 
shelter space and community resources as 
the most pressing obstacles faced by PWCL, 
and in the number of missed calls to its 24-
hour hotline.12  Most importantly, survivors 
have noticed and are affected by the lack of 
resources according to a recent survivor-led 
evaluation released as a companion study to 
the present report.13

It has also been observed through many 
lenses that building deep collaborations 
across service providers in the network of 
agencies that serve survivors is problematic.  
The need for—and the impediments to—
collaboration has been cited in countless 
reports, including the 2011 County Auditor’s 
report, PWCL’s 2012 survey of community 
partners, and a 2012 report to Multnomah 

County describing goals and steps to improve 
access to services for survivors.14

Collaboration is, indeed, one way to leverage 
resources, yet it also requires an expenditure 
of time, and a willingness to put oneself at 
risk.  Nonetheless, as part of its most recent 
strategic planning effort PWCL leaders, staff, 
and volunteers agreed that collaboration and 
strengthening the overall network of 
providers is so important that collaboration 
defines one of its four strategic directions.  
“Collaborating for Systems Change,” among 
other principals, will guide decisions at 
PWCL for the near future.  In this context 
leaders at PWCL have committed to 
soliciting feedback from other service 
providers at regular intervals.

The present study seeks an answer to the 
question, “How can we work better 
together?”

 Procedures	


To learn how other service providers who 
serve survivors of domestic and sexual 
violence perceive PWCL’s services, and their 

thoughts on how to build a more effective 
working relationship, an anonymous, web-
based survey was conducted.  The survey 
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12 A. A. Lund-Chaix.  “Sisters’ Prism:  Survey of Community Partners.”  Portland, OR:  Portland Women’s Crisis Line, 
March 2012, pp. 10, 14.

13 Molly Pringle.  “Survivor-Led Evaluation:  Final Report.”  Portland, OR:  Portland Women’s Crisis Line, July 2012, 
pp. 10-11.

14 “Framework for Improving Access to DV Crisis Intervention and Shelter Services.”  Portland, OR:  Multnomah 
County Domestic Violence Coordination Office, September 12, 2012.



questions were based on findings from 
previous surveys of community members and 
sister agencies, and priorities set forth by 
PWCL’s strategic plan.  The survey contained 
61 discrete-response items, and 11 open-
ended items.  The survey was distributed to a 
snowball sample of providers, vendors, 
funders, partners, and others using 
professional networks and electronic list 
serves of leadership and staff at sister 
agencies, funders, and other organizations 
that serve survivors of domestic or sexual 
violence.  Because the survey was distributed 
through individual networks and responses 
were anonymous the rate that eligible 
providers and others responded is unknown, 
as is the degree of selection bias.

While a similar survey was conducted in 
2012, this study is not longitudinal; it does 
not provide evidence of change over time in 
individual or even community perspectives.  
While many individuals, undoubtedly, 
responded to both the 2012 survey and the 
2014 survey, others, undoubtedly, responded 
to one but not the other.  Together these 
surveys can be thought of as “taking the 
general temperature of a loose community” 
at two different points in time.

There were 160 viable respondents.  
Respondents were considered viable if she or 
he completed enough questions to 
contribute any useful information to the 
collection of voices from community 
partners.  Of the 160 viable respondents, 135 
were designated as external partners, and 25 
were designated as internal partners.  Of the 
135 viable responses from external partners, 
120 completed the survey in full.  This report 
is concerned solely with responses from 
external partners.

External partners were determined by 
respondents who identified as service 
providers or government, corporate, or 
foundation funders.  Those who identified a 
relationship with PWCL not listed among the 
options presented were determined to be 
internal or external individually, based on 
their open-ended response.  Some responses 
did not clarify whether the relationship with 
PWCL was truly internal or truly external.  In 
those cases the respondent was designated 
as an internal partner because of the need to 
distinguish internal voices from external 
voices with some certainty.

 Results	


With the intent to garner information that 
will help build stronger working relationships 
and lay the groundwork for improved 
collaboration, the survey asked respondents 
to share their thoughts about a range of 

topics.  These topics included respondents 
relationships to PWCL and the services their 
agencies provide; their perception of service 
quality; their general impression of PWCL 
and thoughts on equitable services for people 
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of color; challenges faced by PWCL, and their 
own response to similar challenges; the 
appropriateness of the name, “Portland 
Women’s Crisis Line;” and general thoughts 
on improved coordination and collaboration.

Respondents

To get a sense of who respondents were they 
were asked to identify their relationship with 
PWCL, the services their agency provides (if 
appropriate), where their primary office is 
located, and if they themselves identify as a 
survivor of domestic or sexual violence.

Relationship to PWCL

The vast majority (81 percent) of external 
partners identified themselves as service 
providers.  A few identified themselves as 
government, foundation, or corporate 
funders (11 percent) among other 
relationships (see Table 1).

Table 1

Relationship to PWCL Count Percent

Service Provider 109 81%

Funder 15 11%

Individual Donor 7 5%

Event Attendee 5 4%

Volunteer 2 1%

Recipient of Services 2 1%

Other 19 14%

Among the 135 external partners, one in 
eight (13 percent) identified more than one 
relationship with PWCL.  Among the service 
providers three were also funders, six were 
also individual donors, two were volunteers, 

two had received services, four had attended 
events, and five identified another 
relationship with PWCL.

Partners who identified themselves as service 
providers or funding agencies were asked to 
identify their position in their organization.  
Half were direct service providers (49 
percent), while a third were program 
managers or supervisors (34 percent).  There 
were also a small handful of executive 
directors (six percent), fundraisers (three 
percent), and providers who held other 
positions at their agency (eight percent).

Respondent Services Provided

Partners who identified as service providers 
or volunteers were asked to identify the type 
of services their agency provides.  Two-thirds 
(66 percent) of respondents provided 
domestic violence intervention services, 
nearly half (48 percent) provided shelter or 
housing services, and a third (34 percent) 
provided sexual assault intervention services, 
among other services provided (see Table 2).  
A fifth of all respondents provide some other 
type of service in addition to those listed.

Among the 109 respondents whose agencies 
provide services, nearly two-thirds (63 
percent) provided more than one kind of 
service.  Almost half (47 percent) of all 
providers of domestic violence intervention 
services also provided sexual assault 
intervention services.  Conversely, nearly 
everyone (92 percent) whose agency 
provided sexual assault intervention services 
also provided domestic violence intervention 
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services.  Nearly two-thirds (63 percent) of 
domestic violence intervention service 
providers also provided shelter or housing 
services.

Table 2Table 2Table 2

Respondents’ Services ProvidedRespondents’ Services ProvidedRespondents’ Services Provided

N = 109

Total 
Providers

Percent 
Overall

DV Intervention 72 66%

SA Intervention 37 34%

Shelter or Housing 52 48%

Food Assistance 28 26%

Health Care 25 23%

Legal Assistance 20 18%

Addiction Recovery 6 6%

Location

Volunteers and Service Providers were asked 
in what county their primary office is located.  
More than four out of five respondents 
reported their primary office is in the greater 
Portland metropolitan region, including 
Multnomah County (64 percent), Clackamas 
County (12 percent), Washington County 
(nine percent), Clark County, Washington 
(three percent), and Columbia County (three 
percent).  Just over seven percent of 
respondents indicated their office is located 
in the Willamette Valley, including Lane 
County (three percent), Benton County (two 
percent), and Marion, Polk, and Yamhill 
Counties (one respondent each).  In addition, 
there was one respondent each from Hood 
River County and Josephine County.

Survivors

PWCL strives to be survivor-led in all ways 
possible.  Partners were asked, if they felt 
comfortable disclosing, whether they 
identified as a survivor of domestic and/or 
sexual violence.  Among those who provided 
a response, 58 percent of respondents 
identified as a survivor (see Figure 1).  This 
figure represents an increase from 2012 
when half of responding community partners 
identified themselves as a survivor of 
domestic or sexual violence.  Two 
respondents have received services from 
PWCL.

Perception of Services

The purpose of the survey was to elicit 
feedback that would inform improvements to 
services at PWCL, and help improve its 
working relationship with other agencies.  
Respondents were, thus, asked what they 
knew of PWCL’s services, and what they 
thought of the quality of the direct core 

Figure 1

Respondents who Self-Identified as a
Survivor of Domestic and/or Sexual Violence

Yes No

58%
42%

2014

50% 50%

2012
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services, the outreach and advocacy services, 
and the vouchered services.

Nearly all respondents (99 percent) knew 
about information and referral, the 24-hour 
crisis hotline, and safety planning—all core 
services provided as urgent crisis 
intervention (see Table 3).  Nearly as many 
respondents were familiar with other direct 
core services provided by PWCL staff and 
volunteers.  Three-quarters (76 percent) of 
respondents were familiar with the in-person 
response to support sexual assault survivors, 
a service provided by PWCL since its 
inception in 1973.  

Table 3

Knowledge of Service Count Percent

Information and Referral 134 99%

24-Hour Crisis Line 133 99%

Safety Planning 133 99%

Emergency Hotel Vouchers 116 86%

Shelter Bed Checks 112 83%

Support Groups 109 81%

Sexual Assault Response 103 76%

Outreach to Survivors in the Sex 
Industry 91 67%

Outreach to Houseless Survivors 87 64%

Outreach to Youth Survivors 83 61%

Local Cab Vouchers 69 51%

Long Distance Bus Vouchers 65 48%

Outreach to Survivors with 
Disabilities 57 42%

Two-thirds or fewer respondents knew about 
each of the outreach and advocacy services 
provided, with just over four of every ten (42 
percent) respondents knowledgeable that 
PWCL provides outreach services to 
survivors with developmental disabilities, the 
most recent service added to its portfolio.  
Just half of respondents knew that PWCL 
provides voucher-based danger-to-safety 
transportation services.

Quality of Services

To understand partners’ assessment of 
individual services provided by PWCL, 
respondents who knew about services were 
asked their opinion of the quality of each 
service provided.  

Among direct core services provided by 
PWCL staff and volunteers nearly all 
respondents thought the quality of the in-
person response to sexual assault survivors 
(96 percent), support groups (96 percent), 
and safety planning (91 percent) services 
were good or excellent (see Table 4).  About 
four out of five respondents thought the 
information and referral (85 percent), 24-
hour crisis line (79 percent), and shelter bed 
checks (78 percent) were good or excellent.

When a similar survey was conducted in 
2012,  86 percent of respondents indicated 
the shelter bed availability checks were good 
or excellent.  This service was the highest 
rated of all provided by PWCL at that time.  
The current ranking of the perceived quality 
of shelter bed availability checks reflects a 
drop to the second lowest rated service 
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among all provided, the only service to 
reflect a marked fall in its perceived quality as 
well as its relative rank.  For many decades 
PWCL has maintained a list of shelter 
vacancies updated three times a day.  In 
2013, PWCL reduced the number of times 
the shelter list is updated to once daily, 
largely because there are few changes in 
shelter vacancies during the course of a day.  
While these surveys are not a direct 
comparison representing change over time, 
this difference in the perceived quality of 
shelter bed availability checks suggests that 
partners may be feeling the reduced service 
level.

Among direct core services provided by 
PWCL staff and volunteers the perceived 
quality of the in-person response to sexual 

assault survivors experienced the greatest 
improvement since the 2012 survey.  There 
was a 15 percentage point increase in the 
number of respondents rating sexual assault 
response as good or excellent, with a 
corresponding eight percentage point 
decrease in the number of poor or very poor 
ratings.

Also in 2012,  73 percent of respondents 
indicated the 24-hour crisis line was good or 
excellent.  At the time, this rating represented 
second lowest ranked service provided.  
Since then the number of community 
partners rating the hotline as good or 
excellent has increased by six percentage 
points, while the number rating it as poor or 
very poor declined by 10 percentage points.

Table 4

Quality of Direct Core ServicesQuality of Direct Core ServicesQuality of Direct Core ServicesQuality of Direct Core ServicesQuality of Direct Core Services
20142014 20122012

Good or 
Excellent

Poor or 
Very Poor

Good or 
Excellent

Poor or 
Very Poor

Sexual Assault Response
N = 45

96% 0% 81% 8%

Support Groups
N = 24

96% 4% 82% 4%

Safety Planning
N = 79

91% 1% 81% 6%

Information and Referral
N = 105

85% 3% 79% 9%

24-Hour Crisis Line
N = 102

79% 8% 73% 18%

Shelter Bed Checks
N = 86

78% 6% 86% 7%
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Among the outreach services provided by 
PWCL advocates who specialize in working 
with unique populations, nearly all 
respondents indicated that outreach to 
survivors with developmental disabilities (94 
percent), and outreach to survivors who may 
have worked in the sex industry (92 percent) 
was good or excellent (see Table 5).  Nearly 
as many indicated that outreach services to 
houseless survivors (84 percent) and 
outreach to youth survivors (83 percent) 
were good or excellent.  While two thirds of 

respondents knew that PWCL provides most 
of these outreach services, many respondents 
indicated they did know about their quality 
or otherwise could not comment on it.
Since the 2012 survey, the quality of outreach 
to youth survivors was perceived as 
improved more than any other service 
provided.  Ratings of outreach to youth 
demonstrated a 14 percentage point jump in 
the number of good or excellent ratings, and 
a 14 percentage point fall in the number of 
poor or very poor ratings.15

Table 5

Quality of Outreach ServicesQuality of Outreach ServicesQuality of Outreach ServicesQuality of Outreach ServicesQuality of Outreach Services
20142014 20122012

Good or 
Excellent

Poor or 
Very Poor

Good or 
Excellent

Poor or 
Very Poor

Survivors with 
Developmental Disabilities
N = 18

94% 0% — —

Survivors in the Sex Industry
N = 39

92% 3% 77% 9%

Houseless Survivors
N = 43

84% 7% 73% 14%

Youth Survivors
N = 24

83% 0% 69% 14%

Among vouchered services, nearly all 
respondents indicated the quality of the long-
distance bus voucher service (92 percent) 
was good or excellent, and four out of five 

respondents rated the quality of the local cab 
voucher service (83 percent) as good or 
excellent (see Table 6).  Fewer than three-
quarters (71 percent) of respondents 
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indicated emergency hotel voucher services 
were good or excellent.  While emergency 
hotel vouchers represents the lowest rated 
service among all provided, these figures 
reflect an absolute improvement in perceived 

quality since 2012, with a 14 percentage point 
increase in the number of good or excellent 
responses, and a four percentage point 
decrease in the number of poor or very poor 
responses.

Table 6

Quality of Vouchered ServicesQuality of Vouchered ServicesQuality of Vouchered ServicesQuality of Vouchered ServicesQuality of Vouchered Services
20142014 20122012

Good or 
Excellent

Poor or 
Very Poor

Good or 
Excellent

Poor or 
Very Poor

Long-Distance Bus Vouchers
N = 24

92% 4%

80% 11%
Local Cab Vouchers
N = 29

83% 3%

80% 11%

Emergency Hotel Vouchers
N = 65

71% 11% 57% 15%

Over a third (39 percent) of respondents 
offered open-ended comments that explained 
and supported many of these findings.

A full quarter (25 percent) of respondents 
who provided comments expressed 
frustration about the availability of services as 
opposed to the quality.  Among those, almost 
everyone indicated they had difficulty getting 
through on the crisis line, either because of 
the long hold time in the phone queue, or 
because the call went to voice mail, with 
some respondents specifying they never 
receive return calls when they leave a 
message.  While the challenge of getting 
through on the crisis line was cited most 
frequently as a source of frustration, a few 

respondents also commented on the limited 
number of vouchers and shelter space 
available, the reduced frequency of shelter 
bed checks, and concern that limited 
specialized outreach services are insufficient 
for assisting survivors well or infringe on the 
ability to provide core services.

About one in five (21 percent) comments 
were focused more clearly on the quality of 
services than the quantity available.  Some 
respondents expressed frustration that they 
had received inaccurate or inappropriate 
referrals, mismatching survivors with services 
that cannot meet their needs.  A few 
respondents were concerned about 
inconsistency and quality control of services, 

	


PWCL Community Partners 2014	
 11



while two expressed concern that services 
such as safety planning or advocacy may be 
unsafe.

Despite these frustrations well over a third 
(43 percent) of comments were positive.  A 
number of respondents identified the staff 
and volunteers as informed and/or helpful.  
Others described services using terms such 
as valuable, great, or wonderful, with two 
using the term empathetic, and one 
respondent citing recent improvement on the 
ability to get through on the crisis line.

Impression of PWCL

Leaders at PWCL wanted feedback from 
respondents on their general impressions of 
PWCL through two specific frames:  
descriptions based on PWCL’s values and 
customary marks of quality service; and 
openness and equitable services for people of 
color.

Description

To understand partners’ general impression 
of PWCL, respondents were provided with a 
list of general descriptive terms and asked to 
rate how well each fit PWCL.  The list of 
descriptive terms was initially derived from 
responses to open-ended questions on prior 
community surveys, and has evolved in 

“It would help to define quality.  For 
example, PWCL may have a perfectly fine 
system for allocating vouchers, and do it 

with excellent advocacy and service, but if a 
provider knows you don’t have any voucher 
money left after a certain day of the month, 

how can we rank the ‘Quality’?”

response to new feedback and contexts.  The 
terms “empowering” and “survivor led” are 
core values embraced and espoused by 
PWCL leadership, staff, and volunteers.  The 
terms “promoting personal safety”, 
“empathetic”, “confidential”, and “trauma 
informed”, represent specific aspects of 
PWCL’s mission and values that explicate the 
way in which they strive to do their work.

Nearly all respondents agreed or strongly 
agreed that the following terms were 
descriptive of PWCL:  promoting personal 
safety (96 percent), empathetic (95 percent), 
confidential (95 percent), advocacy (94 
percent), empowering (93 percent), and trauma 
informed (91 percent) (see Table 7).  
Somewhat fewer respondents agreed or 
strongly agreed that competent (87 percent), 
accurate information (84 percent), entry point 
(81 percent), and reliable referrals (80 percent) 
describe PWCL.  

Just over three-quarters (77 percent) of 
external partners agreed or strongly agreed 
that survivor led describes PWCL.  Just under 
three-quarters (72 percent) agreed or 
strongly agreed that dependable describes 
PWCL.

As noted above, the list of terms differs from 
those presented in the 2012 survey.  Every 
item that appeared on the 2012 survey 

RESPONDENTS IN 2014 HAD A MORE 

FAVORABLE IMPRESSION OF PWCL 

REGARDING PROMOTION OF PERSONAL 

SAFETY, ADVOCACY, COMPETENCE, ENTRY 

POINT, AND DEPENDABILITY.  
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exhibited more respondents in the present 
study who agreed the term describes 
PWCL, with fewer respondents disagreeing.  
In other words, respondents in 2014 had a 
more favorable impression of PWCL 
regarding promotion of personal safety, 
advocacy, competence, entry point, and 

dependability.  Of note, the number of 
respondents agreeing that advocacy is 
descriptive of PWCL increased by 15 
percentage points; dependable increased by 14 
percentage points; and competent increased 
by 11 percentage points.

Terms to Describe PWCLTerms to Describe PWCLTerms to Describe PWCLTerms to Describe PWCLTerms to Describe PWCL

20142014 20122012

Agree or 
Strongly 
Agree

Disagree 
or Strongly 
Disagree

Agree or 
Strongly 
Agree

Disagree 
or Strongly 
Disagree

Promoting Personal Safety*
N = 116

96% 2% 89% 5%

Empathetic*
N = 115

95% 1% — —

Confidential*
N = 114

95% 3% — —

Advocacy
N = 113

94% 3% 79% 11%

Empowering*
N = 109

93% 2% — —

Trauma Informed*
N = 109

91% 4% — —

Competent
N = 116

87% 5% 76% 16%

Accurate Information
N = 110

84% 4% — —

Entry Point
N = 106

81% 4% 78% 11%

Reliable Referrals
N = 107

80% 5% — —

Survivor Led*
N = 90

77% 3% — —

Dependable
N = 112

72% 13% 58% 19%

* Denotes PWCL core value, or aspect of mission and values that describes the way 
in which staff, volunteers, and leadership strive to work accomplish their work.
* Denotes PWCL core value, or aspect of mission and values that describes the way 
in which staff, volunteers, and leadership strive to work accomplish their work.
* Denotes PWCL core value, or aspect of mission and values that describes the way 
in which staff, volunteers, and leadership strive to work accomplish their work.
* Denotes PWCL core value, or aspect of mission and values that describes the way 
in which staff, volunteers, and leadership strive to work accomplish their work.
* Denotes PWCL core value, or aspect of mission and values that describes the way 
in which staff, volunteers, and leadership strive to work accomplish their work.

Table 7

Respondents’ ratings of the quality of the 24-
hour crisis line, shelter bed availability 
checks, safety planning, and information and 
referral—four of six core services provided 
directly by PWCL staff and volunteers—
mirrored their responses on every 

descriptive term.  In other words, the more 
highly a respondent rated the quality of the 
services, the more likely the respondent was 
to agree that every term was descriptive of 
PWCL.
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While it is impossible to conclude there is a 
causal relationship between the services 
provided by PWCL and the extent that 
respondents believe certain terms describe 
the agency, these findings suggest the overall 
impression of PWCL is closely associated 
with their thoughts about the quality of most 
of PWCL’s core services provided directly by 
PWCL staff and volunteers.  As six of these 
descriptive terms represent PWCL’s mission 
and core values these findings could also 
suggest that the way in which PWCL staff, 
volunteers, and leaders carry out their work 
embodies the values they wish to promote 
through it.

Equitable and Welcoming for People of Color

As part of its recent strategic planning 
process PWCL has begun an initiative to 
become an anti-racism organization.  To learn 
their perception of PWCL’s current state, 
partners were asked whether they believed 
PWCL is friendly and welcoming to people of 
color.  Nearly two-thirds of respondents did 
not know or otherwise could not comment.

Among the third of respondents who did 
provide an opinion, more than four out of 
five (87 percent) believed PWCL is friendly 
and welcoming to people of color (see Figure 
2).

A few (14 percent) partners offered 
additional feedback with their response.  Half 
of the comments inferred that the 
respondent did not have any experiences that 
would suggest PWCL is not friendly and 

welcoming to people of color, but that he or 
she was not in a position to know.  A few 
indicated they were making some 
assumptions, and two disclosed they were 
not people of color and, consequently, not in 
a position to know.  There were several 
mixed responses, with one respondent 
observing different concepts and priorities 
around working with different communities 
who need services, and another 
differentiating what is discussed in principle 
from what actually happens.  Several 
respondents observed that PWCL has had 
few people of color among staff or 
volunteers, with one suggesting that a 
perception held by many in the community is 
that PWCL lacks economic and racial 
diversity.

Partners were, in turn, asked how they 
ensure their organization provides services 
that are equitable for survivors from all 
racial, cultural, and ethnic backgrounds.  Two-

Figures on chart do not sum to 100% due to rounding.

Figure 2

63%

33%

5%

PWCL is Friendly and 

Welcoming to People of Color
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thirds of respondents shared practices from 
their own organization, with many describing 
more than one way their agency supports 
equitable services to all survivors.

Nearly half (47 percent) of respondents who 
provided comments described one or more 
components of their organization’s 
infrastructure that supports equitable 
services.  Many of those respondents 
described staff and volunteer training or 
education in diversity, cultural competency, or 
anti-oppression, with a small number 
specifying their agency cross-trains with 
other agencies that provide culturally specific 
services.  A number of comments focused on 
evaluation, with nearly half of those relying on 
participant or survivor feedback, or self-
evaluation, and a few using “data” or 
“research.”  Several respondents described 
human resource policies or practices that 
prioritize hiring multicultural or bilingual staff.  
Some indicated their agency has a diversity 
committee, while a few stated their agency 
has priorities or policies for equitable 
services, including two who specified that—
like PWCL—diversity, equity, and inclusion 
are part of their organization’s strategic plan.

More than a third (37 percent) of 
respondents discussed measures their agency 
has in place to provide culturally specific 
services.  Either their own agency provides 
culturally specific services, or they partner 
with one or more agencies that provide 
culturally specific services.  Others described 
multilingual materials, resources, or services 

available.  Some discussed specialized 
outreach to specific populations.

Several (17 percent) respondents 
commented that their agency employs a 
racially or culturally diverse, and/or bilingual 
staff or volunteer pool.  While some of these 
comments also confirmed that respondents’ 
agencies have human resource practices to 
ensure a diverse workforce, many did not 
specify that they have established such 
practices.

A few (16 percent) comments described 
elements of organizational culture:  artifacts, 
espoused values, and underlying assumptions.  
A handful of respondents described artifacts
—the tangible and physical evidence of 
organizational culture—such as physical 
layout of space that is welcoming to many 
cultures, or inspirational and inclusive 
imagery.  A few described an overt 
commitment or values to provide equitable 
services to specific populations.  Some 
comments suggested that respondents 
operate by an underlying assumption that 
includes a racially sensitive lens and openly 
discuss culture without hesitation.  Some did 
so by acknowledging gaps in services and 
barriers that might limit access to services 
and attempting to adjust the way services are 

“I feel great pride in the agency with whom 
I work.  They ask cultural questions 

routinely.  They look at the best approach 
for the client culturally when assigning the 
case and throughout the process.  They talk 
about cultural considerations in meetings 

without having a special meeting.”
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provided as appropriate, while others are 
mindful of race and culture when taking and 
assigning cases.

A few partners acknowledged that they 
either did not know or could not make 
assurances that services at their own 
agencies were equitable to survivors from all 
backgrounds, even among some who 
described tangible practices in place to 
support survivors from a diverse range of 
cultures.  Some comments indicated that 
services do not acknowledge differences in 
survivors according to race, ethnicity, or 
culture.

Challenges

To carry out the mission, PWCL leadership, 
volunteers, and staff rely on other agencies in 
the community to provide their services to 
survivors of domestic or sexual violence; in 
turn, they assume that sister agencies also 

rely on PWCL to perform their work 
effectively.  For this reason it was important 
to understand how respondents perceive 
challenges faced by PWCL, and to learn how 
partners respond when they experience 
limits to their own capacity.

Perceived Obstacles

Partners were asked their perceptions of 
potential obstacles that might present 
challenges to PWCL.  Overall, partners rated 
external obstacles more severely than 
internal obstacles.

Above all else, respondents rated inadequate 
shelter space and community resources as 
the most severe obstacle faced by PWCL, 
with more than eight in ten respondents (83 
percent) indicating it is a severe obstacle (see 
Figure 3).  Two-thirds of respondents (64 
percent) identified insufficient funding as a 
severe obstacle (see Figure 4).

Figure 3 Figure 4
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More than one-third of respondents (38 
percent) thought that public denial of 
domestic and sexual violence presented a 
severe obstacle for PWCL (see Figure 5).

Partners perceived external obstacles faced 
by PWC differently in 2012.  At that time 
three-quarters (76 percent) of survey 
respondents believed that insufficient funding 
was a severe obstacle, rated the most severe 
obstacle above any other.  Just two-thirds (63 

Figure 5
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percent) believed that inadequate shelter 
space and community resources was a severe 
obstacle, 20 percentage points lower than the 
present survey.

Among internal obstacles, less than a third of 
respondents (30 percent) indicated the 
waiting time to speak with a crisis responder 
on the 24-hour hotline was a severe obstacle 
encountered by PWCL (see Figure 6).  Other 
perceived internal obstacles were relatively 
minor.  Maintaining current information was 
rated a severe obstacle by just eight percent 
of respondents, and rated a moderate 
obstacle by over half (56 percent).  PWCL’s 
grassroots characteristics were rated as a 
severe obstacle by just five percent of 
respondents, with two-thirds of respondents 
indicating it is not an obstacle at all. 

Partner Services

As many respondents observed, often crisis 
line advocates at PWCL must attempt to 
meet survivor needs when the allotment of 
the most appropriate resources have been 
exhausted for the time period (e.g., 
emergency hotel vouchers or bus vouchers 
that are available on a monthly basis).  To 
understand how often other service 
providers experience a shortage of resources 
respondents were asked how often they are 
unable to provide services to eligible 
survivors because of limited supply or 
because they are already at capacity.  Nearly 
all service providers (94 percent) who 
responded to the questions have had to deny 
services to a survivor of domestic or sexual 
violence at some point.  More than three-
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quarters (78 percent) of respondents 
indicated they have to refuse services at least 

once each week or once each day due to 
inadequate resources (see Figure 7).

Figure 7

How Often Partners are Unable to Serve Survivors Due to Insufficient Resources
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Resource Constraint by Services Provided

Partners who provide shelter or housing 
services were the most overtaxed.  All of 
them indicated they are unable to serve an 
eligible survivor due to capacity limitations at 
least once a month or more often.  More 
than half (57 percent) indicated they cannot 
fulfill services at least once every day, and an 

PARTNERS WHO PROVIDE SHELTER OR HOUSING 

SERVICES ARE THE MOST OVERTAXED.  98 

PERCENT ARE UNABLE TO SERVE AN ELIGIBLE 
SURVIVOR DUE TO CAPACITY LIMITATIONS AT 

LEAST ONCE A WEEK OR MORE OFTEN.

additional 41 percent indicated they were 
unable to meet survivor needs at least once a 
week.

Similarly, providers of domestic violence 
intervention services were also strained in 
meeting the needs of all eligible survivors due 
to limited resources, with nearly everyone 
(94 percent) indicating they have to refuse 
services at least once each month or more 
frequently.  Nearly half (46 percent) indicated 
they are unable to provide services at least 
once every day, while nearly as many (41 
percent) have to refuse services at least once 
every week.
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Substantiating these findings, a few (16 
percent) service providers specified the types 
of services they were most lacking.  Half cited 
a lack of housing or shelter resources.  Other 
services that were in short supply included 
legal assistance, specialized services, language 
support, mental health services, 
transportation, and counseling.  Two 
providers attributed the difficulty in having 
enough resources to serve all eligible 
survivors to having inadequate staff.

Nearly two-thirds (61 percent) of service 
providers described the standard procedures 
they abide by when their agency is unable to 
meet provider needs due to an insufficient 
supply of resources.  More than eight in ten 
providers who described their office’s 
protocol indicated they refer to another 
agency or resource in some way, including 
providing enhanced referrals, warm hand-offs 
in which the advocate places a call to another 
provider and makes a live transfer, contacting 
other agencies on behalf of survivors, and 
problem solving with other agencies.  A 
number of respondents specified that they 
refer to PWCL, while a few indicated they 
refer to 211 or the Gateway Center.  Other 
agencies that providers refer to when they 
are seeking resources include churches or 
faith-based organizations, Clackamas 
Women’s Services, emergency room, SAFES 

“We try to help the survivor through the 
emotions associated with feeling like there is no 
help out there for her.  We do our best to find 

resources, but oftentimes whatever is out there 
is already being utilized by other survivors.”

shelter, community mental health agencies, 
Housing Rights and Resources, and 
networking with agencies in another area.

A third (34 percent) of providers indicated 
they provide some type of safety planning 
with survivors when they are unable to 
provide services because they are already at 
capacity, including discussing alternatives, and 
simply staying on the phone and providing 
empathy until the survivor feels ready to 
move on after the call.

Several providers described being up front 
with survivors about the availability of 
resources or lack thereof.  Others provide 
follow-up and ongoing support, provide a 
motel voucher if appropriate for the 
situation, or provide self-help legal advice.

Resource Constraint in Relation to Perceived 
Crisis Line Quality

The frequency that partners have to deny 
services themselves was related to their 
rating of the quality of several of PWCL’s 
core services provided directly by staff or 
volunteers.  The more often a partner has to 
refuse services, the lower that same partner 
is likely to rate the 24-hour crisis line, shelter 

THE FREQUENCY THAT PARTNERS ARE 

UNABLE TO PROVIDE SERVICES DUE TO 
RESOURCE CONSTRAINTS WAS A LARGER 

INFLUENCE ON RESPONDENTS’ RATING OF 

THE QUALITY OF THE CRISIS LINE THAN 

OTHER IMPORTANT ELEMENTS.
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bed availability checks, safety planning, and 
information and referral.

Among several important influences, the 
greatest predictor of respondents’ 
perceptions of the quality of the crisis line 
was their own difficulty in providing services 
due to resource constraints.  Taken together, 
the type of services partners provide, the 
frequency that partners are unable to serve 
survivors, and whether or not a respondent 
identifies as a personal survivor of domestic or 
sexual violence account for a third (33 
percent) of respondents’ perception of the 
quality of the crisis line.  When holding all 
else constant, providers of sexual assault 
intervention services rated the crisis line an 
average of three-quarters of a point higher 
than their counterparts who did not provide 
sexual assault intervention services.16  In 
addition, with all other things equal, for each 
increase in the frequency that partners are 
unable to meet survivor needs, respondents’ 
rating of the crisis line was reduced by an 
average of a third of a point, over and above 

“Space and funding seem to be a 
common challenge for survivors, which 
at its root has a lot to do with the value 

the public places on serving survivors of 
intimate partner violence, sexual assault, 

sex trafficking, and stalking.”

the effects of other influences.  In other 
words, a partner who has to refuse services 
at least once every day is likely to rate the 
crisis line an average of 1.4 points lower than 
a similar respondent who never has to refuse 
services, resulting in a difference in perceived 
quality from excellent to fair.

Information Sharing

In the interest of transparency and 
accountability to the community who assists 
survivors of domestic and sexual violence 
PWCL will begin sharing information on a 
quarterly basis.  To ensure the information 
meets the needs of stakeholders, 
respondents were asked what information 
they would like to receive.

Of greatest interest, two-thirds (64 percent) 
of external partners were very interested in 
receiving regular information about caller 
needs and whether they were met or not 
met (see Figure 8).  Half of respondents were 
very interested in receiving information 
about call volume patterns such as the peak 

“I’d like to know how you are partnering 
with other providers in the county to 

ensure that Survivors are being provided 
the services that they need.  This should 
not only come from you, but the agencies 

that you partner with.”
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provided by PWCL.  Whether or not respondents identify as a personal survivor of domestic or sexual violence 
was included because of the goal to become survivor-led.  Several other variables were tested, but no statistical 
evidence emerged that indicated it would be appropriate to retain them in the model, nor was there any 
theoretically compelling reason to include them.



time of day or day of the week (50 percent), 
the shelter callback list such as the number of 
survivors waiting and the number who found 
safe housing (49 percent), follow-up advocacy 
provided (49 percent), and the overall call 
volume (46 percent).  

Others were interested in stories about 
survivors who found safe housing (41 
percent), call statistics such as the wait time 
or call length (41 percent), the number of 
abandoned calls (37 percent), and volunteer 
hours (18 percent).

Figure 8

Interest in Information about PWCL

Caller Needs

Call Volume Patterns

Shelter Callback List

Follow-up Advocacy

Call Volume

Stories of Survivors in Safety

Call Statistics

Abandoned Calls
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0% 25% 50% 75% 100%
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In general there were few differences in the 
desire for specific information among 
partners who provide different kinds of 
services, with one exception.  Health care 
providers were more interested in receiving 
information about follow-up advocacy than 
partners who did not provide health care 
services.

A quarter (27 percent) of respondents 
suggested other information they would like 
to learn from PWCL.  Among those who 

suggested other information to share, two of 
five requested additional information about 
the agency or its programs, most of whom 
wanted more information about the services 
provided.  More specifically, several 
respondents wanted more detailed 
information about program implementation 
and operations, including eligibility criteria 
and how referrals are made so they can make 
referrals more accurately.  There was also a 
request for more detailed information about 
the agency structure, and PWCL’s measures 
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to ensure its services are equitable for all 
survivors.

Several respondents requested information 
about program outcomes and other data, 
including information about participants, 
stories about outcomes, caller experiences, 
and what works.  

Some requested information about how 
PWCL partners with other agencies, 
including what it might need from other 
agencies to serve survivors better as a 
community.  

A few respondents were interested in 
information about PWCL’s resources, such as 
donations, fund raising, and specific needs and 
opportunities to contribute, while others 
were interested in PWCL’s vision and goals, 
including benchmarks, and how others in the 
community can support it.

What’s in a Name?

Out of concern by organizational leaders that 
the name “Portland Women’s Crisis Line” 
does not adequately reflect the services 
provided nor the audiences who seek them, 
survey respondents were asked their 
thoughts about the name.  Forty percent of 
external partners had concerns about the 
name PWCL (see Figure 9).  There were no 
measurable regional differences in 
respondents’ concern over the name.

Among respondents who had concerns about 
the name, most articulated why.  Almost nine 
in ten comments expressed concern that the 

name “Portland Women’s Crisis Line” does 
not adequately describe the participants 
served, with the vast majority concerned that 
the name reflects gender bias.  Two 
respondents were concerned the name 
reflects age bias, toward serving adult 
survivors.

A number of respondents were concerned 
that the name does not accurately reflect the 
range of services provided, with several of 
those calling to question what, and by whose 
definition is something a “crisis.”  A handful of 
comments reflected concern that the name 
does not accurately reflect the service area.  

A few indicated the name appropriately 
describes the services provided, even among 
some who had concerns.  One respondent 
cited a negative history tied to the name.

Figure 9

NoYes

40%

60%

Concerned About the Name

“Portland Women’s Crisis Line”
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Nearly two-thirds (63 percent) of 
respondents shared their thoughts on what 
an organization’s name should communicate.  
Well over half thought an organization’s name 
should communicate the services provided.  
Many respondents suggested an 
organization’s name should reflect the 
participants served.  A number of comments 
indicated the name should convey its 
mission, purpose, or vision.  Several also 
suggested an organization’s name should 
relate a value characteristic, including about 
one in five comments that suggested a name 
should communicate inclusivity.  Other values 
or similar characteristics included safety, 
empowerment, freely accessible, hope, 
confidentiality, cultural sensitivity, feminist, 
community, support and strength, survivor 
led, and trust.

Coordination and Collaboration

Given an opportunity to share in their own 
words how PWCL can improve the way it 
works with respondents’ agencies nearly half 
(48 percent) contributed their thoughts. 
A number (32 percent) of remarks advanced 
ideas for coordination, collaboration, or 
community events and activities.  Suggestions 
around coordinating services included 
improving or making more warm hand-offs, 
following up on referrals from other 

“Although it is great to have a name that is 
inclusive, and communicates empowerment 

and safety, there is also value in name 
recognition for organizations that have been 

around a while.”

agencies, and sharing information and 
materials about PWCL’s services with 
partner agencies so they can, in-turn, share 
information about PWCL with their own 
participants.  Some comments advised higher-
level coordination, such as reaching out to 
partner agencies more often, identifying 
unmet needs and working together to fill the 
gaps, partnering with specific types of service 
providers, and participating in community-
wide events and advocacy.  One partner 
proposed holding a community-wide 
domestic violence resource fair so that all 
providers can learn about one another’s 
services and have a space for networking.

Many (28 percent) of these respondents 
offered suggestions around improved 
communications.  Of these, most suggested 
more or more in-depth communication, such 
as providing more frequent check-ins and 
updates about services and community 
resources, or communicating in-person or 
on-site more often.  Others suggested being 
open and ready to learn from and partner 
with other agencies, and pro-actively seeking 
out information from them.  Two respondents 
advocated for a direct line to PWCL for 
other service providers.

“See what we can do together to 
serve the community with 

stronger numbers, as advocates 
working towards the same goal.”
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Several (18 percent) respondents 
recommended ways to improve the accuracy 
of information so that PWCL can make more 
appropriate referrals.  Much of the feedback 
requested that PWCL have more detailed 
information readily available about the 
partner’s agency and services so that pre-
screening can improve and referrals to other 
agencies are always appropriate.  Two 
partners wished to continue receiving direct 
referrals for survivors who have specific 
needs.

A handful (12 percent) of respondents 
wished for increased capacity.  Most of these 
comments expressed interest in 
strengthening the ability to respond to and 
return messages from the crisis line, 
especially during peak calling times.  Others 
were interested in improved availability of 
community resources, outreach advocacy, and 
ability to respond to providers’ service needs 
and requests in a timely fashion.

A few (11 percent) respondents put forth 
suggestions for collective or coordinated 
training, including cross-training with other 
agencies, site visits across agencies, helping 
partners learn how to make appropriate 
referrals to PWCL, and a request for more 

MUCH OF THE FEEDBACK REQUESTED THAT 

PWCL HAVE MORE DETAILED INFORMATION 

READILY AVAILABLE ABOUT THE PARTNER’S 

AGENCY AND SERVICES SO THAT PRE-
SCREENING CAN IMPROVE AND REFERRALS TO 

OTHER AGENCIES ARE ALWAYS APPROPRIATE.

staff and volunteers to be able to participate 
in PWCL’s training program.

Several (16 percent) respondents expressed 
satisfaction in the current working 
relationship their agency has with PWCL 
with no accompanying suggestions, including 
one who simply stated, “Ya’ll rock!”

Additional Themes

Several themes emerged from the survey that 
did not exhibit large numbers of concern or 
interest at this time, but have been expressed 
in previous surveys, during community 
meetings, or other forms of feedback from 
PWCL’s partners.  Their consistent, if low-
grade, manifestation warrants mention.

A few (four percent) respondents expressed 
concern that PWCL transfers its hotline to a 
contracted provider between 11:00 pm and 
7:00 am.  This practice began in 2009 because 
few calls are received over night.  While 
concern about transferring calls over night 
did not emerge as a large issue in this survey, 
in the context of other sources of feedback 
and previous surveys it is an issue that arises 
with some consistency.

“One thing?  I admit, this answer is not 
just one thing.  Here goes:  Pick up 
trucks full of money to open more 
shelters or more varied kinds of 

shelters . . .”
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Three respondents expressed concern over 
duplication of services, including two who 
suggested that PWCL merge with another 
agency.  A third respondent wanted greater 
breadth and depth of knowledge about 
PWCL’s services to look for overlaps and 
opportunities to coordinate service delivery.  
In 2012 only one survey respondent 
suggested that PWCL merge with another 
agency.

Several respondents indicated they did not 
have adequate knowledge of PWCL and 
simply needed more information.  This theme 

“Admittedly, we normally don’t know most of 
what you are doing. . .”

arose a number of times throughout the 
survey, and is evident in such suggestions as 
sharing information more often and in more 
depth about programs and outcomes, 
requests for site visits to partner agencies, 
and training volunteers and staff across 
agencies who may provide any range of 
services to survivors of domestic or sexual 
violence.

Several (14 percent) respondents expressed 
appreciation in responding to one or more 
questions.  Some explicitly named PWCL’s 
work and role in the community.  Others 
appreciated the opportunity to provide 
input.  In addition, in a concluding question to 
detect new issues a handful of respondents 
expressed general accolades for PWCL.

 Conclusions	


Two central themes emerged from the voices 
exchanged in this forum.  First, the feeble 
resources available to serve survivors in need 
is both observed in PWCL by volunteers and 
staff at its sister agencies, and also felt by 
them in their own work.  Second, the current 
information that PWCL has about its sister 
agencies, and the information that sister 
agencies have about PWCL, is not sufficient 
to meet the needs of survivors with the 
paltry resources that are available.

Capacity

With little improvement in state funding 
since the 2006 equity study chronicled its 
deficiency, and recent documentation by 
Multnomah County confirming agencies 
serving survivors of domestic and sexual 
violence operate in a resource-poor 
environment, it should come as no surprise 
that service providers are unable to meet the 
needs of all survivors.  It should, however, be 
alarming that nearly four out of five providers 
have to turn away an eligible survivor at least 
once a week or more often.  When survivors 
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are unable to find urgently needed resources 
their lives may be at stake.

Since the 2012 survey, when about 15 
percent of its 23,000 calls were missed, 
PWCL has taken steps to improve its ability 
to answer the hotline more quickly.  A new 
phone system and an additional incoming line 
have been installed, enabling a better queue 
system that directs fewer calls to voice 
mail.17  The number of volunteers in direct 
service has increased, with between one and 
two FTE (22 to 44 individual volunteers) now 
answering the hotline.  An additional part-
time crisis line specialist now supports 
weekday responses.  Even with these changes 
some calls still go to voice mail, hold times 
can be long, and volunteers and staff are 
challenged to return all messages left on the 
voice mail.

Several respondents were concerned that 
transferring the line to another agency 
overnight, when the call volume is lowest—
and, consequently, the cost per call is the 
highest—causes confusion, or is of poorer 
quality response for the caller.  With the 
challenge of long wait times during peak 
calling hours, leaders at PWCL, in dialogue 
with its sister agencies, must decide whether 
it is of greater priority to bolster capacity 
during the day, when call volume is highest 
and wait times can be long, or at night when 
the call volume is so low that a single agency 

can easily manage the incoming calls of 
multiple agencies.  Increasing capacity at night 
by restoring an in-house crisis responder 
could increase the capacity of the system 
overall by providing a place for other 
agencies to route their line when they do not 
have the resources to fund an overnight 
responder.

While a third (30 percent) of survey 
respondents rated long call wait times as a 
severe obstacle faced by PWCL, 83 percent 
indicated that inadequate shelter space and 
community resources presented a severe 
obstacle.  With 78 percent of respondents 
finding one or more of their resources 
exhausted at least once a week, inadequate 
shelter spaces and other community 
resources is a severe obstacle faced by nearly 
all agencies.

Unfortunately, such severely constricted 
resources leave advocates throughout the 
system in a bind.  Their best options are to 
refer survivors directly or reach out to 
another provider themselves with the hope 
of locating needed resources.  But other 

LEADERS AT PWCL, IN DIALOGUE WITH ITS SISTER 

AGENCIES, MUST DECIDE WHETHER IT IS OF 

GREATER PRIORITY TO BOLSTER CAPACITY DURING 

THE DAY, WHEN CALL VOLUME IS HIGHEST AND 

WAIT TIMES CAN BE LONG, OR AT NIGHT WHEN 

THE CALL VOLUME IS SO LOW THAT A SINGLE 
AGENCY CAN EASILY MANAGE THE INCOMING 

CALLS OF MULTIPLE AGENCIES.
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providers are experiencing the same 
challenges.  In the meantime, there is a lot of 
safety planning and empathy happening.  
While safety planning and empathy are 
crucial, these activities alone are often not 
sufficient to help a survivor solve her or his 
immediate problems.

Because the scant resources available are 
widely distributed through a number of 
agencies often the best chance of finding the 
right resource to meet a survivor’s needs is 
to ask another provider.  However, without a 
system to coordinate resources, making 
referrals or even direct outreach is inefficient 
and error prone, especially with the 
prevalence that providers’ resources are 
depleted.  The shelter bed check system that 
PWCL has used for generations provides the 
community with a current list of shelter 
vacancies in the metropolitan area.  Survivors 
could be better served, and advocates could 
work more efficiently if there was a similar 
system statewide to monitor availability of 
other resources.  Advocates would know on 
a daily basis which agencies have 
transportation vouchers or other crucial 
resources available.

WITHOUT A SYSTEM TO COORDINATE 

RESOURCES MAKING REFERRALS OR 
EVEN DIRECT OUTREACH IS 

INEFFICIENT AND ERROR PRONE.

Information Sharing

Improving the breadth and depth of 
knowledge about one another’s programs can 
be a first step in improving the efficiency in 
which agencies can coordinate services.  The 
second largest frustration with PWCL’s 
services, after its limited capacity, was 
inaccurate information and referrals.  Unless 
sister agencies have much more intimate 
knowledge of one another than PWCL, it is 
likely that others occasionally provide 
incorrect information and make inappropriate 
referrals, even with the best of training, skill, 
intentions, and empathy.  Reducing the error 
rate by getting to know one another, being 
transparent, establishing systems to ensure 
current, detailed program and resource 
information is available to all providers will 
mean that survivors and the advocates 
supporting them will more likely find what 
they need more quickly.  An annual resource 
fair could bring together the diverse range of 
service providers in person, under one roof.  
Each provider could host an open house to 
welcome staff and volunteers at other 
agencies once every three years.  Each agency 
that serves survivors of domestic or sexual 
violence might commit to adding a section to 
their web site written for other service 
providers who need extensive detail about 
services, and about eligibility and screening 
criteria.  These pages could be linked on a 
single web page hosted by PWCL, Oregon 
Coalition Against Domestic and Sexual 
Violence, or Department of Human Services.  
More in-depth information sharing cannot 
solve the problem of limited resources, but it 
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can reduce the energy required to get the 
right resources into the hands of survivors.

One area where some agencies are cross 
training, improving information sharing, and 
improving coordination is in providing 
culturally relevant services to survivors of 
color and survivors who are second language 
speakers.  Census records indicate that 12 
percent of Oregonians do not identify as 
white, suggesting they may identify as a 
person of color or ethnic minority.  In 
Multnomah County 19 percent of the 
population may identify as a person of color, 
while 14 percent was born outside the 
United States, suggesting they may have 
grown up speaking a language other than 
English and socialized under different norms 
of gender, sex, power, and authority.  If the 
calls to Oregon’s domestic and sexual 
violence hotlines are proportionate to the 
state population figures, nearly 17,000 calls 
received around the state were made by a 
person of color.  Almost 10,000 of the 50,550 
calls received in Multnomah County would 
have been made by a person of color under 
this assumption.

Providing equitable services to survivors of 
color is imperative.  In its most recent 
strategic plan PWCL leaders, staff, and 
volunteers prioritized equitable service 
delivery, meaning that while the resources 
and services available to all eligible survivors 
may be the same, the way in which they are 
provided is differentiated according to 
survivors’ unique needs.  Respondents 
offered many important ideas they have in 

place at their own agency.  It was clear, 
however, that learning to provide equitable 
services to survivors from all racial, cultural, 
and ethnic backgrounds is a long-term 
project.  Several respondents prefaced their 
thoughts with “this is a work in progress.”  As 
the volunteers, staff, and leaders at PWCL 
reach out to learn more about other service 
providers they should be prepared to discuss 
how they work differently in a racially and 
culturally sensitive context, and how their 
agencies are able to differentiate service 
delivery according to the unique needs of 
each survivor.

Several of the ideas and suggestions shared 
by respondents can improve service delivery 
and working relationships with PWCL, and 
also across the network of providers as a 
whole, if implemented comprehensively.  This 
setting can make it difficult for any one 
agency to own some of the ideas and 
projects that will improve and strengthen 
overall service delivery, especially when 
resources for capacity building are even 
thinner than those available to serve 
survivors.  By asking these questions PWCL 
leaders should commit to take action, at the 
very least, on priority issues outlined in the 
strategic plan.  The conversation must 
continue.  Providers of services to support 
survivors of domestic and sexual violence can 
work together to change the overall 
situation, improving coordination and 
brokering more resources for everyone.

Let the conversation begin.
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 Appendix	


PWCL Key Staff

Rebecca Peatow Nickels, MSW
Executive Director
503-872-8627

Haley Pursell, MPH
Director of Services
503-419-4353

Molly Pringle
Director of Operations
503-232-9751 ext. 2008

Fawn Livingston-Gray
Volunteer Coordinator
503-232-4176

Jillian Vento
Administrative Assistant
503-232-9751 ext. 111

Ellen
Direct Service Advocate
Specializing in Sex Industry Outreach
503-419-4355/888-235-5333

Monika
Direct Service Advocate
Specializing in working with Survivors 
Experiencing Houselessness
503-872-2053/888-235-5333

Zoë
Direct Service Advocate
Specializing in working with Survivors with 
Developmental Disabilities
503-872-8599/888-235-5333

Katlyn
Crisis Line Specialist
503-235-5333/888-235-5333

Shilpa
Crisis Line Specialist
503-235-5333/888-235-5333

Kirsten
Crisis Line Specialist
503-235-5333/888-235-5333

PWCL’s Four Strategic Directions

• Capacity building for our continued legacy

• Ensuring quality services that meet the community’s needs

• Develop tools to ensure equitable services

• Collaborating for systems change
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Survey Invitations

At least one person affiliated with each of the following organizations received an e-mail 
invitation to complete the survey.  A survey link was also distributed through public list serves, 
including Oregon’s Department of Human Services Child Safety Unit.  Because of the 
distribution method there are likely individuals affiliated with other organizations who also 
received an invitation to complete the survey, and more than one individual at an organization 
may have completed it.  As an anonymous survey no record was kept that could identify 
respondents.

• 211info
• Agape Church of Christ
• Associated Students of the University of Oregon's 

Women's Center
• Bake to Eden Bakery
• Basic Rights Oregon
• Bella Institute of Cosmetology
• Biamp
• Bitch Media
• Bradley Angle
• Catholic Charities El Programa Hispano Proyecto 

UNICA
• Children's Institute of Oregon
• City of Portland Bureau of Environmental Services
• City of Portland Independent Police Review
• Clackamas County A Safe Place
• Clackamas County Human Services
• Clackamas Women's Services
• Cupcake Jones
• Domestic Violence Resource Center
• First Covenant Church
• Forward Together
• Gateway Center for Domestic Violence Services
• Grant High School Amnesty Club
• Green Adaptations
• Hearts + Sparks Productions
• Home Forward
• Human Solutions
• Immigrant & Refugee Community Organization
• Impact NW
• In Other Words Feminist Community Center
• Independence Northwest
• JOIN
• KBOO Community Radio
• Lake County Crisis Center
• Leading Public Affairs
• Legal Aid Services of Oregon
• Leve Northwest
• Lewis & Clark College
• Lifetime Optimization Clinic
• LifeWorks NW
• Marion County District Attorney's Office
• Marta's House - Klamath Crisis Center
• McKenzie River Gathering Foundation

• Melody Ballroom
• Metro East Community Media
• Mid-Valley Women's Resource Center
• Modified Dolls of Oregon
• Multnomah County Aging & Disability Services
• Multnomah County CCSEC
• Multnomah County Developmental Disabilities 

Program
• Multnomah County District Attorney Victim's 

Assistance Program
• Multnomah County Domestic Violence 

Coordination Office
• Multnomah County Mental Health Crisis Line
• Native American Youth Association
• Neighborhood Partnerships
• New Avenues for Youth
• Nonprofit Association of Oregon
• Northwest Auction Support
• On The Move Community Integration
• On Time Accounting
• OnPoint Community Credit Union
• Oregon Abuse Advocates & Survivors in Service 

(OAASIS)
• Oregon Business Journal
• Oregon Coalition Against Domestic & Sexual 

Violence
• Oregon Community Foundation
• Oregon Crime Victims Law Center
• Oregon Department of Human Services
• Oregon Department of Justice
• Oregon Health Authority
• Oregon Health Sciences University
• Oregon Law Center
• Oregon Sexual Assault Task Force
• Oregon Student Association
• Outside In
• Pacific Continental Bank
• Partners for a Hunger Free Oregon
• Partnership for Safety & Justice
• Phone Xchange
• Planned Parenthood of the Columbia Willamette
• Por Que No Taco
• Portland Children's Museum
• Portland Community College
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• Portland Lesbian Choir
• Portland Q Center
• Portland State University
• Portland Women's Foundation
• PQ Monthly
• Project Access NOW
• Project Dove
• ProtoCall Services
• Providence Health & Services
• Raphael House of Portland
• Recovery Association Project Northwest
• Reed University
• Russian Oregon Social Services
• SAFE of Columbia County
• Salvation Army
• Saving Grace
• Self Enhancement, Inc.
• Sexual Assault Resource Center
• Sexual Assault Support Services
• Speaking Out Against Sibling Sexual Abuse
• Spirit Mountain Community Fund

• St. Andrew's Catholic Church
• St. Mary's School
• State of Sound
• The Boeing Company
• The Inn Home
• The Portland Skanner
• Transition Projects, Inc.
• TriMet
• UCP Connections
• United Way of the Columbia Willamette
• Verizon Wireless Hopeline Foundation
• Veteran's Affairs
• Victims Rights Law Center
• Volunteers of America Home Free
• Washington Coalition of Sexual Assault Programs
• Washington County District Attorney's Victims' 

Assistance Program
• Willamette Week
• YWCA of Clark County
• YWCA of Greater Portland
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Partner Agencies for Equitable and Inclusive Services

Survey respondents were asked to share their ideas about organizations PWCL should partner 
with to ensure services are equitable and inclusive of survivors from all racial, ethnic, and 
cultural backgrounds.  These were the suggestions that emerged.

Specific Organizations or Projects

• 211info
• Adelane Mujeres
• Abuse Recovery Ministry & Services (ARMS)
• Asian Pacific American Network of Oregon (APANO)
• Avel Gordly Center for Healing at OHSU
• Basic Rights Oregon Racial Justice and Transgender Justice Programs
• Black Portlanders
• Bradley Angle Healing Roots Center
• Catholic Charities
• Centro Cultural
• Coalition of Communities of Color
• Conexiones Center for Multicultural Counseling and Trauma Healing
• Disability Awareness Resource Team (DART)
• Domestic Violence Resource Center (DVRC) Spanish speaking counselors
• El Programa Hispano Proyecto UNICA (Un Neuvo Inicio para Concluir el Abuso)
• Equity Foundation
• Immigrant and Refugee Community Organization (IRCO)
• Latino Health Coalition
• Latino Network
• Legal Aid Services of Oregon (LASO)
• Multnomah County Aging and Disability Services (ADS)
• Native American Rehabilitation Association of the Northwest (NARA)
• Native American Youth and Family Center (NAYA)
• Oregon Coalition Against Domestic and Sexual Violence (OCADSV)
• Outside In
• Planned Parenthood Columbia Willamette (PPCW)
• Portland Black Chapter of Parents, Families & Friends of Lesbians and Gays (PFLAG)
• Q Center
• Russian Oregon Social Services (ROSS)
• SAGE:  Sexual and Gender Equity Task Force, Portland State University
• Self Enhancement, Inc.(SEI)
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• Sexual and Gender Minority Youth Resource Center (SMYRC)
• South Asian Women’s Empowerment and Resource Alliance (SAWERA)
• TransActive Gender Center
• Urban League of Portland
• Women of Color (WOC) Policy Network

Categories of Organizations

• Any community resource
• Blind or vision impaired serving groups
• Churches and Faith-based organizations (e.g., Russian Orthodox Church, Spanish language 

churches)
• Civic groups
• Community specific and Culturally-specific organizations not traditionally identified with 

domestic or sexual violence
• Culturally specific domestic or sexual violence response agencies
• Deaf or hearing impaired serving groups
• Domestic violence advocacy agencies
• GLBTQ communities of color
• Local businesses that represent a range of cultures
• Local immigrant and refugee organizations
• Promotoras / Lay health care workers
• Schools and Universities
• Transgendered and gender non-conforming
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(Suggested partner agencies continued)



Technical Notes

Table 8Table 8Table 8Table 8Table 8Table 8

Predictors of Respondents’ Perception of the Quality of the 24-hour Crisis LinePredictors of Respondents’ Perception of the Quality of the 24-hour Crisis LinePredictors of Respondents’ Perception of the Quality of the 24-hour Crisis LinePredictors of Respondents’ Perception of the Quality of the 24-hour Crisis LinePredictors of Respondents’ Perception of the Quality of the 24-hour Crisis LinePredictors of Respondents’ Perception of the Quality of the 24-hour Crisis Line
UnstandardizedUnstandardized Std. Error β t-value Significance

(Constant) 4.03 0.38 0.00 10.65 0.00
Domestic Violence Intervention Provider -0.40 0.36 -0.16 -1.12 0.27

Sexual Assault Intervention Provider 0.79 0.26 0.38 3.07 0.00

Frequency Capacity is Exhausted -0.35 0.11 -0.39 -3.04 0.00

Survivor -0.03 0.29 -0.01 -0.10 0.92
R2 = .33 (adjusted = .27), SE = .87, F = 5.9, p < .01R2 = .33 (adjusted = .27), SE = .87, F = 5.9, p < .01
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24-hour support and information:

	
 	
 (503) 235-5333
	
 	
 (888) 235-5333

Portland Women’s Crisis Line
PO Box 42610

Portland, OR  97242
(503) 232-9751
http://pwcl.org


