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T

he third phase of the INDOORS project was
carried out between January 2013 and
December 2014 in partnership with nine
organisations in nine member states of the
European Union: Austria, Bulgaria, France,
Finland, Germany, Italy, the Netherlands,
Portugal and Spain.

Favour community engagement and
community-based mobilisation through peer
participation, while facilitating a horizontal
exchange of knowledge and experience.
Favour the transferability of experiences
and capacity building to increase the
efficiency and impact of actions undertaken.

The main aim of the project was to reduce
the exposure of female indoor-based sex
workers to risks and violence by promoting
their empowerment at a grass-roots level.

Favour networking at local, national and
European levels in order to strengthen the
impact and dissemination of actions carried
out by the INDOORS project.

The INDOORS III objectives

The INDOORS III products

Spread and optimise the use of new
technologies in order to:

Flexible use of information
technologies

- adapt to the actual trends within the
European sex industry

Development and implementation of
information and communication technologies
in outreach, advocacy and empowerment

- reach out to indoor-based sex workers who
are less accessible
- counsel, even anonymously, sex workers
on health, legal and social issues on a large
scale

Advocating for the rights of sex workers
Developing campaigns to sensitise the general
public, policy makers and authorities

Develop strategies to reach indoor-based
sex workers, in particular those who work in
hidden places, are more exposed to risk and
are more vulnerable.

Peer education in sex work
A guide on the development and
implementation of peer education
methodologies within the context of sex work
in eight European countries

Create and maintain contact with indoorbased sex workers by informing and
supporting them in order to reduce isolation.

Empowerment through rights awareness

Enhance the group's knowledge, access to
services, rights and legal protection through
information and practical advice.

Manual on the empowerment of sex workers
through the promotion of equal access to rights
and legal protection

Tackle the issue of sex workers' rights by
carrying out awareness campaigns aimed at
the general public and, indirectly, potential
clients and professionals who work with and
for sex workers.

Outreach in indoor sex work settings
2013 – 2014 | A report based on the mapping
of the indoor sex work sector in nine European
cities, contextualised by national overviews

Sensitise and assist professionals in
establishing adequate services for sex
workers who are victims of violence.

The INDOORS products are available
at www.indoors-project.eu and at the
partners' websites.

Provide an updated overview of the needs
expressed by the target group in order to
facilitate a proactive adaptation of services.

The main coordinator of the
INDOORS project is the French organisation
Autres Regards.

Provide an overview of the realities
of the indoor sex work scene in nine
European cities, namely: Amsterdam, Genoa,
Hamburg, Helsinki, Madrid, Marseille, Porto,
Sofia and Vienna.
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consultation on issues concerning
prostitution, sex work and trafficking in
human beings.

Partners

Pro-tukipiste
Vilhonkatu 4B 20
00100 Helsinki, Finland
Tel.: +358 9 2512 73 0
Fax: +358 9 2512 73 88
toimisto@pro-tukipiste.fi
www.pro-tukipiste.fi

AUSTRIA | LEFÖ
Since the early 1990s, LEFÖ has offered
counselling and support for migrant women
doing sex work in Austria, and has actively
lobbied for the legal and social recognition of
sex workers. Since 1995, LEFÖ has been part
of the European research and support
network known as TAMPEP (European
Network for HIV/STI Prevention and Health
Promotion among Migrant Sex Workers).

FRANCE | Autres Regards
Autres Regards is a community-based
organisation located in Marseille that has
worked with and for street-based sex
workers of all genders since 1995. The
organisation works on the prevention of
HIV/AIDS and STIs, health promotion, the
improvement of access to health services and
fundamental rights for sex workers. In
January 2009, Autres Regards extended its
activities to indoor-based sex workers.

LEFÖ | Counselling, education and
accompaniment for migrant women
Kettenbrückengasse 15/4
1050 Vienna, Austria
Tel.: +43 1 581 18 81
Fax: +43 1 581 18 81 14
tampep@lefoe.at
www.lefoe.at

Autres Regards
3, rue de Bône
13005 Marseille, France
Tel.: +33 4 91 42 42 90
contact@autresregards.org
www.autresregards.org

BULGARIA | HESED
HESED was founded in 1998 as a successor
of the first organisation working in the field
of HIV/AIDS prevention in Bulgaria. The
organisation aims to create opportunities for
individual and community development,
promote health and social well-being and
develop and promote effective approaches
for the successful integration of
disadvantaged communities. The foundation
established, and still offers, outreach services
for community mobilisation and psychosocial support for vulnerable groups.

GERMANY | Ragazza
Ragazza is an NGO that has offered support
and counselling for drug-using outdoorbased female sex workers in Hamburg since
1991. The organisation offers a secure place
for the target group, including warm meals,
overnight accommodation, a consumer room,
needle exchange services, counselling on
health and social issues and accompaniment
to public health services. Ragazza carries out
outreach activities, harm reduction
interventions and advocacy work for the
rights of drug-using sex workers.

HESED | Health and Social
Development Foundation
nd
70 Tzaribrodska str., 2 floor, office 4
1309 Sofia, Bulgaria
Tel.: +359 2 851 8108
Fax: +359 2 953 3455
prohealth@hesed.bg
www.hesed.bg

Ragazza e.V.
Brennerstr. 19
20099 Hamburg, Germany
Tel.: +49 40 39 909 303
Fax: +49 40 2805 5033
ragazza@w4w.net
www.ragazza-hamburg.de
tampep.germany@gmail.com

FINLAND | Pro-tukipiste
Pro-tukipiste ry was founded in 1990, and is
a registered non-profit organisation that
promotes sex workers' rights and offers
professional low threshold social support,
healthcare services and legal advice for sex
workers in the Helsinki and Tampere
regions. Services are free of charge and
anonymous, as well as politically and
religiously independent. As a nation-wide
expert organisation, Pro-tukipiste also offers

ITALY | Le Graziose, CDCP Genova
Le Graziose was created in 2007 as the
Genoese branch of the Committee for Civil
Rights of Prostitutes (CDCP – ONLUS), which
was founded in 1982. It is a non-profit
association that promotes the civil and
human rights of sex workers, offers
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counselling on sex work-related issues,
implements empowerment strategies for sex
workers and is involved in projects against
the exploitation and trafficking of human
beings. Le Graziose also supports campaigns
on HIV/AIDS, STIs and harm reduction
interventions.

strategies, and principles of citizenship and
human rights. APDES implements national
and EU projects that seek to promote sex
workers' rights and improve sex workers'
working conditions.
APDES | Agência Piaget
para o Desenvolvimento
Alameda Jean Piaget, n°100
4411-801 Arcozelo
Apartado 1523
Vila Nova de Gaia, Portugal
Tel.: +351 227 531 106
info@apdes.pt
www.apdes.pt

Le Graziose
Via della Maddalena 11A
16100 Genova, Italy
Tel.: +39 333 1558473
legraziosedigenova@hotmail.it
www.lucciole.org

NETHERLANDS | TAMPEP International
Foundation

SPAIN | Hetaira
The Colectivo Hetaira was founded in 1995
as the initiative of a group of female sex
workers and women from other working
sectors, as a means to fight social
stigmatisation and as an instrument for sex
workers to defend their rights. The
association has since then been a reference
point for the defence of sex workers' rights to
work in peace, to organise themselves, to
unionise, to contribute to a state pension,
and to be free to denounce physical
aggressions.

The TAMPEP International Foundation carries
out EU and international projects concerning
migrant and national sex workers' health and
well-being, sex workers' rights, advocacy and
health promotion. TAMPEP was founded in
1993 and started out as a regional network.
TAMPEP currently leads a network of
community-based service providers operating
in 28 European countries and is a member of
the Global Network of Sex Work Projects and
ICRSE (International Committee on the Rights of
Sex Workers in Europe).

Colectivo Hetaira
c/ Fuencarral, 18, 4° F.
28004 Madrid, Spain
Tel.: +34 915 232 678
hetaira@colectivohetaira.org
www.colectivohetaira.org

TAMPEP International Foundation
Eerste Helmersstraat 17-B3
1054 CX Amsterdam, The Netherlands
Tel.: +31 20 692 6912
tampep@xs4all.nl
www.tampep.eu

The red umbrella
is the symbol for
sex workers' rights
around the world.
It is used in images
and during
public demonstrations.
It has been
a worldwide
symbol since 2001,
when it was used
for the first time
by sex workers
during a
demonstration
at the
Venice Art Biennale,
as part of
an art installation
of the Slovenian artist
Tadej Pogačar.

PORTUGAL | APDES
APDES is a non-profit organisation that was
founded in 2004. APDES promotes
sustainable development among vulnerable
communities and populations (drug users,
migrants, sex workers, unemployed persons)
through the improvement of access to health
services, employment and education, thus
seeking to empower these populations and
reinforce social cohesion. Its interventions
are based on action-research principles,

participatory
methodologies
, proximity
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1 Description
of the process
FLEXIBLE USE OF INFORMATION TECHNOLOGIES
The intention of this publication is to explore ways
of applying information and communication
technology (ICT) in outreach work, advocacy,
empowerment and beyond, with the work done by
the INDOORS partners serving as an example of
planning, development and implementation,
followed by an evaluation of the methods used and
a discussion of future directions for ICT tool use.

T

here has been a vast shift from outdoors-based work to indoors venues
within the sex work scene. This has moved some segments of sex work
directly onto the web, which has also begun to play an increasingly
significant role in communication and the advertisement of sexual services.
This makes the internet an important field for service provision and
community-based activities.
Advocacy and empowerment have also increasingly begun to take place in
virtual environments. The internet makes it possible to draw attention to
issues quickly and globally. Social media is a remarkable medium for
policymaking and advocacy. It is also a democratic media channel: it does
not require vast capital or power to garner attention or promote topics
that one finds important. It is additionally an effective way to share
information. The other side of the coin is that there can be an information
overload, and visibility does not necessarily mean anything more than brief
publicity without social impact.
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Objectives & framework of the workstream1

O

utreach work is one of the most appropriate methods for reaching
marginalised groups. The traditional outreach work environment consists
of public settings, such as streets and parks. The shift from outdoor to
indoor sex work settings is not new, yet it has still been difficult for service
providers to reach sex workers working indoors to offer health promotion
materials and legal support. The main aim of the INDOORS project was
thus to reduce the exposure of female indoor-based sex workers to risks
and violence by promoting their empowerment at a grass-roots level. On
an operational level, this meant developing feasible strategies and work
methods to achieve this goal.
Political changes at the national and European levels have been
multifaceted. Repressive prostitution and migration policy, together with
technological development, have made the sex work scene clandestine and
hard to reach. These trends emphasise the urgent need to update both
outreach and advocacy tools so that they also cover so-called virtual
environments.
Internet-based outreach methods are successfully being used with various
groups that are not visible in regular outreach settings. These methods
enable better service provision, as internet-based services can address
issues that are often avoided during face-to-face contact. For example, the
internet can serve as a good venue for the anonymous discussion of
sensitive issues, such as violence.2
Internet-based services are also cost-effective, but they require special
skills and codes of conduct.
The objectives of this workstream were thus:

 To generalise the use of virtual tools as an effective way to reach indoor
sex workers

The INDOORS III project was divided into five thematic areas of work, or "workstreams," named as
follows: "Flexible use of information technologies to reach hidden groups" (workstream 1) ,
"Awareness-raising campaign" (workstream 2), "Peer education in sex work" (workstream 3),
"Empowerment through equal access to rights and legal protection" (workstream 4) and "Outreach
activities and local mapping" (workstream 5). This document is the final product of workstream 1,
and all subsequent mentions of "workstream" refer to workstream 1 unless otherwise specified.
2 Jaana Kauppinen: Does it make sense? SIT outreach on the internet. E-health Policy paper, 2011
Correlation Network; http://www.correlationnet.org/images/stories/pdfs/products_corr2/ehealth_paper_web.pdf
1
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To favour the capitalisation of experience through a cross-partner
training in online intervention strategies (social media, virtual peer forum,
blogs, twitter, chat, campaign banners)
The structure of the workstream was divided into two parts:

1. ICT skill building and strategy development
2. Implementation of ICT tools in outreach activities and the
empowerment workstream (workstream 4)
During the first year, the focus was mainly on skill building, planning
and beginning implementation. Although all of the partners had
previously used some ICT tools, the common starting point was that ICT
tools were being underutilised by the INDOORS network members.
Different partners had different skills, establishing the groundwork for
mutual sharing and cross-partner training.

Objectives and activities
OBJECTIVES
 to generalise the use of virtual tools
 to favour the capitalisation of experience through a cross-partner training
YEAR 1 | 2013
TRAINING 1 |1.5 days

FORUM

STRATEGY

 introduction to
available tools

 internal
communication

 detailed plans/partner

 learning to use
online outreach tool
(SIT)

 sharing

 what, why, for whom, by
whom, how, when

YEAR 2 | 2014
FUTURE,
SUSTAINABILITY

EVALUATION

IMPLEMENTATION

 did the tools work

 guidelines

 were the
objectives achieved

 empowerment,
advocacy, rights
 outreach
 follow-up TRAINING 2 |
1 day
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 The project structure
1. Training
The first training was a one-and-a-half day session during the first
coordination meeting in Helsinki in February 2013. Pro-tukipiste prepared
and implemented the training, sharing the organisation's methodology for
contacting sex workers and conducting advocacy and PR work via
information and communication technologies. The training was a practical
introduction to different tools for web work, including: the Social Intervention Tool (SIT, an online outreach tool), chat rooms, blogs, YouTube,
Twitter and Facebook.

2.

Creation of a common platform | THE FORUM
After the first training, a virtual coffee room, or forum, was created by Protukipiste for future mutual online sharing and counselling. The purpose of
establishing such a virtual exchange platform was to facilitate simplified
communication on good practices and challenges encountered during the
implementation process.

3. ICT strategy
After the first training, each partner adapted the tools to their own reality
and prepared their own strategy for internet outreach and/or online
counselling according to their local context, capacity and possibilities for
using online tools. Every partner thus began testing different tools to see
what was more adaptable and efficient.

4. Implementation of the tools
Implementation of the strategies developed (based on the use of
information and communication technologies) continued throughout the
activities of the INDOORS project's workstream 4 ("Empowerment through
equal access to rights and legal protection") and workstream 5 ("Outreach
activities and local mapping").
The partners who planned on using ICT for their project activities
implemented the strategies that they had developed. The skills that the
INDOORS network members had before the workstream began constituted
basic internal knowledge capital and functioned as a point of departure.
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Partners who were already familiar with the tools provided help/ counselling for other partners who were just beginning, mainly via the forum.
A second training took place during the second coordination meeting in
Porto. This training generated feedback on the commencement of
implementation. Partners discussed the difficulties and successes that they
had encountered, and the more experienced partners helped resolve
problems or practical/methodological questions, thereby enabling close
monitoring of the start-up process.

5. Evaluation and future potential
Towards the end of the second year, all partners evaluated the shortcomings and successes of their strategies and tools, and discussed other
uses for ICT tools as well as their potential implementation in the future.

ICT elements of the workstream

I

CT, which stands for Information and Communication Technology, is an
umbrella term that includes any communication device or application, such
as radio, television, cellular phones, computer and network hardware and
software, and the services and applications associated with them. Almost
all service providers and activists use some ICT tools in their activities and
communication.

 ICT tools used by the INDOORS partners
ICT tools are in the most basic sense technology that is used for communication. At the start of the project, the INDOORS partners were already using
multiple ICT tools for various purposes, from the sharing of information to
advocacy and outreach. These tools included:

 HOMEPAGE | A homepage is the primary page of a website, and features an
overview of all other main topic pages available on the site. A website's
homepage will typically be used to explain the aim of the website, guide
users in finding the information they are seeking, and simplify the search
process.
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 ELECTRONIC NEWSLETTER |

An electronic newsletter is a regularly
distributed publication that is devoted to the main topics of interest to its
subscribers. Electronic newsletters usually include news and upcoming
events of the related organisation, as well as contact information.

 ELECTRONIC MAILING LIST |

An electronic mailing list allows the
widespread distribution of information via email. It is similar to a
traditional mailing list, which is a list of names and addresses kept by an
organisation for sending its members publications, but typically refers to
four things: a list of email addresses, the people ("subscribers") receiving
email at those addresses, the publications (email messages) sent to those
addresses, and a reflector, which is a single e-mail address that, when
designated as the recipient of a message, will send a copy of that message
to all of the subscribers.
In most mailing lists, individuals can subscribe or unsubscribe themselves.
The key advantage of a mailing list is that new messages are delivered to
subscribers' inboxes directly and immediately.

 FACEBOOK | Facebook is an online social networking service that allows
registered users to create a personal profile, add other users as friends,
exchange messages, post status updates and photos, and receive
notifications when others update their profiles. Users can also join
common-interest user groups, which cover a wide range of themes. In
addition, organisations can create their own pages on Facebook, which can
then be subscribed to or "followed" by registered Facebook users for
regular updates.

 TWITTER | Twitter is an online social networking and microblogging service
that enables users to send and read short 140-character text messages,
called "tweets." Registered users can read and post tweets, but
unregistered users can only read them. Users access Twitter through the
website interface, SMS, or mobile device application. Tweets are publicly
visible by default, but senders can restrict message delivery to just their
followers. Users may subscribe to other users' tweets – this is known as
"following" and subscribers are known as "followers."
Users can group posts together by topic or type by use of hashtags – words
or phrases prefixed with a "#" sign. Similarly, the "@" sign followed by a
username is used for mentioning or replying to other users.
To repost a message from another Twitter user, and share it with one's
own followers, the retweet function is symbolised by "RT" in the message.
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A word, phrase or topic that is tagged at a greater rate than other tags is
said to be a "trending topic." Trending topics become popular either
through a concerted effort by users, or because of an event that prompts
people to talk about a specific topic.

 BLOG | A blog is a discussion or informational site published on the internet,
consisting of distinct entries known as "posts." Blogs can be the work of a
single individual or a group, and tend to have a central theme but can cover
multiple subjects. A majority of blogs are interactive, allowing visitors to
leave comments and even message each other. Many blogs provide
commentary on a particular subject, while others function as personal
online diaries.

 INSTANT MESSAGING | IM | Instant messaging is a type of online chat
that offers real-time text transmission over the internet between two
parties, when each user chooses to complete a thought and select "send."
More advanced instant messaging can add file transfer, voice chat, or video
chat. Each modern IM service generally provides its own client, either a
separately installed piece of software (such as Skype), or a browser-based
client (such as the chat features enabled by Hotmail or Gmail). These
usually only work with the supplier company's service, although some
allow limited function with other services.

 CHAT ROOM |

The term chat room typically describes any form of
simultaneous conferencing occurring between multiple parties. The
primary use of a chat room is to share information via text with a group of
other users. The ability to converse with multiple people in the same
conversation is the main characteristic that differentiates chat rooms from
instant messaging programmes, which are more typically designed for oneon-one communication. The users in a particular chat room are generally
connected via a shared interest or other similarity.

 INTERNET FORUM | An internet forum, sometimes also referred to as a
message board, is an online discussion site where people can hold
conversations in the form of posted messages. They differ from chat rooms
in that messages are often longer and are at least temporarily archived. A
discussion forum is tree-like in structure: a forum can contain a number of
sub-forums, each of which may have several topics.
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Within a forum's topic, each new discussion started is called a thread, and
can be replied to by as many people as so wish. Depending on the forum's
settings, users can be anonymous (an open forum), or have to register (a
closed forum), and then subsequently log in to post messages. On most
forums, users do not have to log in to read existing messages.

 WEB BANNERS | A web banner is a form of online advertising that entails
embedding an advertisement into a web page, and is intended to attract
traffic to a website by linking to the website of the advertiser. Web banners
function the same way that traditional advertisements are intended to
function: notifying consumers of the product or service and presenting
reasons why the consumer should choose the product in question.

 YOUTUBE | YouTube is a website that allows users to upload, view, and
share videos. Content includes movie clips, TV clips, and music videos, as
well as video blogging, short original videos, and educational videos. Most
of the content on YouTube is uploaded by individuals, but corporations and
other organisations offer some of their material via YouTube as well.
Unregistered users can watch videos, and registered users can upload an
unlimited number of videos.

 SMS | Short Message Service (SMS) is a text messaging service component of
phone, web, or mobile communication systems. In principal, it allows fixed
line or mobile phone devices to exchange short text messages. However,
traditional SMS is becoming increasingly challenged by alternative
messaging services available on smart phones with data connections.

Before the first cross-partner training, the use of ICT tools
was measured via questionnaire across three areas of
application: general communication, empowerment and
outreach. The questionnaire provided the partners with a
list of ICT tools and asked them to select the tools that they
were using for each of those purposes.
Based on each organisation's responses, the table below is a
tally of the INDOORS partners' ICT tool use across the areas
mentioned: general communication, empowerment, and
outreach.
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Overall ICT tool used by the INDOORS partners
9 organisations

General
communication

Empowerment

Outreach

Homepage

9

5

3

Facebook

6

4

2

Twitter

1

1

0

Blog

3

3

1

Chat online

1

2

3

SMS

3

2

5

Other mobile apps

3

5

4

YouTube

1

1

0

Banner

2

1

2

Skype/Messenger

2

1

0

Chat forum (open/closed)

2

4

3

Mailing list

6

6

5

No ICT tools

0

0

2

All partners had a homepage for general communication. Facebook and
mailing lists were also used in this manner. Mailing lists were the most
common form of empowerment tool, but it is worth noting that many other
internet-based and mobile services were already in use before the
workstream began. Two organisations reported using no ICT tools in their
outreach work, while online chat was in use in three organisations. Overall,
SMS was the most common channel for outreach. Partners were not asked
how they had used the tools before the workstream began.
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 SIT | Social Intervention Tool

S

IT, the Social Intervention Tool3 was developed within the framework of
Correlation - European Network Social Inclusion & Health,4 with financial
support from the European Union's Health Programme (2008-2013). A
group of eHealth experts from various European countries developed and
launched the tool in 2012 to enable small NGOs with limited financial
resources to implement high quality internet-based interventions.
The SIT is a chat tool with a limited Content Management System (CMT),
and allows users to develop and implement their own website and chat
tool. In practice, service providers can use a template and various technical
tools to customise their SIT website.
The INDOORS partners sought to test the viability of the Social
Intervention Tool in online outreach work with indoor-based sex workers.
During the course of INDOORS III, seven of the INDOORS partners adopted
the SIT (for the first time) with the intention of creating and implementing
an outreach strategy that would improve information and service
provision for sex workers. As the newest and therefore most experimental
ICT tool in outreach work with sex workers, the SIT was the largest and
most critical part of the INDOORS workstream devoted to information
technologies (workstream 1).
The SIT is intended for organisations seeking to reach marginalised and
vulnerable groups, such as drug users, sex workers and young people at
risk.
The SIT is also typically used by agencies that provide
specific services, such as:
 HIV prevention
 Counselling
 Psychological treatment and support
In addition, there are an increasing number of community groups using
the SIT to reach their peers and offer mutual support. Organisations that
run information and counselling hotlines might also consider the SIT an
additional or substitute service. Ultimately, the SIT is a valuable tool
because it can be used broadly and offers unprecedented opportunities; all
that is needed is a computer and a person sufficiently trained to work as
the chat operator.
3
4

For more information, visit http://sittool.eu/
http://www.correlation-net.org
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 Common forum for communication

T

he common forum was included in the workstream plan to ensure
communication and consultation between the workstream coordinators
and partners. This was based on the need for a closed forum where the
partners could ask each other for support and share their experiences and
skills. The platform was also intended to be a space where all workstream
information and documents could easily be found during the project.
The need for and structure of the virtual exchange platform, or online
forum, were discussed during the first meeting. The INDOORS partners'
unanimous wish was that the forum not only be for workstream
communication, but for common communication as well. It was therefore
decided that the forum would be a space for the INDOORS partners to
communicate about project progress, share relevant news and documents
and receive help with implementation challenges, technical or otherwise.
Because of the limited budget, the application needed to be open source
and web-based. The best solution for this was PhpBB (PHP Bulletin
Board5), a web-based open source application that was designed to be used
as a forum, discussion board or message board. Sites powered by phpBB
are usually used to provide support and facilitate community interaction,
and are even useful for small, collaborative teams searching for a platform
where multiple discussions can be searched and read easily. The forum
was closed for INDOORS project use so that only the network members
would have access; consequently, there were no significant security issues.
The FORUM was launched after the first meeting. Technical preparations,
such as domain and database registration, tailored software installation
and setup, were mostly taken care of before the first meeting, with final
touches added after.
Access to the forum's web address was restricted using a shared username
and password (distributed to the partners). Reaching the login page was
not possible until this first layer of protection was bypassed. Only the
coordinator had administrative rights, which included the right to add new
users, change the structure of the forum (create new categories and delete
old ones) and manage user rights. Each network member created their

phpBB is an Internet forum package written in the PHP scripting language. Available under the
GNU General Public License, phpBB is free and open source software. Features of phpBB include
support for multiple database engines (PostgreSQL, SQLite, MySQL, Oracle Database, Microsoft SQL
Server), flat message structure (as opposed to threaded), hierarchical subforums, topic
split/merge/lock, user groups, multiple attachments per post, full-text search, plugins and various
notification options (e-mail, Jabber instant messaging, ATOM feeds).
5

17

own username and password, and had the right to start new topics and
attach documents and pictures.
The structure of the forum was simple. Initially, there was only one
category (called "coffee room") for sharing common issues. Eventually, the
forum grew and each workstream came to have its own category with
different subcategories. Each subcategory included several topics, and
under each topic there was a list of messages on that subject.

The forum was
developed further as
the project progressed,
and categories were
added for reports, final
products and the
sharing of important
developments regarding
policy issues.
This highlights flexibility
as an asset of online
forum-based
communication, as the
forum was constantly
edited and allowed to
evolve according to the
partners' needs.
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The main page of the forum

Skill building before going online

A

ll of the INDOORS partners participated in the first cross-partner training
on information technologies, making 16 participants and three trainers
altogether. The German partner, Ragazza, attended the training despite
some uncertainty as to whether they would have the human resources to
implement the SIT. Eventually, this uncertainty became a reality, and they
decided against implementation due to a lack of resources. Informal
training documents were created for the participants, compiling different
experiences related to online tool use for the partners' own reference.

 Administrative requirements
At the outset of the training,
the INDOORS partners had two goals:
1.

To learn more about how to develop a working global strategy for
online outreach work, and how to successfully integrate this into the whole
framework of an organisation's outreach services
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2. To exchange experiences and ideas on how to advertise services online
and reach the target group more effectively
Social media is a rapidly expanding and dynamic environment with vast
potential for networking and communication. However, because social
media is constantly changing, finding a way to use it perfectly can be a
challenge for an organisation. To begin with, the organisation must be
aware of what options are available and why it would be beneficial (or not)
to have a social media presence. All in all, the effective and creative use of
different communication channels is essential, not only for service
provision but also for PR work and advocacy.
When an organisation decides to start working in a social media environment, the approach it takes must be carefully and thoroughly planned.
Social media is not a platform that organisations can utilise informally; it is
a workplace that requires a strict work plan, and the organisation's
administration must be responsible for the professionalism of its staff.
There are also important questions that must be answered before
beginning ICT work: why, what, when, how, by whom and for whom.
The organisation must furthermore ensure that it has adequate resources
before pursuing such an undertaking. Even if most applications are free of
charge, this does not mean that working in an ICT environment is free of
charge. The organisation needs to allocate resources for working hours
(staff costs), training (building and maintaining skills) and supervision
(occupational health). There could also be extra costs if the work requires
its own tools or modified open source solutions.

It is a common mistake to underestimate the
need for human resources. As a work environment,
the internet requires:
 The constant flow of new and interesting information: there must be a
minimum updating frequency
 Relevant communication skills: social media messages should be short
and easy to read
 The maintenance of homepage quality: this gives an organisation
credibility in social media, as people will usually visit an organisation's
webpage to assess its work and believability
Another administrative requirement is patience. Building credibility and
trust takes time in a virtual environment. The time span and evaluation
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structure (which should include frequent checkpoints) should be long
enough to achieve the objectives.
Without organisational commitment or resources, ICT service provision
and advocacy work are doomed to fail. For the individual employee, it
might seem easy to be present in a virtual environment because this is
what people do in their private lives. It is simple enough to create a
Facebook profile, for example. However, the drawbacks are quick to
appear: the requirement to be constantly present becomes a source of
stress, and the meaning of one's work could spiral out of control.

ICT-based advocacy work must also have administrative
support and structure. The first thing to remember
about social media is that all activities are publicly visible.
This requires a well thought out structure and plan:
 Should the organisation create its own profile?
 Should employees have work profiles and separate personal profiles?
 What are the safety rules?
 What are the working hours?
 Should the organisation react immediately to everything that concerns
it?
It is important to consider these issues, and to decide who is responsible
for creating messages and what these messages are. Ultimately, all content
is in a public forum and represents the organisation.
In this regard, PR officers play an extremely valuable role. Social media is a
fast-paced environment; reactions come and go quickly, and it is difficult to
estimate or control the spread of information.

It is absolutely vital that the organisation and its
representative on social media have a clear idea of what
they are doing and why. This requires the management to
develop a strategy with its outreach workers and other
staff members. During this process, it is necessary to
consider the following:
 What tools would the organisation like to use, and for what purpose?
 Who should these tools ideally reach? What makes the chosen method(s)
potentially better for this purpose?
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 What resources does the organisation have (i.e. funding, personnel, tools,
any free applications or modified open source technology)?

There must also be some planning in regard to
the management and administration of ICT work. The
organisation must be committed to:
 Providing training before the start of the project, as well as maintaining
skills learned and updating knowledge
 Structuring the work by setting hours, work methods and codes of
conduct
 Providing adequate supervision, administrative support and safety rules
in order to uphold occupational health and safety

Lastly, it is necessary to ensure that outreach
workers understand and use the ethical principles of
outreach. These are:
 The right to be treated with dignity (human rights approach)
 The right to self-determination
 The right to make informed choices
 The principles of social justice
 Respect for privacy, confidentiality, data protection

Outreach workers must also remember:
 To work in partnership with service users, aiming to increase their
wellbeing
 To have the service user's explicit consent before action
 That work is based on a harm reduction approach
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 Learning to create and use SIT,
the Social Intervention Tool

A

s was mentioned before, the SIT was the most experimental ICT tool in the
partners' outreach work with sex workers, and was therefore the largest
and most critical part of the INDOORS project segment devoted to
information technologies. This is why an extra day was devoted to SIT
training during the first meeting in Helsinki.
Every partner was asked to send Pro-tukipiste their logos before the
meeting. As the workstream coordinator, Pro-tukipiste took care of user
fees and registration. Every partner then received a memory stick that held
their logo and step-by-step instructions for creating a tailored SIT page.
A computer lab was rented
especially for the SIT
training. This allowed the
partners to complete their
SIT e-learning together,
thereby developing their
own SIT pages with guidance from the trainers.

SIT training
participants
hard at work
designing
their own
SIT pages.

The trainer
steps in
to help answer
some questions.

23

First, participants needed to create usernames and passwords, and learn to
distinguish the different SIT login pages from each other. There were three
main links that they needed to learn: the homepage URL (web address) for
site visitors, the administrator login URL, and the chat operator login URL.
Pro-tukipiste's staff used the SIT page that they had developed as an
example during this process.

Learning the various URLs associated with being a SIT administrator and operator.

In practice, logins should work like this:
 A site administrator would enter the site using the link
https://xxx.sittool.net/enter. The purpose of logging in as an administrator
is to edit content. There is no way to edit the site's appearance or content
unless one is signed in as an administrator using the URL above.
 A chat operator would enter the site using the link
https://xxx.sittool.net/chat/enter. An operator cannot edit any site content. When a chat operator signs in, the webpage is automatically redirected to the chat section of the site. This then opens the chat service for
site visitors to enter and communicate with the operator. If there is more
than one operator, it is also possible for operators to chat privately with
each other. This is a function that is totally invisible to site visitors, who
solely have the option to chat with an operator of their choosing.
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View of the login page for site administrators

Once an administrator logs in, all tabs can be edited. When the
editing icon is clicked, the tab opens inside the site's editing tool and the
administrator is then able to change or update site content.
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View of the login page for chat operators

When an operator logs in, the chat automatically opens.
Site visitors also see this window when they click the "chat" tab
on the SIT homepage.
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When visitors try to join the chat when no operators are online,
this is the window that opens automatically, the "waiting room".

During the training session, all of the participants created their own sites
so that the tool would be functional (at least on a basic level) thereafter. A
brief practice exercise was also conducted so that the participants could
experience the difference between using the SIT as a visitor versus as a
chat operator.
There was not enough time for the partners to complete their sites, but
they received the necessary basic information and skills to do so (at a later
time) during the training. The INDOORS partners also agreed that all
information and support
would subsequently be
posted on the forum,
along with any questions
and answers.

The day-long SIT training
was challenging, but the
participants maintained a
positive attitude.
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 Developing a strategy
After the Helsinki meeting, the partners' basic knowledge of the SIT made
it possible to determine how the tool would be used, or if it would be used
at all. Thus, between the first and second meetings the partners were asked
to plan out their overall ICT strategies.

The ICT outreach strategies, which participating
partners developed after February 2013, were divided
into the following segments:
 Goals of ICT tool use | what each partner would like to achieve
 Legal/social context | background information on the local situation;
sources of information

 ICT tools chosen | main tool(s) each partner would use to achieve their
goals

 Division of labour | how the work would be divided, when it would be
done, etc.
Note: these hours may have been modified later to account for additional
languages or changes in staff availability. The hours listed here reflect a
plan, not necessarily the final result.

APDES | Portugal
Goals of ICT tool use
 More clients, better dissemination of information

Legal/social context
 Sex workers, clients and the general population are increasingly using
the internet, making it a privileged channel for enhancing contact with
these groups, particularly those that are inaccessible to service providers
in the field.
 The use of an ICT tool will permit APDES to get closer to the general
population, including clients who are hard to reach because they fear
exposure. This makes it possible to provide information more immediately
and with confidentiality.
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APDES can also use ICT tools to provide information about services, healthrelated issues, sex workers' rights and the resources available within the
community in order to best respond to the target groups' needs.
 Sources of information: sex workers, general population and outreach
workers from other teams.

ICT tools chosen
Facebook, websites and forums about sex work, newsletters,
SIT, Porto G's publications on APDES's homepage
 Facebook - as the most popular social networking site - has proven to be
an efficient way to disseminate information to the community at large. In
addition to explaining the services and objectives of the organisation, the
APDES Facebook page has a "Tip of the Week" that publicises the
organisation's activities, news, events, campaigns and significant dates. The
Tip of the Week covers essential risk reduction strategies for different
sexual practices with the goal of promoting safer sex.
 Participation on websites and forums related to the topic of sex and sex
work - to be done via the publication of information on strategies for risk
reduction and health promotion. This method has proven to be efficient for
disseminating relevant information on health promotion strategies, safety,
community services, rights and APDES's services. Some of these pages
already have a specific space for promoting lower risk sexual practices, and
the contents are the responsibility of APDES's Proto G project. In addition
to explaining the project, these spaces feature informational newsletters,
flyers, etc.
 Porto G project's publications on APDES's homepage - to disseminate
information on services, objectives and contacts, and to publicise
significant dates, events and news related to sex workers' rights. This
strategy also allows APDES to introduce Porto G to professionals from
other outreach teams.
 The SIT can be extremely useful to the INDOORS project. Aside from
allowing APDES's staff to chat directly with sex workers, the SIT can be a
webpage that provides information on services, health, risk reduction
strategies for different sexual practices (in order to promote safer sex), sex
workers' rights, resources available within the community and relevant
dates and news.
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Division of labour
 The entire team will be involved in online interventions.
 On Facebook, one outreach worker will be responsible for the "Tip of the
Week," but the whole team can reply to comments and questions.
 The whole team will participate on forums and in communication with
website administrators. The whole team will also be involved in the
dissemination of information and in updating/managing the Porto G area
on the APDES website.
 Newsletter development and dissemination will be a team project. The
team will select newsletter topics based on feedback from sex workers.
Each month, one outreach worker will be responsible for writing,
designing, and disseminating the newsletter through the sex worker
mailing list. Peer educators will review the language used to make sure it is
understandable.
 The entire APDES team will be involved in online outreach with the SIT.
One outreach worker will be online each day for at least one hour.
Implementation of this strategy will begin in April 2013.

AUTRES REGARDS | France
Goals of ICT tool use
 Reaching sex workers who work over the internet, sex workers who
want anonymity and migrant sex workers; providing multilingual
information.

Legal/social context
 Increasingly repressive legislation has led to more sex workers
advertising on the internet (due to a greater need for anonymity).
Legislation has also impacted methods of contacting sex workers, as visits
to their workplace are often problematic and are sometimes even refused.
Indoor sex workers have several needs: information on HIV/STI
prevention, legal information (especially in relation to taxation) and
contact with peers to discuss their work (especially for newcomers).
Autres Regards knows of these needs due to e-outreach experience with
INDOORS. Several indoor sex workers were contacted via chat and on
forums, and several of them mentioned these issues.
It also became clear that Autres Regards needed to be online more often to
provide more complete information, as there were many instances of
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misinformation/ disinformation in some of the forums that were visited
during outreach.
 Sources of information: indoor sex workers (existing contacts). Outreach
staff will also try to encourage word of mouth transmission among indoor
sex workers. However, one challenge is that indoor sex workers are
isolated and are not in contact with each other frequently.
 Other sources: local service providers (such as medical centres, family
planning clinics) and key persons (taxi drivers, sex shop owners); these
connections can refer sex workers to Autres Regards (when needed) and
can also provide Autres Regards with information.

ICT tools chosen
Autres Regards chose the SIT because it allows outreach
workers to chat with sex workers while also providing more
complete information on the SIT's website.
 After using a chat box linked to a website for selling sexual services,
Autres Regards felt that it would be relevant to try to externalise such a
tool. Clients appeared to be the main target of the chat box, and as sex
workers are Autres Regards' main focus, the SIT could be a space dedicated
to sex workers outside the places where they advertise.

Division of labour
 One peer worker and one social/outreach worker will host the SIT chat
every Wednesday from 4:00pm to 5:30pm. A peer worker will always be
present in the SIT chat, but there will be a turn-over for the second
operator. Times for briefing and debriefing will be considered on
Wednesday before and after the chat. Administration of the chat will be
handled by the INDOORS team.
 Chat hosting will begin on May 15, 2013 and end on May 31, 2014.
Continuation depends on the results.

CDCP | Italy
Goals of ICT tool use
 Improved sex worker participation
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Legal/social context
 Internet outreach makes it possible for CDCP to contact Spanish- and
English-speaking women, allowing the organisation to disseminate
information and gather data on sex workers' working conditions,
nationalities, etc.
 Sources of information: sex worker community, team staff, other teams
working with sex workers.

ICT tools chosen
CDCP decided to use the SIT because it was readily
available and the staff knew how to use it.

Division of labour
 Three outreach workers who speak Spanish, English and Italian will
work on the SIT from 5:00pm to 7:00pm on Thursdays and/or Fridays.
 The chat work will be done by the outreach group, which consists of the
peer educator group and CDCP's administration, working with the support
of an ICT expert.

HESED | Bulgaria
Goals of ICT tool use
 Providing e-services to sex workers unreached by other services and/or
who use the internet.

Social context
 There are many ads on the internet, but not all are managed by sex
workers themselves. Often, these ads are placed by venue owners/
managers, who take pictures of the sex workers and decide which picture
to post on which website, and further determine how to describe the sex
worker, the services she offers and the prices. These persons also answer
calls made to the sex worker's phone and make the connection between
the sex worker and the client. There are very few sex workers using the
internet for advertising or managing sexual services autonomously.
 Sources of information: sex workers, website administrators, the police,
key informants (such as taxi drivers) and researchers (specifically one
researcher who studies organised networks and crime in Bulgaria).
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ICT tools chosen
HESED chose the SIT to reach sex workers who advertise
online, as this group is not yet covered by HESED's services.
The SIT was also an ideal choice because of its familiarity
(due to HESED's participation in the Correlation project).

Division of labour
 Twice a week on Mondays and Thursdays from 5:00pm to 6:00pm.

HETAIRA | Spain
Goals of ICT tool use
 Contacting sex workers who work over the internet.

Legal/social context
 Women from different countries advertise their services online. Some
work for third parties in venues that are not accessible to social workers,
while other women work independently in hotels or in their own flats.
Generally, they advertise through the internet because anonymity is
important for maintaining a private life. These sex workers typically do not
contact support organisations, and often feel isolated and mis- or
uninformed about essential issues in their everyday work.
 Sources of information: sex workers, partner organisations.

ICT tools chosen
Hetaira chose to use the SIT because it has already shown promising
results in other countries, is ready for use, and seems easy to use for
both sex workers and Hetaira's staff.

Division of labour
 Two employees will host the SIT chat on Tuesdays and Thursdays from
4:30pm to 6:00pm.
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LEFÖ | Austria
Goals of ICT tool use
 Increased outreach coverage through multilingual service provision.

Legal/social context
 In Vienna, offering sexual services in private places (such as apartments)
is not legal. After the Prostitution Law in Vienna in was amended in
November 2011 to prohibit street prostitution in residential areas, LEFÖ
lost contact with many sex workers who are now working in hidden places,
mostly apartments. No service provider has access to female sex workers
offering their services in private apartments. Providing online services
could make it possible to reach this isolated group.
 Sources of information: LEFÖ knows of these sex workers from
advertisements in newspapers and on the internet. Also, during outreach
work, sex workers in different venues were contacted to gather information on sex workers offering their services in private apartments.

ICT tools chosen
LEFÖ chose the SIT because it is easy to use and makes it
possible to work in several different languages with one tool.
 By opening multiple chat rooms on different computers, LEFÖ can offer
online outreach in various languages simultaneously, and the staff are
already trained to use the tool.
 LEFÖ also decided to use the SIT as a blog tool to provide sex workers
with information on LEFÖ's services, sex workers' working conditions/
legal rights, health, etc. in different languages.

Division of labour
 Every Wednesday from 2:00pm to 4:00pm, one Bulgarian- and one
Romanian-speaking outreach worker will do online outreach work on the
SIT. On Tuesday from 2:00pm to 4:00pm, the Spanish cultural mediator
will provide online outreach.
 The three cultural mediators who will participate in online outreach are
already part of LEFÖ's staff. Online outreach hours will coincide with the
cultural mediators' normal office hours to use existing resources
efficiently.
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 The SIT will go online May 1, 2013. The pilot phase will be conducted
until May 31, 2014. Simultaneous marketing during outreach and on
several internal sites (forums) will take place.

PRO-TUKIPISTE | Finland
Goals of ICT tool use
 Outreach aimed at sex workers who have internet access; better PR
coverage and general communication

Legal/social context
 Many sex workers advertise their services online. Peer information and
close monitoring of sex workers' advertisements reveal that there is a
(mobile) population that Pro-tukipiste has not been able to reach. This is
the population that Pro-tukipiste hopes to be able to find through renewed
e-outreach efforts.
 Sources: existing contacts within the sex worker community; data from
Pro-tukipiste's own outreach work.

ICT tools chosen
Pro24/7, SIT, Facebook, Twitter, homepage, blog, banners
 Pro 24/7 features both an auto-response chat bot and a chat tool that
allows Pro-tukipiste's workers to enter chat rooms frequented by sex
workers and feed information into the discussion at intervals (in addition
to having private conversations with chat room users). The SIT is Protukipiste's newest endeavour, which the staff hope to use in conjunction
with other tools to enhance service provision and reach the target
population more completely. Pro-tukipiste uses social media and other ICT
tools for advocacy, networking, and the dissemination of information.

Division of labour
 The SIT will be hosted every Tuesday from 2:30pm to 4:00pm by a work
pair consisting of one peer worker and one outreach worker. The chat will
be in English, although one member of the work pair will also be able to
assist Finnish-language visitors if needed. The SIT chat will be advertised
through Facebook, during outreach work, and via SMS messages to phone
numbers posted on select sites for advertising sexual services.
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 The Pro 24/7 chat will be held once a week on Tuesdays from 2:30pm to
4:00pm in two chat forums. Outside these hours it will also be possible to
schedule an individual appointment using the Pro24/7 interface on Protukipiste's homepage.
 Social media activities will be coordinated by the PR officer.

TAMPEP | Netherlands
Goals of ICT tool use
 Reaching migrant and less visible sex workers.

Legal/social context
 Nearly half of (migrant and national) sex workers work in apartments
and escort settings that are not covered by service providers. TAMPEP
knows from peer contacts that this group is looking for support on how to
avoid compulsory registration and maintain autonomy and anonymity.
 Sources of information: assessment and discussion with peer workers, as
well as the mailing list of the national think tank on sex work, which
compiles the voices, data, opinions and advocacy of sex workers, services
providers, activists and researchers.

ICT tools chosen
SIT, Dutch think tank mailing list, Facebook, possibly Twitter
 TAMPEP decided to use the SIT mainly for advocacy and the
dissemination of information in order to make the tool attractive to sex
workers. TAMPEP will also invite sex workers to join the mailing list of the
Dutch national think tank on sex work, which is the main tool for the
dissemination of information, awareness-raising, advocacy, event organisation and mutual support. The TAMPEP Facebook page will additionally
be updated constantly with relevant news, and Twitter is being considered
as a second method for sharing information.

Division of labour
 TAMPEP will begin by assessing the possibility of a multilingual chat on
the SIT. This depends on other service providers and their cultural
mediators, how many hours of counselling are needed and the languages
available.
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 The first pilot of the SIT chat will begin in July 2013 and end in
December 2013. Chat hours and languages may be increased after the pilot
period is evaluated.

All of the partners' strategies also included a marketing
plan. Reaching the target group is always challenging.
This is why a marketing plan is an essential part of the
outreach strategy. A good marketing plan utilises channels
that are already known to succeed while finding new ways
to garner the target group's attention.
The table below summarises the INDOORS partners' marketing methods
APDES

AUTRES
REGARDS

CDCP

HESED

HETAIRA

LEFÖ

PROTUKIPISTE

TAMPEP

Info through our
own services
(including
outreach)

Yes

Yes

Yes

Yes

Yes

Yes

Yes

Yes

Banner on our
own website

Maybe

Yes

Yes

Yes

Yes

Yes

Yes

Maybe

Banner on
another website

Maybe

Maybe

Maybe

Yes

Yes

Yes

Yes

Yes

Sex worker
community

Yes

Yes

Yes

Yes

Yes

Yes

Yes

Yes

Peer workers/

Yes

Yes

Yes

-

Yes

Yes

Yes

Yes

Info/news on
our site

Yes

Maybe

Yes

Yes

Yes

Yes

Yes

Maybe

Newsletter

Yes

Maybe

Yes

-

No

No

Maybe

No

Facebook

Yes

Yes

Maybe

-

Maybe

No

Skype/
Messenger

No

No

No

-

No

No

No

Maybe

Other service
providers/stakeh
olders

Yes

Yes

Yes

Yes

Maybe

Maybe

Maybe

Yes

Advertising/
promoting in
media

No

No

Maybe

-

No

Maybe

No

No

Something
else, what

-

On cards
and flyers
distributed
in hostess
bars and
to taxi
drivers

-

-

-

-

Pro 24/7

Mailing list
of the
national
think tank

peer activity
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Yes

Implementation

E

ach organisation implemented ICT tools according to the strategies
described above, which were developed in spring 2013. The forum was in
active use between meetings and was employed to resolve any problems
that arose. All communication was visible in the forum, which ensured that
all of the partners had access to the same information. Workstream
partners also supported each other and shared successful practices and
solutions.
When the INDOORS partners met in Porto, Portugal in October 2013 for
their second training, the meeting opened with a discussion of new
developments since the Helsinki training. While the partners had mastered
the SIT technically, they reported having problems reaching the target
population. As a result, although half a day had been allotted for ICT
training, the workstream coordinator decided instead to use the time for
brainstorming ways to make the SIT more viable for outreach.
In May 2014, the INDOORS partners met for a third time in Vienna, Austria
to evaluate the progress of ICT tool use within the scope of the INDOORS III
project. During the first year of the project, the partners had implemented
ICT tools in outreach work and local mapping (workstream 5). During the
second year, they had additionally applied ICT tools in advocacy and
empowerment through online sessions as part of "Empowerment through
equal access to rights and legal protection" (workstream 4 in the INDOORS
project). It was this last phase that had been implemented between the
second (Porto) and third (Vienna) meetings.
The Vienna meeting marked the closing of the implementation period for
the ICT pilot segment of the INDOORS III project, and after a discussion of
ICT in advocacy, ICT tool use within the project was evaluated as a whole.
After a revision of the plans that the partners had originally made, the
Porto meeting transitioned into a discussion of how these strategies were
being applied in reality. It became evident that numerous unanticipated
challenges were arising, and that the partners had already modified their
plans and might need to continue changing their strategies in the future.
To begin with, the partners assessed which ICT tools they were currently
using versus the tools they had originally planned to use, along with how
their use of ICT tools had changed from the first training to the second.
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There were only eight participants because Hamburg did not take part in
ICT implementation.
The table below shows that the use of ICT tools increased during INDOORS
III (compared to when the project began), particularly in relation to
outreach. This was expected, as one of the project's main goals was to test
the functionality of the SIT as a chat tool for online outreach work. The use
of banners for marketing also increased.
While the number of tools used does not reveal how their implementation
changed, it does illustrate how commonly the different tools were applied.
More qualitative information on the usefulness of the tools can be found in
the "Evaluation" section of this publication (Chapter 5).

Table of ICT tools in use for general communication, empowerment
and outreach at the time of the second training
General
communication

Empowerment

Outreach

Homepage

8

5

4

Facebook

6

5

1

Twitter

2

3

0

Blog

1

1

1

Chat

5

1

8

SMS

2

1

5

Other Mobile

2

3

2

YouTube

1

3

0

Banners

4

2

5

Skype

1

0

0
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 Online outreach and the SIT tool

C

reating the INDOORS partners' Social Intervention Tool pages was a
significant part of the implementation phase. Each organisation
determined its own site layout, the information it wanted to include and
the language options it wanted to offer (based on available resources). The
partners also considered the idea of network-level service provision
through the SIT, but this was too ambitious to be achieved within the scope
of the project.

CDCP
https://luccioleonline.sittool.net/

TAMPEP
https://ta
mpepint.sittool.
net/

40

APDES
https://apdes.sittool.net/

Pro-tukipiste
https://pro-tukipiste.sittool.net/

Hetaira
https://hetaira.sittool.net/
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Autres Regards
https://autresregards.sittool.net/

LEFÖ
https://lefoe.sittool.net

HESED
http://hesed.sittool.
net/

After
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the

INDOORS partners received training and developed their own SIT sites,
each organisation determined the days of the week, hours, and languages
for conducting outreach work using the SIT's chat service.

Chart of the partners’ schedule
ORGANISATION / WEBSITE

WEEKDAY

TIME

CHAT LANGUAGE

TAMPEP
https://tampep-int.sittool.net/

Tuesdays,
Wednesdays,
Fridays

3:00pm6:00pm

Dutch, English,
Italian, Spanish,
Portuguese,
Romanian,
Hungarian

PRO-TUKIPISTE

Tuesdays

2:30pm4:00pm

English, Finnish

Thursdays

4:00pm5:30pm

English, French;
possibility of
German, Spanish

Mondays

11:00am1:00pm

Portuguese

Fridays

3:00pm5:00pm

Mondays,
Thursdays

12:00pm1:30pm

Tuesdays

4:00pm5:30pm

Wednesdays

3:00pm4:30pm

Mondays,
Wednesdays

2:00pm4:00pm

English, Italian,
Spanish

https://hesed.sittool.net/

Mondays,
Thursdays

5:00pm6:00pm

Bulgarian;
possibility of
Russian,
Macedonian,
English

LEFÖ

Tuesdays

2:00pm4:00pm

Spanish,
Romanian,
English, German

Wednesdays

2:00pm4:00pm

Bulgarian,
German, English

https://pro-tukipiste.sittool.net/
AUTRES REGARDS
https://autres-regards.sittool.net/
APDES
https://apdes.sittool.net/

HETAIRA
https://hetaira.sittool.net/

CDCP
https://luccioleonline.sittool.net/
HESED

https://lefoe.sittool.net/
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Spanish

 Reaching the target group:
the greatest challenge in online outreach

R

eaching the target groups is always the biggest challenge when starting
outreach with new groups or in new environments. The INDOORS partners
discussed ways of marketing online services and sharing good practices.
It was necessary to find methods for marketing the
SIT successfully, and in this vein the main questions were:
 Is it possible to increase the visibility of the SIT online through search
engine optimisation? What other methods are there for promoting the
chat?
 Should information about the SIT be disseminated through Facebook?
(Many partners felt that the majority of the Facebook users following their
pages were not from their target population)
 What experiences do the INDOORS partners (or other service providers)
have in this area? How can the partners improve their chances of
contacting sex workers rather than the general population?
 What is the best way to let the target population know that the SIT chat
exists, and how can it be made more accessible to them?
Even when there are promising practices that an organisation can employ
to improve the odds that ICT tool(s) will reach the target group and be
useful to them, reaching the target group is still a substantial obstacle.
Gaining the trust of the target group is a long-term process, making it
difficult to know if successful outreach is simply a question of time or if the
wrong tool was chosen.
The brainstorming session generated some new ideas
for solutions to this problem
 Increase sex workers' own involvement in different tools
 Post banners on pages that sex workers visit regularly
 Define and develop a wider promotion strategy
 Open the chat more often and in wider time slots
 Continue to disseminate information about the tool during outreach
 Cooperate with other organisations and platforms (that deal with sex
work) or directly with outreach programmes
 Choose a realistic strategy for defining the target group of online work
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 Set hours that are most easily accessible for sex workers
 Use social media for general communication
The INDOORS partners also shared the methods that they
had already used for marketing the SIT tool
 Promotion during OUTREACH work done by the staff and peer workers
– this is quite effective because online tools can be presented in more
detail, and when possible (given computer and internet access) the tools
can even be demonstrated in order to explain how they work and how the
target population can use them to contact the service provider
 Small FLYERS with the most important and relevant information in five
different languages
 BANNERS on different sites by and for sex workers
 OTHER SERVICE PROVIDERS – these organisations can promote online
services on their web pages and inform interested sex workers
 The MAILING LIST of the national platform on sex work
The INDOORS partners agreed that Facebook was not the best method for
marketing the SIT, as it was better suited for advocacy and campaigning.
The INDOORS partners also noticed that there were some factors beyond
marketing that were making it more difficult for the SIT in particular to
succeed. The most significant of these was accessibility: the SIT chat is not
mobile-friendly, and many partners reported peer feedback that a mobile
application would be a better way to implement a chat tool, as sex workers
spend more time on their mobiles rather than on computers. Thus, one
immediate limitation of the SIT is that it is suited for computer use, and
while not impossible to use via mobile, it is not convenient and therefore
not necessarily appealing to sex workers.

Indication of three possible strategic problems

1. The wrong tool was chosen for reaching the target group
2. The wrong target group was chosen for the tool, if the objective was to
use the SIT (for instance, many partners had wanted to reach migrant or
mobile sex workers in particular)

3. The time span was too short to assess the tool's efficacy
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Technology and its applications change rapidly; service providers must
therefore always evaluate which ICT tools to use and how in order to reach
the target group. Different tools are needed for reaching different
populations – there is no one tool for reaching all target groups. Ideally, it
would be best to use a variety of tools, but this depends on an
organisation's resources.
Ultimately, the partners still felt that the greatest challenge in implementing the SIT was finding a way to market the tool so that potential
service users would know that the service exists. The SIT functions well in
the context of a (relatively) permanently settled local population, where
there are (for example) no language barriers. However, reaching a mobile
population and persons living and working in clandestine circumstances is
much more difficult.
One alternative is the online outreach work that Pro-tukipiste does with its
own Pro 24/7 chat tool, which enables outreach staff to login to chat rooms
directly. This kind of tool makes it possible to do outreach in online
settings in a more traditional manner by going where the target population
is rather than expecting them to come to the service provider.

 Future directions for the SIT
For the purposes of the INDOORS III project, the SIT was not successful in
online outreach work within the assigned timeframe. One reason could be
that the time period was not long enough; as some partners have
suggested, the tool might need more time and marketing in order to work.
At the same time, some partners felt it should be used for other functions
entirely, such as advocacy or the dissemination of information.
Most partners felt that in order for the SIT to be viable, which would
require it to be an attractive option for sex workers, it would need to be
easy to use on mobile devices. This means that as long as sex workers are
the target group, the SIT would work better as a mobile application, or at
least as a simplified mobile website compatible with smartphone web
browsers.
Some partners also thought that the concept of the SIT should be changed
to one of peer support, such that the chat operators would be peer workers
rather than outreach workers, making the SIT a unique place where sex
workers could have peer contact online.
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In August 2014, Pro-tukipiste introduced this idea to its peer
workers. The results of the meeting were as follows:

1. The peers did not want to be involved in the chat work, and they did not want a
peer worker operating the chat. They felt that SIT users would only want
information from a social worker or an expert, and that involving a peer
worker would only make SIT users uncomfortable (by creating a
competitive atmosphere due to the imposed hierarchy). However, the
peers wanted to help with translating site content, marketing (sharing the
site link) and providing suggestions for site content.

2.

The SIT website content should be translated and available in the locally
relevant languages. Chat should also be available in the most relevant
languages (when possible).

3.

The peers agreed with the feedback from other INDOORS partners' peer
networks that a mobile application would be more useful than a website, as
many mobile workers (who need this information the most) are often
without computer access.

4. The website content should at minimum consist of information on taxation, laws
related to sex work, the rights sex workers have (for instance when dealing
with the police) and basic health and safety information. Peer workers also
requested links to services and service providers, and links to government
sites and official databases for more detailed legal information when
needed. They emphasised that all of this information should be available in
different languages, and should be relevant to migrant and national sex
workers.

5. The peers felt that marketing would best be accomplished by distributing small
cards with the SIT URL during drop-in hours as well as during outreach
work on the streets and in bars, sex shops and massage parlours. They also
asked for cards that they could distribute to their friends and contacts.
However, the peers emphasised that marketing must not begin until site
content is complete and translated – otherwise, the population that needs
that information would have no reason to visit the website.

6.

There must be a link to the SIT on the organisation's homepage in order for
marketing to work. The INDOORS partners also ought to consider adding
links to each other's SIT pages so that sex workers with different language
needs, including sex workers mobile within the EU, could have access to
services and information.
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7. Service providers should consider adding a forum section on the SIT, or a link to
a page where questions can be posted during offline hours (for a peer
worker or the service provider to respond to later). The SIT "Contact"
section should also be expanded to include more detailed information on
who to send private questions to via email during offline hours.

8. The peers were intrigued by the idea of having a tool similar to Ugly Mugs,6 and
felt that it would be more useful to sex workers than the SIT. The peers
proposed developing a similar tool on the EU level, as there is high sex
worker mobility within the EU. This suggests an excellent direction for
future development.

 Advocacy and empowerment tools

I

n addition to online outreach work, the INDOORS partners also sought to
implement ICT tools in advocacy and empowerment. These activities were
linked to online sessions in another workstream (workstream 4,
Empowerment through equal access to rights and legal protection).
During the project, several organisations implemented multiple outreach
and advocacy/empowerment tools. In the following text, the focus will be
on the general use of ICT in advocacy and empowerment, not on the online
sessions linked to workstream 4.
In 2013 and 2014, repressive and abolitionist prostitution policy escalated
in every city and country, as well as on the European level. This political
context affected the INDOORS partner organisations' advocacy efforts.
While the use of advocacy and empowerment tools varied greatly, the
purpose was twofold: sharing information and influencing policymaking.
Advocacy and empowerment were implemented on the local, national and
European levels. The use of ICT tools was closely linked to the political
situation. Some tools were better suited to local issues, while other tools
could be used in a flexible manner to address all of the levels mentioned at
the same time. Internet-based tools were also effective for creating local,
national and cross-border networks and allies.

Ugly Mugs - https://uknswp.org/um/ Ugly Mugs is a UK-based site run by and for sex workers. It
allows sex workers to join anonymously and for free. Based on whether users submit email
addresses only or mobile numbers, users can receive email and mobile alerts by region. They can
also submit a report (which becomes an alert), and can even prompt the site administrator to
submit an anonymous report to the police. An "ugly mug" is a violent client or person pretending to
be a client in order to cause harm.
6
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According to the partners who participated in the ICT workstream, ICT
tools are currently an essential part of activism and advocacy work.

The purposes of advocating for policy change
 To oppose repressive and abolitionist policy locally, nationally
and on the European level
 To carry out sex workers' rights activism
 To inform national networks and the media about the local/
national/ European situation
 To raise awareness of sex workers' situation at the local
and national level
 To find entry points into different levels of policymaking
 To take part in public debate
Sharing information to raise awareness is another main form of advocacy
and empowerment activism. For example, the fight between the various
approaches to prostitution policy is in part an information war: research
and "truths" are used for political purposes, and extremely complex
phenomena are translated into oversimplified facts. Coping with the
enormous quantities of information requires special expertise and
experience. In this sense, the INDOORS partner organisations are important in interpreting and informing policy debates, services and rights.

The purposes for sharing information
 To provide information and services to sex workers in an
understandable form (and in their own language)
 To disseminate up-to-date information and policy reports
ICT tools, especially those that are internet-based, are the fastest and most
efficient way to share up-to-date information and counter misleading
information with wide coverage. This publicity also means that reliability
and credibility can be assessed publicly, requiring organisations to have
internet or media literacy and the skills to analyse the flood of information.
However, this transparency also makes it possible to earn a good
reputation as a reliable source of information and expertise. Attaining this
position of information power can have added value in advocacy work and
impacting policy.
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The advantages of ICT tools for policymaking activism
 Fluidity and flexibility
 Instant feedback
 Transparency of communication through visibility of reactions and
responses
 Gaining support and creating solidarity between allies
 Gaining allies locally, nationally and globally
 Focused attention on specific topics to raise awareness
 Publicity as political pressure, which is sometimes the best way to
achieve social/policy change
Before the meeting in Vienna, each partner was asked (via questionnaire)
to choose one advocacy/empowerment tool and describe how they used it.
Postcards were also included if they were used as website banners. The
partners were asked to evaluate the efficacy, outcomes, challenges and
disadvantages of the tool they chose to describe.

ICT tools and the benefits
and disadvantages of using them
 FACEBOOK
Autres Regards, CDPC, TAMPEP, Hetaira

 TWITTER
Pro-tukipiste

 POSTCARDS and BANNERS
Ragazza, HESED

 SIT
LEFÖ

 WEBSITES and FORUMS
APDES
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FACEBOOK
Facebook is one of the most popular social networking sites. As such, it
facilitates the sharing of information across a wide network, as many
people have profiles on the site and can choose to follow updates on the
pages that interest them.
BENEFITS
 Widespread
 Quick
 Flexible
 Easy to use
 Cost-effective
 Common among sex workers
 Easy to share information
(users can literally click "share"
on any type of post, whether it
is an article,
photo, video
or simply statement)
 Users can choose to
follow a page to receive
updates
 Global (anyone with an
internet connection can
have a Facebook account)
CHALLENGES
 Requires continuous
presence
 Feedback difficult to
interpret
 Lack of commitment
(people passively support by
"liking" a post, but do not
necessarily commit to
any activism)
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TWITTER
As a microblogging site,
Twitter contains a great deal
of short information bites that
can spread quickly and rather
unpredictably. While this
creates an element of uncertainty, it also means that a
carefully phrased and timed
tweet could reach hundreds or
thousands of people.

Buying sex – what do you think?
Tweeting on live television

BENEFITS
 Quick
 Flexible
 Cost-effective
 Online news from hotspots
 Common among media personnel
 Immense quantities of densely
packed information
 Retweets – re-publishing another
user's tweet
 Followers – Twitter users can follow certain profiles to keep up
with that user's posts
 Hashtags (#) – a way of tagging a tweet by key term so that it will be
grouped with other tweets that have been tagged with the same label
(thereby allowing a topic to gain popularity, or "trend")
 Global
CHALLENGES
 Difficult to predict or control the spread of tweets
 Continuous presence required
 Feedback difficult to interpret
 Lack of commitment (people passively support by retweeting a post, but
do not necessarily commit to any activism)

52

POSTCARDS and BANNERS
Postcards can be compared to flyers – they can be handed out on the
street or left in strategic locations. Meanwhile, banners are an ICT tool that
can be thought of as online postcards, which can be
posted on strategic websites to advertise a specific
message.
BENEFITS
 Addressing the local context
 Effective
 Special focus, awareness-raising
 Immediate feedback possible
 Reaching specific people or groups
 Marketing services (banners also offer quick
access, linking site visitors to services with a simple
click)
 Allies can openly show their support in a more
permanent way

SIT
The SIT is useful for providing information and serves as a space for the
target group to request more information.
BENEFITS
 Free of charge for service users
 Large quantities of information in the same place
 Multilingual
 Constant availability
 Cost-effective
CHALLENGES
 Start-up phase is very time-consuming (preparation and translation of
information)
 Reaching the target group can be difficult (the target group needs to
come to the SIT before it can become useful)
 Requires some level of technical skill
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WEBSITES and
FORUMS
(virtual platforms)
The most traditional way of
providing information on the
internet is via websites and
forums. While they do not
have the same reach as social
media (without marketing at
least), they are necessary
tools for providing information that is constantly accessible.
BENEFITS
 Targeted information
 Dialogue – people can discuss certain issues in forums
 Feedback is more visible and easy to interpret
 Flexible
CHALLENGES
 Trolls – people who make deliberately offensive or provocative online
postings with the aim of upsetting someone, thereby watering down the
discussion

Evaluation

W

hen the ICT phase of the INDOORS III project concluded, the workstream
was assessed as part of the INDOORS III project's general evaluation.
Overall, the INDOORS partners found ICT tools very relevant and useful to
their advocacy work. All partners responded affirmatively to question
"Would you recommend using ICT tools for advocacy?" On a scale of one to
five, with five indicating a high level of usefulness, the mean score across
all partners was 4.1, with responses ranging between 2.5 and 5.
All of the INDOORS partners expressed the desire to continue using ICT
tools in their advocacy work in the future.
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After discussing the final phase of ICT implementation, the INDOORS
partners evaluated their experience with ICT tools during the project.

The evaluation was divided into seven topic areas

1. Level of satisfaction with ICT trainings
2. ICT tools currently in use
3. Usefulness of ICT tools for service provision, outreach, advocacy,
peer involvement and providing information

4. Achievement of goals set at the beginning of the project
5. How convenient the forum was to use
6. How convenient the SIT was to use
7. New ICT tools

1. Were the INDOORS partners satisfied with
the topics covered during the training?
The INDOORS partners were asked to review the ICT trainings they
received and the relevancy of the topics covered. Their responses ranged
from "A little bit" to "Very much."
INDOORS partners' responses rating their satisfaction with the trainings

Not at all
Very much
I am not sure
Not at all

Not really
I am not sure
A little bit
Very much
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The INDOORS partners felt that the trainings were particularly useful for
ICT strategy development and understanding how to use social media,
especially for advocacy. The trainings made it possible to adapt different
ICT tools to needs identified in the field in order to make the most of their
potential. The partners agreed that it would be useful to expand
organisational resources for ICT work when possible, as ICT tools enlarge
the field of intervention with sex workers, clients and the general
community.

2. ICT tools the INDOORS partners
were using by the end of the project
Next, the INDOORS partners were asked (for the final time) to list all of the
ICT tools that they were currently using.

x

TAMPEP

x

LEFÖ

x

APDES

x

Autres
Regards

x

Protukipiste

x

x

x

x

x

x

x

x

x

x

x

x

x

x

x
x

x

x

x

x

x

x

x

x

x

x

x
x

SMS

x

YouTube

x

Chat Forum

x

Messenger

x

Skype/

x

SIT

x

Blog

x

Twitter

Banner

Hetaira

Chat online

CDCP

Face-book

x

Mailing List

HESED

Newsletter

Homepage

ICT tools in use by the INDOORS partners by the end of the project

x

x

x

x
x

x

x
x

x
x

x

x
x

3. How useful were the tools for service provision, outreach,
advocacy, peer involvement and providing information?
Based on the ICT tools listed above, the partners assessed how useful ICT
tools were (during the project) for service provision, outreach, advocacy,
peer involvement and providing information.
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x

x

The graph below illustrates the responses given by each participating
organisation for all of the different applications, based on a rating scale
from one to five – one being "Not at all" useful, and five being "Very much"
useful.
INDOORS partners' responses regarding how useful ICT tools
were in five different areas, rated on a scale from one to five
Providing Information
Pro-tukipiste

Peer Involvement
Advocacy

APDES

Outreach
Service Provision

Lefö
TAMPEP
Hetaira
CDCP
1 = Not at all
2 = Not really
3 = I am not sure
4 = A little bit
5 = Very much

HESED
Autres Regards
0

1

2

3

4

5

Mean responses for the usefulness of ICT tools |on a scale of 1-5
 Service provision

4

 Outreach

3.6

 Advocacy

4.9

 Peer involvement

3.8

 Providing information

5

 Usefulness in service provision
The mean response for ICT tool use in service provision was 4 (out of 5),
which translates to "A little bit (useful)."
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The INDOORS partners listed their homepages and Facebook pages as the
most useful ICT tools in this case, in particular for providing information
about services and opening hours. Such tools were beneficial for
maintaining constant visibility for anyone who might be seeking specific
information. However, the partners noted that providing services through
the internet had its limits, as ICT tools were mainly used to provide
information rather than counselling or advice to sex workers.
It was also difficult to evaluate the effectiveness of the tools because sex
workers had not yet used them extensively, but the partners noted a
continuous rise in the usage of ICT tools for service provision.
Ultimately, ICT tools increased the scope of the dissemination of
information related to services, safer sexual practices, health education,
rights and other subjects of interest, and promoted discussion of relevant
topics.

 Usefulness in outreach
The mean response for ICT tool use in outreach was 3.6 (out of 5), which
leaves the mean lying between "I am not sure" and "A little bit (useful)."
This grade was the lowest mean rating for ICT tool usefulness.
Some partners felt that ICT tools were indeed useful for outreach work,
allowing continuity and reinforcement of messages transmitted during
"face-to-face" outreach. ICT tools are privileged channels for enhancing
contact with a significant part of the population, especially that which is
inaccessible to service providers in the field. ICT tools also allow
organisations to get closer to the general population, including clients who
are hard to reach because of their fear of exposure. ICT tools make it
possible to provide information and answer questions more immediately
and with confidentiality.
However, while the INDOORS partners found some ICT tools useful for
outreach work, the SIT was universally unsuccessful. Some partners
managed to have a few contacts via the SIT, while some had none. Some of
the partners did not even use ICT tools for outreach work at all.
The partners noticed that the SIT was generally not attractive enough to
sex workers, particularly because most sex workers are often on their
mobile phones rather than their computers. Thus, a potentially more
effective tool could be a mobile application for sex workers that offers
information and a chat function. The SIT could be developed further for
these purposes.
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Overall, in the future it would be more useful to develop information tools
designed for the internet and mobile phones, with the possibility of
referring ICT service users to local organisations. In this way, sex workers
who are reached via ICT tools can be referred to in-person counselling
locally. Providing information through the internet is effective, but it is not
enough to address the diverse needs of sex workers, particularly those who
are the most vulnerable and marginalised. Migrant sex workers, for
example, might not have access to the internet for months. Victims of
trafficking or other forms of coercion might not find a tool such as the SIT
easily, and would rarely meet outreach workers or be referred to
specialised organisations. The ideal scenario combines various
technologies with in-person services and outreach aimed at different
groups of sex workers according to their needs.

 Usefulness in advocacy
The mean response for ICT tool use in advocacy was 4.9 (out of 5), which
almost translates to "Very much (useful)." This high rating was only second
to the mean response given for ICT tool use in the dissemination of
information (see "Usefulness in Providing Information" below).
ICT tools are effective channels for sharing messages, campaigns,
information on awareness-raising events and significant dates, and for
promoting civic participation and health education. They are also
important for gaining support and solidarity through visibility.
ICT tools make it possible to reach a large group of people with a minimum
of resources. Advocacy work via ICT tools allows organisations to influence
the opinions of policymakers, stakeholders and other NGOs. This manner
of doing advocacy work is effective, sustainable and practical.

 Usefulness in peer involvement
The mean response for ICT tool use in peer involvement was 3.8 (out of 5),
which almost translates to "A little bit (useful)."
It is important to involve peers in the implementation and evaluation of
ICT tools, although it is not necessary for peers to be more involved in the
application of ICT tools than in other areas.
Peer involvement demands an effective strategy and the training of peer
educators in new technologies, which needs to take place in person. Sex
workers who are interested in becoming peers should have full support
from their local service provider, both technically and personally.
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Some partners noticed that while peers used ICT tools for sharing
information quickly, direct personal contact was still essential to peer
involvement. In addition, not all ICT tools were useful or appealing for
peers to use.

 Usefulness in providing information
The mean response for ICT tool use in the dissemination of information
was 5 (out of 5), which translates to "Very much (useful)." ICT tools were
seen to be completely useful solely in this field of application, as no other
application of ICT tools received a rating as high.
The INDOORS partners used all of their ICT tools for the dissemination of
information. They found that ICT tools were very practical in this area
because they facilitated the quick and easy sharing/updating of
information.
ICT tools are effective channels of communication with the target population. They are anonymous and allow organisations to discuss specific
subjects or share information with a large number of people simultaneously. SMS has also proven to be very useful for sharing brief informational
messages with sex workers about events, appointments and services.

4. How successful were the INDOORS partners in achieving
the original goals they set for using ICT tools?
After their first meeting in 2013, the INDOORS partners developed
strategies for implementing online outreach work using certain ICT tools
with specific goals in mind. These goals were as follows:
 HETAIRA | contacting sex workers who work over the internet
 AUTRES REGARDS | contacting sex workers who work over the
internet, sex workers who want anonymity and migrant sex workers;
providing multilingual information
 TAMPEP | contacting migrant sex workers and less visible sex workers
 CDCP | improved sex worker participation
 APDES | more clients, better dissemination of information
 LEFÖ | increased outreach coverage through multilingual service
provision
 PRO-TUKIPISTE | outreach aimed at sex workers who have internet
access; better PR coverage and general communication
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After a year and a half, the INDOORS partners were asked to look back at
these goals and consider how much they had achieved using the tools and
strategies that they had developed. Overall, the majority felt that they had
succeeded "A little bit," with some partners responding that they were
unsure, and one stating that they had indeed succeeded. On a scale of one
to five, this means all responses ranged between three and five.

Each INDOORS partner rated their success in achieving
the goals that they had set at the beginning of the project
Not at all
Not really
I am not sure
A little bit
Very much
I am not sure

Very much

Not at all

Overall, the INDOORS partners felt that they had at least achieved their
goals related to advocacy, peer involvement and general communication, in
addition to attaining a more complete and adequate use of previously
existing ICT tools for outreach. Electronic mailing lists, newsletters and
Facebook also proved useful.
However, once again all partners agreed that the SIT had not yielded good
results. Very few sex workers (if any) had been reached using the SIT.
Ultimately, other ICT tools had done a better job, and perhaps in other
areas besides outreach.
ICT tools could possibly require more time to gain popularity among the
target group before becoming useful for outreach work or service
provision. Nevertheless, while ICT tools are an asset in advocacy and the
dissemination of information, they still do not replace traditional outreach
work.
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5. How convenient was the forum to use?
During the course of the project, the forum proved invaluable for
centralising both project communication and documents. The partners also
developed a notification system using emails to inform each other when
something important had been added to the forum. Utilising the forum in
this manner ultimately reduced the overall number of emails sent between
partners, making communication more organised and efficient.
In May 2014, a category was also created for the discussion of potential
projects or networks that the INDOORS partners could participate in to
maintain connection and cooperation for future efforts. Thus, another
benefit of having an online forum was its capacity for sustaining
international networking for organisations and their causes.
However, it eventually became evident that the forum also had some
limitations, the primary of these being that the website was only
convenient to access from a computer. In a world that is increasingly on the
go, mobile enabled websites are becoming more necessary as dependence
on mobile devices grows. For partners who travelled frequently, keeping
up with developments in the project forum became a challenge. Similarly,
partners struggled initially with staying up-to-date with additions to the
forum, as there was no notification method until the partners agreed to
email each other when adding content. Both of these issues indicate room
for growth in the future use of such ICT tools.
After having used the forum for a year and a half, the INDOORS partners
were asked to evaluate how well it had worked. All responses were
positive, ranging from "A little bit" to "Very much," which is equivalent to a
range between four and five on a scale of one to five.
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Graph evaluating the effectiveness of the virtual
platform developed for internal use by the INDOORS partners.
Responses were unanimously positive

Not at all
Not really
Very much
I am not sure
Not at all

I am not sure
A little bit
Very much

All of the partners agreed that the forum had been a very effective way to
organise work and structure the development of the project. As was
previously mentioned, the forum also decreased the number of emails sent
and increased the organisation and efficiency of communication.
Furthermore, the forum made it easy to share documents, with the added
benefit that they would always be available and located in one place.
At the same time, there were a few minor problems with implementation.
On the one hand, not all of the partners used the forum actively, and on the
other, the partners still had to resort to using a mailing list to notify each
other of important updates on the forum. Despite this, the forum proved to
be quite practical overall.

6. How convenient was the SIT to use?
Although the SIT had not worked for outreach, the INDOORS partners still
felt that it had some potential, given different circumstances or
applications. They also found it relatively easy to use. When asked how
they felt about the design and convenience of the tool, the INDOORS
partners' answers varied from "I am not sure" to "Very much," putting
responses within a range of three to five on a rating scale from one to five.
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Graph of the INDOORS partners' evaluation of how simple and convenient
the SIT was to use. Overall, the partners found the tool fairly easy to use

Not at all
Not really
Very much
I am not sure
Not at all

I am not sure
A little bit
Very much

As an ICT tool, the SIT is well designed and easy to use. The partners did
not have trouble customising or maintaining their sites, and found them
generally accessible. The format of the site allowed organisations to
provide multilingual information on diverse topics, thereby making it
possible for the target population to have continuous access to a database.
However, the main difficulty was the tool's lack of visibility, which made it
inefficient. Some partners reported opening the SIT chat for many hours,
but still sex workers found it more convenient to ask questions via email,
over the phone or in person. This indicates that while the tool is convenient
for operators and administrators to use, it is not necessarily convenient for
sex workers. Part of this could have to do with the fact that the SIT is not a
mobile application or mobile-friendly.
Despite massive marketing efforts through various mediums, very few sex
workers visited the SIT. It is possible that this could have changed given
more time, as the project period was rather brief. However, one partner
suggested that part of the problem could be that the SIT does not actually
provide sex workers with anything new, and that it might be more
beneficial if it would be a chat run by sex workers, for sex workers, as
many isolated indoor sex workers lack a channel for consulting their peers.
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7. Did any of the INDOORS partners begin using new
ICT tools? Were there any ICT tools they were already using
that they began to use in a new or different way?
 PRO-TUKIPISTE, Finland | The SIT was the only new tool that Protukipiste implemented. Pro-tukipiste also began to use blogs and Twitter
differently. Sex workers (instead of Pro-tukipiste's staff, as had previously
been the case) began writing blogs for Pro-tukipiste's homepage. Protukipiste also began using Twitter to interact with the media and take part
in live TV debates.
 AUTRES REGARDS, France | The only new tool that Autres Regards began
to use was the SIT. In the future, this tool will be implemented differently,
and the possibility of implementing it on a national level is still being
considered.
 HESED, Bulgaria | Aside from the SIT, HESED did not begin using any new
ICT tools. HESED improved its Facebook use through maintaining contact
with sex workers (on a personal basis) and participating in closed groups
(SWAN) for information sharing and advocacy.
 CDCP, Italy | The only new tools that CDCP began to use were Facebook
and the SIT. Meanwhile, other tools were used in the same way as before.
 HETAIRA, Spain | Hetaira began to use the SIT and Twitter in 2013.
 TAMPEP, Netherlands | TAMPEP tried to use Twitter, but this demanded
a more continuous presence than resources allowed, so the project was
discontinued and efforts were centralised on other ICT tools, such as
Facebook and mailing lists.
 LEFÖ, Austria | The SIT was the only new tool that LEFÖ began to use.
 APDES, Portugal | In addition to starting outreach work with the SIT,
APDES invested in the dissemination and improvement of tools that were
already in use. The team defined a specific schedule for online work in
order to promote the use of these tools and make the best of them.
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Conclusions

A

ll of the partner organisations that participated in the ICT workstream of
the INDOORS project had some degree of previous ICT experience, and had
already been using at least one ICT tool as part of their communication or
services. The most innovative aspect of this workstream was the
implementation of the SIT in online outreach work and one-on-one
consultations.
During the time of the INDOORS project, change was the only element that
remained constant. Much of the new technology that the

partners had originally chosen at the start of the project
came to be commonly used as the project went on. At the same

time, as new applications became part of the work environment,
technology that was already in use came to be implemented in changing
ways.
This rapid change especially affected the SIT, which had been intended as
the workstream's most cutting-edge tool. During the initial planning phase
of the INDOORS III project, the SIT was chosen because there were
promising examples of the tool's uses. Its affordable annual license also
made it an economically feasible pilot tool. At the same time, the INDOORS
III project as a totality was planned at the beginning of 2012, when webbased services were still predominantly being accessed via computers.
However, in 2011 the number of smartphones surpassed that of basic
phones in Western Europe. This shifted programming development in the
direction of mobile applications. Furthermore, 2012 marked a significant
move from computers to mobile devices (smart phones, tablets), and
according to Adobe, mobile optimisation was the most significant
technological trend in 2013. The SIT was thus left behind in the wake of
technological advancement, and felt clumsy to use on mobile devices early
on in the pilot phase.
It is partly due to these factors that using the SIT to reach the target group
proved unsuccessful, at least for the time being. The organisations that
participated in the project were highly committed, and strove to find
creative ways to reach the target groups that they had identified in their
strategies. Regardless of these efforts, the results in terms of reaching the
target groups remained modest.
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However, the SIT and online outreach did not completely fall short of the
project's goals. The planning process for marketing and outreach strategies
yielded a great deal of information on the situation of indoor sex workers
and factors that increase their vulnerability.

The difficulty of reaching the target group via the SIT does
not mean that online outreach work is impossible or that
the SIT is a failure as a tool. Indoor sex workers are a heterogeneous
group; there is no single tool that would be suited to reaching the entire
sex worker community. Finding the right tools to reach a target group
requires time, creativity and flexibility to adapt as needed according to
changes in the field. It is also important to be realistic when setting goals:
one tool cannot resolve all problems, and in practice the "limitless
possibilities of technology" are usually quite limited.
During the INDOORS project, some of the partners began using the SIT for
networking and advocacy. According to feedback, the SIT was straightforward and easy to use. The partners also considered other applications
for the SIT in the future. For instance, it could be a limited online peer
forum (for sharing information or communicating in general). Similarly,
there was also discussion of using the SIT as a common service provision
platform for organisations based in different countries, which marked a
step towards developing a cross-border referral system.

Social media is both effective and problematic for activism.
Social media makes it easier to gain publicity, but it also
makes it more difficult to determine if that publicity will
achieve any sort of timely impact. Generally, people with the same
opinions follow the same pages and news, while those with different
opinions have their own pages. Even people who agree with a cause can
easily fall into the pattern of armchair (passive) activism, and can simply
follow a cause or sign a petition without making any commitments or
working to build a social movement. For instance, when events or
demonstrations are organised via Facebook, many people often commit to
attending, when in reality only a fragment of that number physically
participates.
Agreeing to attend an event via social media is thus more often moral
support for the demonstration rather than the intention to participate.
Networking and awareness-raising therefore take on a different meaning
in social media when compared to the meetings and collectively drafted
statements seen in traditional activism.
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The most significant result of the INDOORS partners' work with ICT tools
was an increased understanding of the need for strategic planning and
evaluation. In the ICT world, continuous change is a permanent condition.
For this reason, continuous evaluation and adaptation of activities to the
dynamic environment is inevitable. The main challenge is discerning the
first signs of a fundamental change in an environment of constant change.
It is important, however, to bear in mind that the majority of
communication in the digital field is fleeting and ultimately meaningless in
the context of one's fundamental task.
Competition for attention is characteristic of digital communication.

While planning a strategy, it is important to remember that
many actors are competing for the attention of the same
target group. It is impossible to be everywhere at all times,
so action and communication must be targeted and calculated. Organisations must consider which environments they ought to be
in and where they should direct their resources. Different channels of
digital communication are suited to different intentions, and the content of
messages must be tailored. Advancing a political message to influence
public opinion is different than sharing information on rights in relation to
empowerment work.
One potential use for ICT tools is cross-border cooperation, service
provision and advocacy. Information and communication technology could
optimally be a way of establishing a European service or activism network
in which each partner could participate based on a previously agreed upon
distribution of work.

IN CLOSING
In a changing world, the best point of departure is that which is permanent.
Organisations generally have a relatively fixed mission that they exist to
achieve. Careful strategising supports this mission and is a way for
organisations to achieve the goals that they have set. However, information
and communication technology is not intrinsically valuable; its use should
be based on the needs of the target population and the organisation's
objectives. When planning a strategy, it is important to know

which ICT tools are already in use, but before seeking to use
them it is advisable to ask the most fundamental questions
first: why, what, when, how, by whom and for whom.
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2 Guidelines for using ICT
in outreach and
empowerment
Using information and communication tools
 Why use ICT tools?

T

he internet is used in a myriad of ways: for seeking social and sexual
relationships, for support, advice and information and/or for contributing
to content published online. ICT tools allow maximum coverage with a
minimum of resources. They can be used for outreach work, service
provision, advocacy, the dissemination of information and peer
involvement, among other things. All virtual settings have the potential to
be used in harm reduction, the prevention of BBI (blood-borne infections),
counselling and other interventions. Virtual environments provide a space
where social and healthcare professionals can communicate with clients in
an efficient, timely and convenient manner. The internet is also an
environment that makes it possible for peers and professionals to establish
contact anonymously.
The most basic application of ICT tools is the dissemination of information,
and this has proven to be fairly successful, as information is continuously
available and updatable. Informational websites (such as an organisation's
homepage) and social media are commonly used to this end, although a
variety of ICT tools can and have been used for this purpose as well.
In a similar vein, ICT tools are also very effective for advocacy and
awareness-raising. The benefits of using ICT tools for policymaking
activism and information activism are manifold.
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Some of the advantages gained by using ICT,
organised by type of activism
POLICYMAKING ACTIVISM
 Fluidity
 Feedback
 Visibility of reactions and responses
 Support, solidarity
 Building allies
 Focused attention on specific topics
 Publicity as political pressure
 "#warfare" – an example of a hashtag, which can be used on Twitter to
link user tweets together under a single topic, thereby allowing that topic
to trend (become more popular)
INFORMATION ACTIVISM
 Reliability, credibility
 Evidence-based information
 Updatable, flexible, and relevant information for different
local/national/European contexts
ICT tools also enable organisations to reach out to hidden segments of their
target populations, in particular those working in isolation or those who
wish to remain anonymous. ICT tools are pertinent to service provision in
this area because they allow organisations to broadcast information about
the kinds of services that are available and when/where they can be
sought, and they can even be used to provide services directly in the form
of confidential and anonymous online counselling (through chat). ICT tools
can also be used to guide new service users to in-person consultations
locally, for instance for health services, social service-related or legal
advice, in-depth personal counselling or peer interaction.
Peer workers can (and to some extent should) also be involved in the
development and implementation of ICT tools, as this allows organisations
to provide more accessible and relevant information and services. In
addition, peer workers can utilise ICT tools to contact members of their
community and promote peer interaction, which often can be a missing
link for indoor sex workers working in isolation. In many cases, members
of the target population who avoid service providers (out of fear or
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mistrust, for example) might feel more comfortable seeking advice or
assistance from their peers first.
ICT tools thus facilitate broad networking that can ultimately allow service
providers to reach their target populations much more comprehensively,
while also allowing peer communities to expand with autonomy and
anonymity.
Internet-based service provision takes place in many different forms and
settings. It is a cost-effective way to reach those who do not usually use
existing services. The internet offers anonymity and is a low threshold
service platform, which makes it possible to reach at-risk individuals.

 Why use social media?

S

ocial media is a rapidly expanding and dynamic environment with vast
potential for networking and communication. However, because social
media is constantly changing, finding a way to use it perfectly can be a
challenge.

Some of the advantages that social media
use can offer an organisation
TRANSPARENCY | telling the public what the organisation does
CONSTANT COMMUNICATION | being there, following discussions,
participating in discussions
INVOLVEMENT AND PARTICIPATION | finding the public and/or the target
population, being visible to them, creating opportunities to be visible
The public nature of social media is both beneficial and problematic. The
first thing to remember about social media is that all activities are
completely visible. Ultimately, all content is in a public forum and can
either directly represent the organisation or indirectly reflect its values. So,
how should an organisation go about using social media? Should the organisation create its own profile? Should staff have work profiles and separate
personal profiles? It is important to consider these issues, and to decide
who is responsible for creating messages and what these messages are.
Social media is fast-paced and unpredictable, making it difficult to estimate
or control the spread of information. Therefore, it is absolutely vital that
the organisation and its representative(s) on social media have a clear idea
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of what they are doing and why. A clear implementation strategy will help
the organisation gain more attention in a targeted manner.
In this regard, PR officers have become a very important part of service
provision and activist organisations. Organisations with limited time and
resources can benefit greatly from having a PR officer working as an
intermediary on social media (as well as other ICT tools) to network and
promote in a formal capacity. Social media facilitates and highlights
personal communication and semi-official relationships, allowing an
organisation to connect with other actors in the field, search for
information to share and find new contacts to follow.

 Quality requirements

W

hen an organisation decides to begin using new ICT tools (or modify its
current usage of tools), the approach it takes must be planned carefully and
thoroughly. Adopting ICT tools for professional use means that their
implementation setting becomes a work environment, requiring a strict
work plan. This is very important to remember, as many of the
organisation staff most likely use these virtual spaces during their leisure
time as well. It is simple enough to create a Facebook profile, for example.
However, the drawbacks are quick to appear soon after: the requirement
to be constantly present becomes a source of stress, and the meaning of
one's work could spiral out of control.
When internet-based service provision is part of professional outreach and
counselling, the staff involved must behave according to a number of professsional regulations and requirements. The organisation's administration
is responsible for maintaining the professionalism of its staff, and must
concretely consider the "why, what, when, how, who, for whom" of the
implementation strategy before beginning any such ICT work.
Without organisational commitment or resources, ICT service provision
and advocacy work are doomed to fail. The organisation must therefore
ensure that it has adequate resources before pursuing such an
undertaking. Even if most applications are free of charge, this does not
mean that working in an ICT environment is free of charge. The
organisation needs to allocate resources for working hours (staff costs),
training (building and maintaining skills) and supervision (occupational
health). There could also be extra costs if the work requires its own tools
or modified open source solutions.
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When allocating human resources for online outreach
or advocacy work, it is important to remember that an online
work environment requires:
 The constant flow of new and interesting information: there must be a
minimum updating frequency
 Relevant communication skills: social media messages should be short
and easy to read
 The maintenance of homepage quality: this gives an organisation
credibility in social media; people will usually visit an organisation's
webpage to assess its work and believability
Another administrative requirement is patience, as results are not always
immediately visible. Building credibility and trust takes time in a virtual
environment. The time span and evaluation structure (which should
include frequent checkpoints) should be long enough to achieve the
objectives. It is typically easier to set realistic goals and delineate an
effective strategy when the supervisor understands the basic dynamics of
outreach.

As all activities on social media are publicly visible, ICT-based
work must have administrative support and a carefully planned
structure that (at minimum) considers the following questions:
 Should the organisation create its own profile?
 Should employees have work profiles and separate personal profiles?
 What are the safety rules?
 What are the working hours?
 Should the organisation react immediately to everything that concerns
it?

The management must develop a strategy with its outreach
workers and other staff members. During this process, it is
necessary to consider the following:
 What tools would the organisation like to use, and for what purpose?
 Who should these tools ideally reach? What makes the chosen method(s)
potentially better for this purpose?
 What resources does the organisation have (i.e. funding, personnel, tools,
any free applications or modified open source technology)?
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There must also be some planning in regard to
the management and administration of ICT work.
The organisation must be committed to:
 Providing training before the start of the project, as well as maintaining
skills learned and updating knowledge
 Structuring the work by setting hours, work methods and codes of
conduct
 Providing adequate supervision, administrative support and safety rules
in order to uphold occupational health and safety

Furthermore, staff working online are required
to possess specific skills, such as:
 Flexibility
 A proper attitude towards team work
 Cultural competency in relation to specific online work environments
 Basic knowledge of key issues
 Linguistic competency in relation to the language(s) used in a chat
environment, etc.
 Proficiency in the dynamics of online communication: fast-paced
discussions and communication patterns, difficult topics, prioritisation
skills, social media behaviour
Organisations conducting online outreach need to carefully consider the
effect of their work on their service users and other service providers as
well. Insufficiently planned online outreach could negatively impact clients
or damage the reputations of other service providers, if done
inappropriately. It is important to begin by establishing and maintaining a
cooperative relationship with the administrators of relevant websites or
chat rooms. Online outreach is successful only if the organisation has a
positive reputation among the target population.
Moreover, transparency and confidentiality are essential to gaining trust.
Service users are entitled to information on how the data is used, the data
collection principles and the service provider's ideology. Each organisation
determines the level of anonymity. Online outreach should be a low
threshold service. Information gained through online communication is an
important issue to consider.
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In relation to this, the storage of electronic data
raises some important questions that need to be resolved
before starting online outreach:
 What data is being collected?
 For what purpose is the data being collected?
 What will be done with the data, and how long will the data be stored?
 What is the correct procedure when data is requested by the authorities?
 Do clients have the right not to disclose identifying information?
Before implementing ICT tools, it is necessary to have an explicit and
mutually agreed upon code of conduct and ethical guidelines. There are
several existing examples (such as safe space rules, the SIT's ethical guidelines, etc.) that can be adapted to the activity/organisation in question.

Needs assessment and strategy

W

orking online can provide multiple benefits for reaching certain target
groups, and can even make it possible to reach a new target group or
reinvigorate an existing programme. Existing services can benefit from
new technology; this is not limited to chat tools, but also includes various
forms of social media. Online interventions can provide low threshold
services or create barriers, depending on the target group. For instance,
online interventions may help service providers reach target groups that
are computer literate and have easy access to computers and broadband
internet. However, people with less computer skills or limited access to
computers or the internet will not be reached.

Remember, online interventions do not replace traditional
services, they provide a complement.
Starting or reorganising online outreach or empowerment work begins
with the development of a strategy. The following list consists of the main
topics to consider during this planning process.
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Once an organisation can answer the questions
below, it is ready to begin implementation
 BACKGROUND INFORMATION | What does the organisation already know
about the target group and their needs? What is the social and political
context?
 SOURCES | Who else might have relevant information? Who might know
how to collect further information if needed?
 CONCRETE MISSION | What does the organisation wish to accomplish by
using ICT tools? What is the end goal?
 TARGET GROUP | Who is the organisation trying to reach by using ICT tools
and why? Does the target group want to be reached by the organisation? What is the benefit?
 CHOOSING ICT TOOLS | What kind of ICT tool(s) will the organisation use
and why? Consider which ICT tools will be best suited to reaching the
target group. What makes the chosen method(s) potentially better for this
purpose? Are there any promising practices?
 ENSURING SUFFICIENT RESOURCES | Does the organisation have the necessary knowledge and skills, or is training needed before starting? What
training structure should be used to maintain knowledge capital?
 DIVISION OF LABOUR | How will the concrete division of tasks be organised?
How many workers will there be, how will administration be taken care of?
When, how often, and for what duration will the ICT tools be used? For
instance, what day of the week and time of day will staff be online, and for
how long?
 DATA COLLECTION AND INDICATORS | What data will the organisation collect to evaluate the project, and how? Some examples include assessing the
need for services, the number of service users, the duration of contact, the
main topics discussed, the usefulness and effectiveness of the
organisation's work and collecting feedback from the service users.
 TIMETABLE AND FOLLOW-UP | Set a timetable for evaluation and/or smaller
assessments. For example, check-ups can occur during team meetings, and
interim evaluations can be set every so many months until some
designated end date, at which point the organisation can assess the trial as
a whole and decide if/how to proceed.
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 OCCUPATIONAL HEALTH AND SAFETY | Is there clinical supervision, and is it
adequate for online work? Have the risks been evaluated? Have the safety
rules been agreed upon and are they clear?

Practical tips for determining where, how, who, what, when
for service providers
This is only an example and can be used as a starting point
WHERE
 Ask current service users; involve them from the outset of planning
 Search the internet using different keywords
 Be open-minded, but plan which important issues the organisation
should learn more about

HOW
 Ask sex workers' advice; what is the best and most respectful way to
approach the scene?
 Observe contact pages on the internet
 Search for potential pages for conducting outreach
 Observe these pages at regular intervals
 Collect information, observe trends, patterns and changes (profiles,
services offered, mobility)
 Contact new people via email and by sending regular "newsletter" type
messages to old contacts
 Choose a limited number of websites to start outreach work on
 Define the resources available (staff, timing, possible effects on other
services)

WHO | Is the target group
 Missing subgroups, sex workers who are currently less in contact with
service providers (such as male and transgender sex workers)
 Sex workers who do not know about existing services
 Sex workers who do not want to use "traditional" services (i.e. fear of
losing anonymity)
 Sex workers who cannot access "traditional" services (i.e. long distances
to travel)
 Mobile populations – migration, travelling culture
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RECOMMENDED DIVISION OF LABOUR
 Part of the staff must be trained to do online outreach work
 Two workers should be online together at the same time
 Workers must be trained in the methodology
 Set a date and time
 Hold a 30 minute meeting before each outreach session for outreach
workers to prepare and focus
 After each session hold a 30 minute debriefing
 There should be work supervision by an independent supervisor from
outside the organisation
 There should be regular team meetings with other outreach workers

Implementation

A

fter an organisation has made decisions in these fundamental areas, the
next issue to consider is how to reach the target group(s) or potential
service users. This constitutes the greatest challenge in implementing ICT
tools successfully, and can be approached from two angles: the first is
deciding on the appropriate tool, and the second is determining the
marketing strategy.

Many ICT tools to choose from
 Focus on only one tool or on a limited selection
 Remember that different tools are better suited to reaching different
target groups
 Set realistic goals, and be prepared to adjust them

Marketing
Developing a marketing strategy that works relies on several factors:
 Consider where the target population is and how to motivate them to
use online services
 Cooperate with the sex worker community, webmasters, club owners,
other service providers, etc.
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 Is the marketing free of charge? Paid advertising may not be possible,
depending on organisational resources
Online outreach should be conducted based on the specific and timely
needs of the service provider's clients. These needs can change at any time,
requiring outreach workers to be adaptable. Furthermore, outreach
workers must not impose services on clients. The clients themselves
determine their service requirements, as well as the pace and depth of the
work process. The clients can also terminate the process at any time.
Long-term contacts are not an automatic result in online outreach work.
Issues of client involvement need to be considered carefully, as members of
the target group have the most information on the structure of their living
and work environments, service needs, issues of interest and relevant
topics to discuss.

In order to better reach sex workers using ICT tools,
an organisation could:
 Increase sex workers' own involvement in different tools
 Post banners on pages that sex workers visit regularly
 Define and develop a wider promotion strategy
 Open the chat more often and in wider time slots
 Continue to disseminate information about the tool during outreach
 Cooperate with other organisations and platforms (that deal with sex
work) or directly with outreach programmes
 Choose a realistic strategy for defining the target group of online work
 Set hours that are most easily accessible for sex workers
 Use social media for general communication

Finally, remember that having a good homepage increases
credibility when potential clients look up an organisation.
The homepage should be frequently updated with short and
interesting news items, and permanent site content should
be maintained so that it is relevant and current.
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Evaluation

R

apid technological change makes it difficult to predict how long a tool will
be relevant for reaching a certain target group. As a result, it is necessary
for an organisation's implementation strategy to include a plan for periodic
evaluation.
In the context of the INDOORS III project's ICT workstream, evaluation
meant assessing tool functionality in terms of the partners' strategic goals.
Evaluations should be based on collectively agreed upon questions that are
then periodically reviewed. It is important to bear in mind that not all
changes merit a reaction, and the evaluation schedule should take this into
account. For instance, some indications of technological change will
ultimately be temporary or exceptional incidents rather than signifiers of a
new trend.
Evaluations are usually planned according to predetermined intervals of
time. In frequently recurring evaluations, such as those that are conducted
monthly, the focus is on ongoing processes (e.g. a single occurrence or a
weak indicator of coming change) and their collective meaning. It is
important that the evaluation always include the perspectives of all staff
and their knowledge of shared use in order to plan follow-up on possible
developments.
Meanwhile, the goal of an overall field analysis is to identify possible trend
changes. In this case, the evaluation period is longer, such as half a year or
a year, and changes are evaluated on the basis of earlier assessments. All
evaluations and analyses should be summarised in reports or memos.

List of useful evaluation questions
1. ACCESSIBILITY | Is the organisation reaching the target group? What does
the service user profile reveal about who is being reached and who is not?
What kind of feedback have service users given?

2. EFFICACY |

What has been achieved by the method chosen relative to the
resources that have been invested in it? Who would remain without
services if this method of service provision would be stopped? Is there a
balance between the resources for service provision and the need for
services (enough, too few or too many employees in proportion to the use
of services; are the services offered those that are desired)? Are employees'
skills up-to-date (technology, content of work)?
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3. ANALYSIS OF THE FIELD | What indicators can be identified? Have there
been changes that should be considered in service provision (such as
legislation, new ethnic groups and the languages they need, etc.)? Are there
new technological applications or devices that have influenced
fundamental changes in the target group's behaviours?

4. NEED FOR CHANGE

| How can the service provider make potentially
necessary changes? How will these changes be prioritised by the
organisation as it adapts?

5. RISK ANALYSIS | What are the central risks for the target group? What are
the service provider's main risks? What preparations have been made to
deal with these risks?
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3

Definition of

key terms

The following definitions clarify terms used in the INDOORS
products, and provide a basis for a better understanding of the
terminology surrounding sex work. The definitions were provided
by the European TAMPEP (www.tampep.eu) and INDOORS
(www.indoors-project.eu) projects.

Counselling
Counselling utilises an interpersonal
relationship to enable a person to develop
self-understanding and make changes in
her/his life. Counselling aims to help people
develop their educational, vocational and
psychological skills, and to achieve an
optimal level of empowerment, self-esteem
and well-being in society.

GENERAL DEFINITIONS
Abolition
Abolition refers to a policy model that
criminalises or partially criminalises sex
work. The sale of sexual services is legal, but
activities related to prostitution, such as
solicitation or brothel-keeping, are banned
and/or subject to zoning restrictions.
Furthermore, customers are often punished.
This concept is based on the assumption that
all sex workers are victims of systematic
patriarchal exploitation.

Criminalisation
This term is used to describe the wide range
of legal statutes that illegalise sex work ̶
either directly by prohibiting the selling of
sexual services, or indirectly by criminalising
other activities surrounding sex work.
Furthermore, sex work can also be
criminalised on a municipal level, where sex
workers are frequently prosecuted for
administrative rather than criminal offences.
Generally speaking, criminalisation refers to
the direct and indirect criminalisation of sex
work and sex workers through different legal
measures.7

Abolitionist
Seeks to abolish prostitution by penalising
procurers and pimps rather than sex
workers.
Advocacy
Advocacy is any action directed at changing
the policies, positions or programs of any
type of institution.
Client
The term "client" is used to describe a person
purchasing sexual services.

Decriminalisation
Decriminalisation refers to the removal of all
criminal laws that prohibit selling, buying or
facilitating (procuring) sex work. The focus
of this legal model lies in the acceptance of
sex work as an occupation, utilising labour
laws to address the working conditions and
rights of sex workers.8

Community-based approach
A community-based approach refers to (an
organisation's) partnership with sex workers
in all stages of a project or activity
addressing the sex worker community. It
implies that sex workers are active in the
preparation, implementation and/or
evaluation of the project. This approach
recognises and valorises the skills and
resources of sex workers, and does not limit
them to a particular role.

Empowerment
On a personal level, empowerment is
understood as awareness and the
strengthening of an individual's skills to
Open Society Foundation: 10 reasons to
decriminalise sex work, p 1
8 Legal frameworks that deal with sex work and
human trafficking – an overview of terminology
and an examination of evidence
7
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control and improve her/his life. Meanwhile,
community empowerment strengthens a
community's ability to generate positive
change. Social empowerment enables sex
workers to fight for their rights and
acceptance in society.

supporter focuses on solidarity, support and
understanding between sex workers.
Generally, a peer supporter acts as a gobetween for the service provider and
facilitates contact with sex workers; she/he
helps them voice their needs and enables the
dissemination of information.

At a grassroots level
See "Community-based approach."

Peer educator
Peer educator refers to a person who works
or has worked as a sex worker, and who,
with respect to sex work-related
intervention, participates in specific trainings
that provide her/him with the necessary
skills to carry out educational activities with
a group of peers. A peer educator
disseminates information on health
promotion, sex workers' rights, access to
services, etc., and organises workshops with
colleagues on these issues. A peer educator
can work in projects that involve sex workers
and participate in workgroups to develop
and evaluate actions. Generally, a peer
educator is part of the service provider's
team and should receive compensation for
her/his services as a peer.

HIV
This term is used in preference to
"HIV/AIDS," "HIV virus" or "AIDS virus"
(unless specifically referring to AIDS). HIV
means "human immunodeficiency virus,"
which makes it redundant to refer to it as the
HIV virus. Meanwhile, AIDS is a syndrome,
which makes it incorrect to refer to it as the
"AIDS virus." AIDS is what causes death, and
HIV is the infection that causes AIDS.
Indoor-based sex worker
This term refers to sex workers who
establish contact with clients in an indoor
setting or via the internet. Indoor sex work is
often advertised in the media or online. See
"Forms of sex work" below for examples of
indoor-based venues.

Peer training
Courses that provide the knowledge and
tools necessary for fulfilling the role of peer
educator.

Legalisation
Seeks to make sex work legal, regulating the
industry through civil and labour laws.

People posing as clients
This concept is used in distinction to the
term "client" to point out that violence is
nothing inherent to sex work and that not all
clients are violent or aggressive. People
posing as clients are predators who use the
context of sex work, with its precarious
working conditions and lack of protection by
law enforcement, to inflict harm on sex
workers. Meanwhile, "bad clients" are those
who treat sex workers with disrespect. A bad
client is considered an "aggressor" if she/he
is violent against a sex worker.9

Migrants
While frequency and scope of migration vary
nationally and internationally, within the
INDOORS products, migrants are understood
to be persons who are/were originally
nationals of a different country than the one
they are currently in, and can include EU
citizens.
Outdoor-based sex worker
This term refers to sex workers who
establish contact with clients in outdoor
settings (streets, roads, motorways, parks,
etc.). Outdoor sex work settings are not
advertised, but are areas that sex workers
are known to frequent.

Prohibition
Prohibition is understood as a legislative
model that seeks to punish any acts or
persons involved in sex work, including the
sex worker. Prostitution is seen as a criminal
offense and all activities related to
prostitution are criminalised.10

Partner (of a sex worker)
This term is used for individuals in a
relationship with a sex worker, and should
not be seen as synonymous with "pimp."
Peer supporter
A peer supporter is a sex worker who offers
support to her/his peers. A peer supporter's
role goes beyond that of an educator. The
main characteristic of peer support lies in the
promotion of mutual support among sex
workers for the adoption of safe sex
techniques, the defence of their rights and
improvement of working conditions. A peer

Managing Sex Work, page 7 and Language
Matters: Talking about sex work. Infosheet
produced by STELLA, April 2013, page 3
10 Legal frameworks that deal with sex work and
human trafficking – an overview of terminology and
an examination of evidence
9
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money, goods or favours are "sexually
exploited" and not defined as sex workers.11
The term "sex worker" is used in preference
to "prostitute," as it is intended to be nonjudgemental, focusing on the conditions
under which sexual services are sold. The
term "commercial sex worker" is no longer
used because it is seen as repeating the same
meaning using different words.

Prohibitionist
Seeks to prohibit prostitution, and penalises
sex workers and pimps alike (although not
necessarily clients).
Public services
This term refers to public organisations and
institutions that provide services to the
general public, and can directly or indirectly
provide services to sex workers.

Trafficker
A trafficker is an agent of the crime of
trafficking.

Regulationist
Seeks to regulate rather than to prohibit or
abolish prostitution.

Trafficking
"Trafficking in Persons shall mean the
recruitment, transportation, transfer,
harbouring or receipt of persons, by means
of the threat or use of force or other forms of
coercion, of abduction, of fraud, of deception,
of the abuse of power or of a position of
vulnerability or the giving or receiving of
payments or benefits to achieve the consent
of a person having control over another
person, for the purpose of exploitation."
Broken down into its components, the
definition comprises acts, means, and
purpose. One or more elements of each of the
three components must be present in order
for the definition's criteria to be fulfilled. A
victim's consent is irrelevant if any of the
above means are used or if the victim is
under 18 years old.12

Safer sex
This term is used in preference to "safe sex,"
which may imply complete safety. The term
"safer sex" more accurately reflects the idea
that choices can be made and behaviours
adapted to reduce or minimise risk.
Service providers
This term is used to describe any
organisations, public or private, that provide
services, such as health promotion, legal and
social support, to sex workers.
Sexually Transmitted Infections (STIs)
This term is used in preference to "venereal
disease (VD)" or "sexually transmitted
diseases (STDs)," which do not convey the
concept of asymptomatic sexually
transmitted infections. Sexually transmitted
infections are spread by the transfer of
organisms from person to person during
sexual contact. In addition to so-called
traditional STIs (syphilis and gonorrhoea),
the spectrum of STIs now includes HIV,
which causes AIDS; Chlamydia trachomatis;
human papilloma virus (HPV), which can
cause cervical or anal cancer; genital herpes;
chancroid; genital mycoplasmas; hepatitis B;
trichomoniasis; enteric infections and
ectoparasitic diseases (i.e., diseases caused
by organisms that live on the outside of the
host's body). The complexity and scope of
sexually transmitted infections have
increased dramatically since the 1980s; more
than 20 organisms and syndromes are now
recognised as belonging in this category.

Transgender
Transgender is an umbrella term for people
whose gender identity and expression does
not conform to the norms and expectations
traditionally associated with the sex assigned
to them at birth; it includes people who are
transsexual, transgender or otherwise
gender non-conforming. Transgender people
may self-identify as transgender, female,
male, transwoman or transman, transsexual
or, in specific cultures, as hijra (India),
kathoey (Thailand), waria (Indonesia) or one
of many other transgender identities. They
may express their genders in a variety of
masculine, feminine and/or androgynous
ways.13

Sex worker
Sex work is consensual sex between adults. It
can take many forms, and varies between
and within countries and communities. Sex
work also varies in the degree to which it is
more or less "formal," or organised. As
defined in the Convention on the Rights of
the Child (CRC), children and adolescents
under the age of 18 who exchange sex for

Consolidated guidelines on HIV prevention,
diagnosis, treatment and care for key populations.
WHO, July 2014
12 Work Safe in Sex Work, a European manual on
good practices in work with and for sex workers,
TAMPEP International Foundation, 2009
13 Consolidated guidelines on HIV prevention,
diagnosis, treatment and care for key populations.
WHÖ, July 2014
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Third parties
This term is used to describe anyone
involved in the transaction of sex work who
is neither the client nor the sex worker. The
term third parties is broad, as it can refer to
people sex workers work for (owners,
managers, agents), work with (agents,
bookers) or hire (drivers, web designers), as
well as to individuals associated with sex
work venues (receptionists, security). A third
party is understood as an individual who
controls, coordinates or supervises sex
workers' labour practices (how they work)
or labour process (when and where they
work) for direct or indirect financial
compensation. Also, sex workers can be
considered third parties when they work
together with other sex workers.14

Brothel
A brothel is a place where four or more sex
workers work. This business is mostly
organised by a third party.
Club
In the context of the sex industry, a club is a
place to meet sex workers, have a drink,
watch striptease shows and visit private
rooms, where sex workers can go with
clients to provide sexual services.
Incalls
This term refers to sexual services provided
by the sex worker at her/his workplace or
home. The client visits the sex worker to
purchase sexual services.
Laufhaus
Laufhäuser are very common in Austria and
Germany. They are large houses with several
individual rooms, which are rented by sex
workers on a daily or weekly basis. Laufhaus
means "walk house" because men walk
through the corridors until they choose a sex
worker.

Tutor
A person who follows and supports the
participants in a training throughout the
entire learning process.
Unprotected sex/unsafe sex
This term is used in preference to "risky sex"
or "high-risk sex."

Massage parlours and saunas
These are venues where the primary
business is related to massage services or
sauna facilities, but where sexual services
may be provided as well.

FORMS OF SEX WORK
Apartment
An apartment used in the context of sex work
is a place where one to three sex workers
work, mostly autonomously. This apartment
may be their home as well as their
workplace.

Other indoor venues
Cinemas, saunas, peep shows, striptease
bars.
Outcalls
This term refers to sexual services provided
by the sex worker outside her/his workplace.
Outcalls can take place in hotels, at the
client's home or in another location.

Bassi
Bassi are only found in Italy. They are rooms
in the historic centre of Genoa, where sex
work has long been practised. These rooms
are located on the ground floor and have an
independent entrance accessible directly
from the narrow streets (vicoli) in this area.
Generally, they are made up of one or two
rooms with no windows and a small
bathroom. In the past, they were used as
shops or storerooms, though in the last fifty
years they have been transformed into
bedrooms.

Sex shop
A sex shop is a commercial venue selling a
range of sexual accessories, with private
rooms where clients can watch live shows or
videos and seek sexual services.
SM Studio
Used in Germany to describe venues offering
sadomasochistic services.

Bar
In the context of the sex industry, a bar is a
place to meet sex workers and have a drink.
Sex workers generally go elsewhere (hotels,
apartments, etc.) with clients to perform
sexual services, but some bars may have
private areas that are used, officially or not,
for this purpose.

Studio
Studios are found in Austria, and are
apartments in a building's ground level that
have their own entrance separate from that
to other apartments in the building. Studios
are places where one to three sex workers
work autonomously or are organised by a
third person, mostly the owner.

Managing Sex Work, page 7 and Language
Matters: Talking about sex work. Infosheet
produced by STELLA, April 2013, page 4
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organisations respond to sex workers'
requests for visits, others phone to offer
visits, while others still visit spontaneously
without warning the establishments.
Regardless of the method used, all outreach
requires negotiation with gatekeepers and
sex workers, and should be based on sex
workers' consent.

Windows
Windows, or window brothels, which are
mostly found in the Netherlands, are small
rooms used by self-employed sex workers
who rent them for work purposes for day or
night shifts. Sex workers are not allowed to
live there. The windows (like shop windows)
are normally on the ground floor of the
building. Sex workers sit or stand behind the
window and negotiate with clients at the
door. There are two ways of indicating that
the sex worker is busy: the outside red light
is on and the window curtains are closed.
Windows are concentrated on streets where
the municipality allows such businesses to
operate, and window owners are responsible
for the working conditions and policies in
their venues.

SIT (Social Intervention Tool)
The SIT is an advanced, customisable chat
tool that was specifically developed by an
expert group of the Correlation Network for
organisations working with marginalised or
vulnerable persons, such as drug users, sex
workers, MSM and young people at risk. For
more information on the SIT, visit
http://sittool.eu/index.html.

REACHING SEX WORKERS
ICT (Information and Communication
Technology)
ICT is an umbrella term that includes any
communication device or application, such as
radio, television, cellular phones, computer
and network hardware and software, and the
services and applications associated with
them. Almost all service providers and
activists use some ICT tools in their activities
and communication.
Online outreach (e-outreach)
Online outreach refers to outreach work that
is conducted in internet-based settings, such
as chat rooms, forums, instant messaging
services or other online interfaces that
facilitate conversation. Online outreach is
done in order to establish dialogue with a
certain target group, and typically consists of
promoting services and/or support. This
work should always be carefully planned and
evaluated.
Outreach services
Outreach services refer to all activities that
aim to reach out to and engage with a certain
target group, often with the intention of
offering information, services and/or
support. Within the scope of the INDOORS
project, this mostly refers to outreach work
done with and for indoor sex workers,
mainly in the context of visits to indoor sex
work venues. These visits can include
medical personnel, such as nurses or doctors,
as well as cultural mediators (when reaching
out to migrants). Great care must be taken
when providing clinical services in order to
protect the confidentiality of sex workers'
medical care and test results. Methods of
arranging outreach vary depending on the
local context and resources available – some
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DIFFERENT JOBS.
EQUAL RIGHTS.

ADVOCATING
FOR THE RIGHTS OF
SEX WORKERS
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