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Document 2: BTs Call Centre Requirements
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Introduction:

The aim of the Comic Relief/Sport Relief TV show is to raise as much money as possible from the public by asking viewers to ring in and donate during the live television broadcast. Its success rests on the partnership between BT, Volunteer Call Centres and Comic Relief.  

This document is designed to briefly outline BT’s role and to assist Call Centres to work closely and efficiently with BT and Comic Relief. It gives best practices, behaviours and recommendations together with mandatory requirements for Call Centres’ telephony and their agents. The aim is to ensure all Call Centres are aware of, and understand, the technical requirements and impact of agent behaviour on the event, thereby removing any potential risk to the success of the evening.

BT’s role is to build and manage on the night, an advanced telephony network call plan for the Comic Relief donation number 0345 7 910 910. The call plan is built from data supplied by the call centres to Comic Relief. It is imperative that this information is accurate so that the plan can operate with maximum efficiency.
BT will provide each Call Centre with an experienced BT Event Manager who will contact the nominated call centre people supplied by Comic Relief approximately 7-14 days prior to the event. Once contact has been made, your BT Event Manager will be responsible for dealing with and managing all your telephony queries and requirements leading up to the event. Also, throughout the entire evening of the event, your nominated BT Event Manager will be your 1st point of contact, via a dedicated Freefone number, if you have any call delivery queries or problems. This communication must be two-way and your Call Centre Manager on the night MUST have a dedicated telephone number (preferably a mobile) that they can ALWAYS be contacted on by their BT Event Manager. In the absence, at any time during the evening, of the nominated Call Centre Manager you MUST ensure that a responsible, fully briefed deputy will be available.

NB: A separate contact number will be given to you 
by Comic Relief for donation and all non-telephony queries.

Your BT event manager will arrange to test the delivery number(s) that have been made available for the event 7-10 working days prior to it, with a further check at a convenient time between 17:00 - 18:30 on the evening of the event.
Mandatory BT requirements from Call Centres
1. All ACD settings must be removed as follows -

· Remove Night Service

· Remove any enterprise IVR i.e." your call is being recorded” etc
· Remove Call Wrap Up

· Remove any call queuing - all ACD queues must be set to zero (0)

· Remove any Corporate Messaging

· Disable any Back Busying from all extensions

· Onward routing beyond the termination point is prohibited, i.e. no virtual networks.

· If Featurenet delivery is being used, ensure ALL Featurenet call routing is turned off

2. Your Lines –
· On the night, all lines and numbers must be dedicated to the exclusive use of Sport Relief.

· Maximum number of lines available for the event must be confirmed with BT and Comic Relief at least 21 days prior to the event. Changes after this deadline cannot be guaranteed. Therefore, please configure your lines to the maximum number of agents that will be available at any given moment throughout the event. 

· Delivery number/s must be in the 01 & 02 PSTN ( 05 VOIP range by agreement from BT ) number ranges and these number/s given on the Telephony Questionnaire must be confirmed with BT and Comic Relief at least 21 days prior to the event. Changes after this deadline cannot be guaranteed.

· Call Centres must be based in the United Kingdom.
· Call Centres must be ready to take calls from 18:45 until either midnight or the final closure time, usually 02:00am.  Exceptions will not be permitted unless agreed by BT at the time of the initial confirmation of details from the call centre.

· BT will require that a successful test call be made to your designated line group 7-10 days prior to the Event.  Please ensure a responsible person is available to arrange this and to ‘live’ answer the call.  

Please note:

· BT will only deliver to explicit Geographic Numbers (GN) in the 01 & 02 PSTN number ranges.  VOIP lines in the 05 range are accepted with prior agreement from BT.
· BT will not deliver calls to 08XX/07XX/09XX delivery numbers for the Sport Relief event.

· BT will not deliver to Virtual Private Networks (VPN's) across multiple sites - each numerically or geographically separate Call Centre must have its own GN.

· Call Centre networks involving home based agents are not permitted.

3. Your Agents/Volunteers - 

· Please ensure that at least 20% of your agents are ready in their positions by 18:35 as the call plan will be activated at 18:45 and the show goes live on BBC 1 at 19:00.

· Individual agent/volunteer “good” behaviour is vital.  By keeping callers on the line for longer than is absolutely necessary, or by not understanding the consequences of the actions given below, agents could prevent other calls/donations getting through to the overall service and reduce its effectiveness and success.
· Please ensure that all agents understand that they :–

· Do NOT make outgoing calls

· Keep calls as brief as possible

· Do not leave their position unattended

· Wait for a relief before a position is vacated

· Do not leave the phone ringing

· Use the sequence: - Log onto web then log on telephony.  Log off telephony then log off of the web. This avoids loss of calls.

· Liaise closely with Team Leaders/Supervisors on all technical/telephony difficulties, break requirements etc

· Please ensure that all managers/agents/volunteers are fully briefed on all the information.  
NB: Comic Relief will be sending all call centres a comprehensive Donation Taking Centre ‘Managers  Guide’ covering topics such as setting up the centre, briefing notes for volunteers, good practices and tips
4. Your Organization – 

· It is mandatory that the Event Call Centre Manager and a technical representative from your Call Centre attends the joint BT and Comic Relief pre-event briefing session.
· Please ensure that there is no electrical/engineering/ programming/upgrade work planned for your Call Centre site/lines/LAN’s/alarm systems etc, in the week leading up to the event and also on the night.

· It is strongly recommended that a television is available on the night, for the Call Centre to follow the running order of the programme and to give an early indication of a potential increase in calls or monitor any programme announcements which might impact on the service.

Why Call Centre Requirements are needed:

It is very important that the above criteria are put in place; that each Call Centre is set up correctly and that all participants, including Call Centre Managers, Team Leaders and Agents are fully aware of these instructions. 

Failure to follow these instructions could result in a Call Centre being removed from the event at short notice, as BT has a duty of care towards Comic Relief to ensure that no individual participants will be allowed to jeopardise the overall success of the event.  BT therefore has the right to remove, at short notice, any Call Centre from the Event whose call handling efficiency/behaviour cannot be corrected, within reasonable timescales, after consultation with the named Call Centre contact(s).  If BT is unable, or it is not possible, to make this contact due to circumstances beyond BT's control, BT reserves the right to unilaterally take whatever action is required to protect the overall Comic Relief service.

Importantly - BT and Comic Relief would prefer not to have to take this course of action.  However the above criteria are necessary because there are so many participants taking part with different working cultures and styles and from a whole range of UK businesses. So, the fact remains that the closer these instructions are followed, the more successful the overall event will be, which equates to more money donated to Sport Relief.
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