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CLOSING DATE TO RETURN TO COMIC RELIEF – JANUARY 27th 2012
	Name of Company
	
 MERGEFIELD Address_1 

	Call Centre Address 

(if your postal address is a post office box 

please also give a delivery address for couriers)
	

	Business Hours (Mon-Fri and weekends)
	

	Management contacts

(Responsible for co-ordinating the company’s Sport Relief  2012 Call Centre plans)

	Main Management Contact
	

	Position in Organisation
	

	Telephone number(s) (including mobile)

	

	Email address
	

	Deputy Management Contact
	

	Position in Organisation
	

	Telephone number(s) (including mobile)

	

	Email address
	

	Technical contact

(Responsible for the internal telephony arrangements required & available for technical queries, testing etc)

	Name
	

	Position in Organisation
	

	Telephone number(s) (including mobile)

	

	Email address
	

	Technical contact on the night of the appeal  

(To be available to liaise with BT regarding any telephony issues on the night)

	Name
	

	Position in Organisation
	

	Telephone number(s)  (including mobile)

	

	Email address
	

	Total number of inbound lines (on the number you 
are offering to Sport Relief 2012)
	

	How many of these lines are being offered for Sport Relief 2012 (If different from the above)
	

	How many volunteer agents will staff these lines?
	

	Deliver-to number(s) (one number is preferred but if more

than one number is offered, please indicate the number 

of lines per deliver to number in the second box)
	
	

	Type of switch
	

	PABX hunting system, distribution group,
exchange line delivery
	

	ACD stand alone or via hunt group
	

	ISDN
	

	Do you have VOIP delivery?
	

	Call diversion (using Star Service)    
	

	Night service (also give time it switches in)     
	

	When will the lines on the deliver-to number 

be available for testing?
	

	Who is the service provider e.g. BT, NTL, C&W 
	


Important:  Our aim is to maximise the number of calls answered during the limited duration of the TV show, and the telephony network call plan is designed to achieve this with calls cascading to the Call Centres best placed to answer them.  (See ‘BT Requirements Document’)

For this reason it is vitally important that:

a) both Queuing and Wrap-up are disabled on your ACD equipment for the duration of the event. Failure to comply with this request can seriously reduce the effectiveness of the entire telephony network call plan.  

b) dedicated lines are provided for the event (i.e. lines without residual Call Centre traffic)

c) agents, under no circumstances, make outbound calls or in any way disable (e.g: ‘back busy’ etc.) these lines for the duration of the event

	Please indicate if this will apply to your system on the night of the appeal:
	Yes
	No

	a)
you have dedicated incoming lines for use uniquely for the appeal
	
	

	b)
these lines will not share with any of your other services e.g. your own 0845/ 0345/ 0800/ 0990, business, outgoing calls or known public number
	
	

	c)
calls delivered to an independent or newly configured PABX hunt or distribution group
	
	

	d)
you have an independent ACD route for the Appeal service
	
	

	e)
the deliver-to number is not also a shared resource or a known public number which callers may ring at any time of the day or night
	
	

	f)
wrap-up is disabled /night service is disabled                         
	
	

	g)
internal queuing is disabled: all calls will be forced directly to agent positions with no internal queuing or announcement system in between
	
	

	h)
the lines will be available for testing before the event (See ‘BT Call Centre Requirements’)
	
	


	Can your Call Centre – ( times by prior agreement):
	Yes
	No

	a)
be ready to take calls from 

	
18.45 hours
	
	

	b)
be able to remain open until:
Either:
	
24.00 hours
	
	

	c)

Or:
	
2.00 hours
	
	


**IMPORTANT**: CALL RECORDING: Comic Relief does not want donation calls recorded.  Please indicate whether any equipment your centre may use in the course of your business to record calls can be turned off or otherwise disabled so no donation calls are recorded during the broadcast.   
	Either:  We will not record calls.
	
	Or:  We cannot ‘disable’ call record function.
	


(Please indicate, with an X in the relevant box, which statement relates to your call centre)
Q. Do you have any other comments or information you think is relevant to your system?
For any further information/queries contact:
Carol-Ann Bavage on 020 7820 2232 or email C.Bavage@comicrelief.com 
Bridget Fields on 020 7820 2329 or email B.Fields@comicrelief.com 
Sport Relief  2012  Friday March 23rd 
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