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Below is an outline of Comic Relief’s requirements for its telephone donation taking service which operates on the night of the TV show.  BT builds the telephony network call plan and calls are delivered across a network of Call Centres which volunteer their services for the night.  Participating Call Centres will be drawn from a wide range of business activity – amongst them, banks, building societies, facility providers, insurance, travel and local government.  The telephone donations are vital, as are the Call Centres which work with us to take those calls.  

We ask participating UK based Call Centres for the following: 

· 70+ staffed lines on a single deliver-to number  on Friday 23rd March 2012
· To take calls between 18.45 hours and midnight or until 2.00 a.m. by prior agreement
· The ability to capture donation details via our Comic Relief approved option; 

i.e. via our Web Application, or (contingency only) via paper donation forms
· To treat cardholder information in a secure and confidential manner in order to comply with payment cardholder industry (PCI) standards
· Recruitment of volunteers from within their staff and/or contacts to answer the phones or be part of the support team if required

· Access, during the show, to 3-4 outbound direct lines and/or mobiles to maintain contact with:

· Sport Relief’s National Helpdesk  

· BT’s Telephony Event Managers and  

· Sport Relief’s National Running Total Team (contingency only)

· Compliance with BT’s requirements as set out in the  ‘BT  Requirements Document’
· To complete and return the Sport Relief Call Centre ‘Telephony Questionnaire’ before the deadline date  Friday 27th January 2012
· The names and contact details of key Call Centre  ‘On the Night Contacts’:
· Centre Manager, Web Manager, Donation/Running Total Manager and Telephony technical contact document returned by deadline Friday 24th February 2012
· Refreshments and transport home for Call Centre volunteers where necessary

Regrettably, centres unable to meet these deadlines are not guaranteed inclusion in the call plan.
Taking donations via our Web Application
Having used the Web Donation Application very successfully over a number of campaigns, Comic Relief has committed to working solely with web-based Call Centres. This brings many benefits to the charity, the donor and to the Call Centres. Information regarding using our Web Application is available in Documents 5, 6 and 7 which are sent out with the Telephony information/forms in our Recruitment kit. 
If you have any queries, want more information about taking part, or would like to receive our Call Centre Recruitment Kit please write to callcentres@sportrelief.com.  We’ll get straight back to you!
Contingency (paper)

Comic Relief will supply all Call Centres with paper donation forms to cover the unlikely event that there are any technical issues, either within an individual Call Centre, or with the Comic Relief Web Application. The paper-based method will be used as contingency only.
For more information: Carol-Ann Bavage – Tel: 020 7820 2232 or Bridget Fields – Tel: 020 7820 2329 email: callcentres@sportrelief.com
Sport Relief 2012 Friday March 23rd


Call Centre Requirements








1 


November 2011
PAGE  
2

September 2010

