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Preface 

 

Dear reader,  

 

Child Helpline International (CHI) is here to offer support and advice as you begin the 

process of starting or scaling-up a child helpline in your country. It is an exciting and 

challenging partnership process with children and we hope that you are able to evolve a 

child helpline model that best suits your region. As a global network of children helplines, 

CHI is happy to share with you the experiences of child helplines across the world, which 

has been compiled in this manual.  

 

In order to strengthen and develop helplines for children and young people, CHI was 

launched in September 2003 in Amsterdam. CHI aims towards a world where 

telecommunication allows children and young people to be heard one by one and through 

their voices shape the world and realise their rights. CHI’s strategic focus is to facilitate more 

children and young people across the globe to access helplines. It aims to promote the 

establishment of child helplines, especially in economically developing countries, so that by 

2006 there is an active network of 100 countries with child helplines. 

 

At its inception in 2003, CHI was a network of 54 countries. Since then, the network has 

grown to include more than 80 child helplines. These helplines met regionally and 

internationally in 2004, 2005 and 2006, creating a true movement of helplines with inputs to 

positively impact the lives of children on a national, regional and international level.  

 

The experiences of our member, as well as others have helped CHI to present this revised 

version of ‘Building your Child Helpline’. The aim of this compilation is to share with you 

some of the processes that have been effective in starting or scaling-up helplines. 

Unfortunately, some helplines discovered the importance of these processes in hindsight. 

CHI therefore hopes you will be able to draw from the rich experience of helplines whilst 

planning your own helpline. Case studies can be found throughout the manual to illustrate 

the variety of experiences in starting or scaling up a child helpline.  

 

As you begin this journey, you may have several apprehensions such as the lack of 

telephones and other infrastructure, or that children will not contact a helpline. In 2003 the 

helpline in India (with a teledensity1 of 4.6) received 1.9 million calls, Peru (with a teledensity 

of 6.7) received 38,327 calls and Zimbabwe (with a teledensity of 2.5) received 64,489 calls. 
                                                
1 Teledensity: Main telephone lines per 100 inhabitants (ITU, 2003) http://www.itu.int/ITU-D/ict/statistics/ 
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The calls to these helplines were from school children, street children, child labourers, 

missing children, children who have been abused, and emotionally disturbed children. The 

experience of these helplines has also been that it is the start of a process of utilising 

existing resources, taking technology to children and identifying gaps in services. There is 

definitely still much more to be done by these helplines but their experience does show that 

whatever the excuse for not starting a helpline, it should not be those mentioned above! 

 

This compilation has been divided into three chapters. The first chapter briefly explains what 

a child helpline is, draws attention to the key elements of a child helpline, and attempts to 

answer some of the questions you may have regarding particular activities of the helpline 

and in getting started and scaling-up. The second chapter provides an overview of the 

structure of a child helpline and the implications relating to this. The third chapter outlines the 

suggested processes and steps to help you get prepared to launch a child helpline in your 

country. The annexes contain draft material from several helplines. Please feel free to adapt 

this material to your own country situation. 

 

Your experiences in getting started and taking off will help contribute towards a better 

understanding of reaching out more effectively to children. CHI values your comments and 

suggestions; therefore all feedback is more than welcome: 

info@childhelplinelineinternational.org   

 

Best of luck with starting or scaling-up your helpline,  

 

 

The CHI team 
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Chapter 1.   What is a child helpline?  

 
“Can a child contact the helpline through post or internet?” 

“Is the child helpline only for a specific target group?” 

“Do children come to the child helpline centre?” 

“Is there an age limit?” 

 
These are some of the many questions asked when starting a child helpline. This section 

attempts to answer some of these questions to define the core ingredients of a child helpline. 

It provides you with an opportunity to reflect on your understanding of a child helpline by: 

·  discussing the key elements of the concept of a child helpline 

·  outlining the main objectives of child helplines 

·  answering some frequently asked questions 

 
The conceptual understanding of a child helpline is indeed an important step, as it guides the 

further development of the helpline and its philosophy. 

 
1.1 Key elements of a child helpline?  

A child helpline is a phone and outreach service for children. It is accessible to all children 

whenever they require assistance or just need someone to talk to. A child helpline places 

children and their protection as its core principle, providing emergency assistance and 

linking children to long term services. A child helpline is preferably accessible to children and 

young people around the clock, free of cost and enables them to contact someone in any 

emergency situation. It provides children and young people with an opportunity to express 

their concerns and talk about the issues directly affecting them. A child helpline is founded 

on the belief that children and young people have rights, and that they can identify their 

problems.  

 
Phone calls from children are received in contact centres, where helpline staff and 

volunteers attend to the calls/contacts in shifts. These contact centres can be large centres 

with several telephone lines, but they can also be small centres with one or two telephone 

lines. A country can have one or more contact centres, depending on the size and the 

spread of the population. The different factors and context of your country will determine the 

structure of the child helpline.   

 
Different types of calls require different responses by child helplines. In developed countries 

most helplines respond to a call by counselling the child or guiding the child into making a 

decision by him or herself. When the child has specific needs, which the helpline cannot 

provide, the helpline refers the child to appropriate services. The existing child protection 
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service in the country has the responsibility to follow up and provide for the specific needs of 

the child. The following case is an example of counselling and referral:  

 
A 12-year-old boy is a victim of physical abuse at school. He does not have friends, and nobody 

wants to be his friend. He was beaten up twice, and telling the teacher did not help. She simply told 

him to sort out his own problems. During the call, the counsellor asks him to share his feelings. The 

counsellor encouraged the boy to talk to other trusted adults who can help him, and they discussed a 

“safety plan” – what to do to minimize risk of abuse.  At the end of the call, the counsellor gave him 

the phone numbers of service providers who can help him if the abuse escalates. (Children’s helpline 

Latvia) 

 
In some countries, helplines do not only respond to calls from children by counselling the 

child and referring the child to the appropriate services, they also have an important extra 

task. Especially in countries where child protection systems are not well developed, the child 

helpline will, in response to a contact from a child in danger or in an emergency situation, 

intervene directly. The helpline team member will go out, meet the child and help the child to 

safety. The helpline will have to act immediately to get the child out of the dangerous or 

emergency situation and after that make sure the child is linked to the appropriate services 

for long term follow up. The following case is an example of intervention:  

 
A 14-year-old female calls the helpline after she has been raped twice by the same group of men, 

some of whom were police. The ANAR helpline team pressed charges, and ensured that she received 

special attention at a local hospital. After her release from the hospital, the young girl was kidnapped. 

ANAR immediately joined forces with the prosecutor to find the girl and arrest the abusers. The girl 

was released, and ANAR’s social workers provided group and individual counselling for the family. 

The legal case continues. (ANAR Peru) 

 
It is important to note that a child helpline is not only about responding to calls. For children 

to contact the helpline, they first need to know about the service and understand what the 

helpline can do for them. Children also need to know how and where to access the helpline. 

Outreach and awareness-raising activities are therefore key components of a child helpline. 

These activities are not only about informing children about the helpline’s service and how to 

access it, outreach is also proactive – it takes the helpline services to children and ensures 

accessibility of the helpline to even the most marginalised group(s) of children.  

 
The case studies presented all show one thing in common, that is, no child helpline can work 

alone. A child helpline works closely with the existing social services, both public and private. 

For children it is impossible to know all the services available, especially in emergency 

situations. A helpline can therefore also be seen as the central point to link children to 

services available in the country and therefore it is important to have one number for the 
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child helpline. If the helpline cannot help the child directly, the child can be referred to those 

services available. The following case is an example of partnership: 

 

A 15-year-old girl phoned and was initially very quiet and upset (crying). Eventually she disclosed the 

sexual and physical abuse she had been enduring for a long time. The girl had suicidal inclinations, 

and seemed to be in a very desperate space. The phone counsellor was very supportive and calm, 

and let the girl discuss these issues at her own pace. The girl did not want to stay at home and gave 

her full name and contact details to the phone counsellor. Youthline contacted Child Youth and Family 

services, and a time and place was arranged where social workers could meet the girl and ensure her 

safety. (Youthline New Zealand) 

 
The chart below describes the process from the moment the phone call is made to the long-

term rehabilitation of the child.   

 
Chart 1. Call flow  
 
The child or concerned adult contacts the child helpline by dialling the number of the child helpline 
 
 

The child helpline counsellor receives and responds to the call 
 
  
 
 
 

On the phone : Counselling or referral to a service; Offering guidance via de telephone and 
referring children to another service for specialised help 

 
  and/or: 

 
Direct assistance : Intervention; To go and meet the child in emergency situations 

 
 
 
 
 
 

The child helpline counsellor notes down the details of the call to enable follow up and  
data collection 

 
 
 
 
 
Follow up with the organisations the child was referred to and make sure the child was helped 
adequately and put into safety. If necessary, link the child to long-term rehabilitation  
 

Hello 

Assist the child 

Follow up and long-term rehabilitation 

Details of the call are noted in a call record sheet 
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We hope that the above has given you a clearer idea on what a child helpline is. To sum 

up, the key elements that define a child helpline are: 

 

Accessibility: In order to be accessible to children, whenever they require assistance, it is 

preferable that the child helpline is: 

·  Operational 24-hour (in some economically developing countries where child protection 

services are already well established a 24-hour service is not always needed) 

·  Available to children free of charge and preferably a 3 to 4 digit number that is easily 

memorable, for example like the police and ambulance  

·  Nationally available, so that any child could seek assistance from any part of the country, 

especially from rural areas or slums 

·  Accessible to children and young people through the following media which may include: 

o Telephone: This includes phones, mobile, text messaging, sms/text and fax 

messages.  

o Internet: This includes emails, web-post, bulletin board, chat rooms and library 

visits 

o In person: This includes outreach contacts, walk-ins 

o Postal service: Through letters, free post 

o Other: This includes radio counselling and television counselling  

·  An outreach service: The child helpline reaches out to the child by meeting the child on 

the streets, teaching the child how to dial the number and how to make the call. 

Additionally the child helpline focuses on creating awareness about the helpline amongst 

children by meeting and talking to the children on the streets, in schools etc. 

 

Focus on Child’s Rights: The child helpline should focus on protecting the rights of 

children – and this could include a range of behaviours, which from the child’s perspective 

harms them in some way. To keep child protection at the core of the service, most helplines 

have the following policies regarding: 

·  Age of the child: The majority of child helplines aim to reach out to the children up to the 

age of 18 and in some instances up to 25 years 

·  Target group: While the child helpline is accessible to all children, as child protection is at 

its core, the focus is generally on those children who are denied their rights especially 

street children, child labourers, children who have been abused, child victims of the flesh 

trade, differently-abled children, child addicts, children in conflict with the law, children in 

institutions, mentally ill children, children affected by HIV/AIDS, children affected by 

conflicts and disasters, child political refugees and children whose families are in crisis. 

The helpline also has contact with adults who have concerns about children.  
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·  Child Protection: The child helpline creates an infrastructure to meet the protection right 

of the child, for example in cases of sexual abuse the child helpline can intervene 

·  Child Participation: A child calling into a helpline is a child expressing his/her right to 

participate. The child knows that someone will be there to listen to his/her needs. 

Decisions would be taken on the basis of the active participation of the child  

 

Linking children to resources and providing emergen cy assistance: The child helpline 

links children to appropriate services according to the needs of the child. The child helpline 

works closely with existing social services for children in the country. The child helpline 

responds to emergency situations appropriately by providing intervention in a crisis period in 

the child's life. This period could last from the time of the call to such time that withdrawing 

assistance would not put the child back into crisis. After providing the emergency assistance, 

the helpline then refers the child to other organisations for long-term rehabilitation. 

 
 
1.2 Objectives of a child helpline 
 
Some of the key objectives of child helplines across the world include: 

 

·  To operate in the spirit of the Convention of the Rights of the Child with a special focus 

on the protection and ‘listening’ rights of the child 

·  To reach out to every child in need of care and protection by responding to calls / 

contacts  and emergencies received 

·  To ensure access  to telecommunication services to the most marginalised in urban as 

well as rural areas  

·  To advocate for services for children that are inaccessible, inadequate or non- existent 

·  To strive for quality services for children in need of special care and protection and to 

ensure that the best interests of the child are secured 

·  To provide a platform of networking amongst organisations and to provide linkages to 

support systems which facilitate the rehabilitation of children in need of care and 

protection 

·  To create a family of NGOs and government organisations working within the framework 

of a national vision and policy for children 

·  To learn from the experiences of other child helplines and the data they have generated 

and jointly determine strategies to reach out more effectively to children 

·  To provide an opportunity for child to child interface, thereby building up a network of 

young persons who can advocate for issues concerning themselves,  to place young 

people at the centre stage of advocacy and policy development 
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1.3 Frequently Asked Questions before starting a ch ild helpline 

In this section we try to answer some of the questions as we often receive from 

governments, organisations, individuals or countries who wish to set up a helpline for 

children in distress.  

 

1. My country has poor telephone infrastructure! Ca n it still have a child helpline? 

 A child helpline in developing countries does not only rely on telephones to get access to 

children in distress. A child helpline in countries where telephone infrastructure is poor, 

should have an outreach component to reach out to those children who cannot call the 

helpline due to lack of telephone infrastructure or non-familiarity with phones. Use of 

alternative methods like, free post or meeting children during awareness rounds, is also an 

important aspect of the service. Innovative and cost effective technologies like wireless 

looping, satellite technology or a radio station for children could also be explored in areas 

where there is limited telephone infrastructure. In most countries where the infrastructure for 

fixed telephone lines is poor or non-existent, mobile phones are a growing market. The child 

helpline therefore has to make sure the helpline can be reached by mobile phones, free of 

costs. 

 

2. What is outreach? 

Outreach- a cost effective awareness exercise, is an important aspect of a child helpline in 

economically developing countries. It is a medium through which the helpline reaches out to 

children who need help but do not, or cannot call in to the helpline due to lack of established 

telephone infrastructure or non-familiarity with phones. Outreach ensures accessibility of the 

helpline to even the most marginalised group(s) of children. It could be in the form of school 

visits, children’s clubs, street corner meetings, individual meetings with children, open 

houses with children or children festivals and fairs. Target outreach areas could be public 

places like railway stations, bus stops, shopping malls and slums in order to reach out to 

more and more children. 

 

3. We don’t have enough resources to start a child helpline. What can we do? 

A child helpline can never work alone. It builds on the existing social services in a country. 

Preparing a resource directory will let everyone at the helpline know about existing services. 

Through networking with existing organisations you can build on the services already 

available for children in need. Documenting the contacts you receive will help you to identify 

and possibly start those services that are inadequate or non-existent, based on contacts 

received.  
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4. Our country is an economically developing countr y. How do we proceed? 

In countries where child protection services do not exist or are weak, the child helpline will 

have to offer different services to prove its credibility. The child helpline will have to intervene 

in emergency situations to make sure the child is brought into safety and linked to the 

appropriate services for long term follow up. Outreach will also be an important aspect of the 

child helpline.  

 

5. What is a child hotline or a child warnline? 

The terms helpline, hotline or warnline are sometimes used interchangeably in different 

countries. The most commonly used term, hotline, is defined as a telephone line that gives 

quick and direct access to a source of information or help. CHI’s understanding and use of 

the term child helpline, is a service provided to children or adults contacting on behalf of 

children through counselling, referral or intervention, via telephone, email, internet chat 

rooms, free posts or outreach. A child helpline is a service especially for children.  

 

6. Who are your callers? 

Callers at the child helpline could be children themselves, concerned adults or individuals 

like the police, paediatricians, school teachers, etc. contacting the helpline for a child in need 

of care and protection. However the child helpline encourages children to be the primary 

callers who trust the service and identify with it as their own.  

 

7. Should a child helpline also cater to the youth?  

International conventions on children define the child to be under 18 years of age. However 

high risk group of children also include youth on the street, youth affected with HIV/AIDS or 

are using or abusing substances. As the child helpline aims to reach out to the most 

marginalised and neglected group of children, the focus of services therefore needs to 

include youth between the age group of 18-25 years of age.  

 

8. Do children actually contact the child helpline by themselves?  

Yes! Contrary to many beliefs, children do contact the child helpline by themselves! Many 

call in more than once to share their problems.  The helpline has the child as the central 

focus. Building trust and a relationship with children ensures that children perceive the 

helpline as their own and call in for assistance. Outreach in schools and communities are 

therefore, an integral component to the service.  
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9. Why do children call the child helpline? 

A child helpline is the voice of children. Children call in seeking assistance for a range of 

services from rescue from abuse, bullying, feeling suicidal to unwanted pregnancies or about 

difficulties in families. They may also just call because they are lonely and would like to 

speak to an adult. In developing countries the reasons can also include assistance for 

shelter, medical reasons, family crisis, rescue from abuse, missing children, repatriation, 

death, emotional support and guidance. 

 

10. Should a child helpline have one number in a co untry? 

Yes it should. Children in vulnerable circumstances, especially street children or trafficked 

children, move around from one place to another. A common number for the child helpline 

across the country helps the children to remember one number that they can dial in for help. 

This also helps children identify with the service more easily. The number should be a 3 to 4-

digit number which is easy for children to remember.  

 

11. Is it necessary to have a toll free number for a child helpline?   

Yes it is. The concept of a child helpline is rooted within the child rights framework. Children 

have a right to demand for care and protection.  For some children, one call to a helpline will 

be enough, but others need to call in more regularly. A toll free helpline number ensures that 

children can access help in any emergency situation and are not made to pay for seeking 

help.  

Panama – Your Line 147 launched July 2005 
The helpline in Panama was launched on 8th July 2005. The helpline is called Tu Línea 147 
(Your Line 147) and is operated by the Ministry of Social Development in cooperation with 
several NGOs. The helpline is national and is a 24 hour, seven day a week, toll-free service. The 
largest telecom company of Panama, Cable and Wireless has been very supportive in the 
establishment of the child helpline. The training of the helpline team was carried out by 
Fundación Anar from Peru and Corpolatin from Colombia and hosted by Plan Panama. In the 
first month the helpline received 35.000 calls. These calls include silent calls, testing calls and 
prank calls, which is a challenge that all helplines face. But the helpline has also received a lot of 
calls from children which require counselling, referral and intervention.  

 

12. If there are too many calls, how will we cope?  

Running a child helpline is not something that one organisation can do alone.  A partnership 

model is important. Protecting children is everybody’s business- not only of a children’s 

organisation or of a concerned adult. Especially in a developing country, where resources 

are scarce, a child helpline works on a partnership model where it collaborates and networks 

with many partners. Each partner holds a joint ownership and responsibility to reach out to 

children in need of care and protection.  
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13. In our country some taboo issues, such as sexua lity are never discussed.  What 

can we do? 

In countries where indigenous cultures and religious sentiments are extremely high, some 

taboo issues are not discussed in the open. Hence it is difficult for the helpline to create 

awareness around these issues. Based on the experiences of CHI in such countries, it is 

suggested that the helpline starts with a more generic approach, like sponsoring and shelter 

and actually intervening on the calls to create a basis of trust. Once the reputation is 

established, the child helpline can move into issues related to sexuality. 

 

14. How important is confidentiality as an issue?  

In countries in Europe and North America confidentiality is a big issue. In some countries 

even the location of the helpline is confidential. In countries where a more generic service is 

offered, client confidentiality is maintained to the maximum. On the other hand, in some 

other countries, child helplines can be based in public premises, like hospitals and are easy 

accessible for children. The child helpline’s basic principle should be that it always 

safeguards the well-being of the child. 

 

15. What is the meaning of the term the Allied syst ems’?  

Allied Systems are the systems that a child comes into contact with. This includes the 

country’s child protection system. For example: the police system, health care, judiciary, 

education, transport, labour, media, telecommunication, corporate sector, elected 

representatives and all of us! A child helpline needs to be in close contact with these Allied 

Systems to ensure a child friendly environment.   

 

16. How do child helplines spread awareness about t he service?  

Child helplines have several options to spread awareness about the service, depending on 

the target group. Children and adults can be reached for example by outreach, distribution 

material and media. The message however has to be addressing the target group.  

In the trial phase of the child helpline, it is not advisable to have a big awareness campaign, 

because the child helpline is still testing the service. If the demand is too great in the 

beginning and the child helpline cannot adequately respond to all contacts, children may 

lose faith in the child helpline.  

 

17. What are the common problems associated with ru nning the service? 

Child helplines can run into problems, but nothing that can’t be overcome! Based on 

experiences of different helplines, some of the initial problems that the helplines face are a 

large number of silent/bogus/prank/fun calls. The challenge is to convert these callers into 
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potential callers of the service. CHI and its members have decided to look into this issue 

more carefully, by collecting best practices and involving academic institutions to do some 

research into the phenomenon of test calls. 

 

The challenge in the initial stages is also to directly reach out to the child in need, hence 

devising grassroots outreach and awareness campaigns. 

 

Problems related to inadequate services are also often encountered by helplines. For 

example, lack of night shelters for girls or lack of funds for an expensive medical operation. 

The challenge is to fundraise locally, not only for generating resources, but also to build 

partnerships with all systems.  

 

18. What can CHI as a network do for child helpline s?  

CHI provides technical assistance to countries that want to start a child helpline, and also 

assistance to helplines who want to scale up from local to national coverage. CHI can for 

example assist with training manuals, a data collection package and guidelines for 

Principles, Standards and Practices, all based on international experiences. CHI is a child 

helplines’ helpdesk and a brand for child helplines. We offer a platform for exchange of 

knowledge and sharing of information through regional and international consultations of 

child helplines, a monthly newsletter and an interactive website. CHI collects and analyses 

data from child helplines across the world and advocates for children’s issues at the regional 

and international level. If you would like to know what we can do for you, please contact the 

CHI secretariat at info@childhelplineinternational.org.  

 

 

 
Brazil – TECA launched October 2004 
The first helpline for children in Brazil was launched by ABRAPIA in October 2004. 
ABRAPIA participated in the first CHI International Consultation and has visited 
several child helplines before setting up the helpline. The name of the helpline TECA 
Telefono da Criança e do Adolecente (Telephone of children and adolescents) was 
chosen by school children themselves. The helpline has received around 2000 calls 
from October 2004 to May 2005. Unfortunately the helpline has not yet received a 
toll free number but they are working hard with the telecom companies to get a toll 
free number, to make sure all children can call the child helpline free of cost. The 
child helpline operates from 9 a.m. to 9 p.m. and has started in Rio de Janeiro.  
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Chapter 2. The operations of a child helpline 

 
The previous chapter provided an overview of the key elements of a child helpline and 

hopefully has also addressed some of your initial concerns regarding the starting of a 

helpline. This chapter looks in more detail at the operations of a child helpline. This chapter 

tries to answer the following: “What does a child helpline do and how does it do it? 

 
A child helpline’s work or its operations can be looked at in three segments: 

·  Methods of communication : Child helplines make use of different communication 

methods to reach out to children, such as landline phones, mobile phones, emails, 

internet chat rooms, outreach, etc.  

 
·  The call / contact response strategy : The two main strategies adopted by child 

helplines are: counselling and referral strategy; and counselling, referral and intervention 

strategy 

 
·  Outreach and awareness : To make use of the helpline’s service, children and 

concerned adults need to be aware of the helpline, the helpline can use different 

strategies, including outreach to raise awareness of the helpline 

 

Chart 2.1 An overview of a child helpline’s operati ons 

  

Each of the above factors is explained in detail in the following sections. 

Operations of a child helpline  
 

Call / contact  
response strategies 

Outreach and 
awareness 

Methods of communication
  

Counselling 
and Referral 

Counselling, 
Referral and 
Intervention 

In-person contacts 
 

Telephone 
contacts 

Web-based 
contacts 

Raising 
awareness 
about the 
helpline 

Outreach in 
schools, 
communities 
on streets, in 
etc.  Other 

contacts 
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2.1 Operations of a child helpline – Choosing your method(s) of communication 

Most people think that helplines use only telephones to reach out to children. Although 

telephone is the most common method of communication, for child helplines based in 

countries where children have little access to phones, other means of communication such 

as outreach, face-to face intervention, letters, postcards, radio and television programmes, 

etc are used to reach out to children. With the advancement of technology, emails, 

confidential internet chat rooms, etc, have also been tested and tried by child helplines 

based in countries where internet use is high amongst children.  

 

There is no “one size fits all” method for how a child helpline reaches out to children. Often 

child helplines choose a combination of communication methodologies to reach out to 

children. The methods of communication that child helplines use can be categorised as:  

·  In-person contacts: Outreach, Walk-ins, Face-to-Face Interventions 

·  Telephone-based contacts: Landline/ fixed phones, mobile phones, fax, sms/text 

messaging 

·  Web-based contacts: Emails, Internet online counselling/ chat, Web-post/bulletin 

board, Online Library 

·  Others: Postal/Mail Collection Boxes, Radio counselling, TV counselling 

 

This section presents some factors that a child helpline can consider when choosing an 

optimal method(s) of communication. The factors include:  

·  The landline and mobile tele-density (respectively main telephone lines per 100 

inhabitants and cellular subscribers per 100 inhabitants)  

·  The internet penetration (internet users per 10,000 inhabitants) 

 
Chart 2.1 Choosing the optimal communications metho dology 

  

·  Tele-density 
·  Internet users 

Tele-density landlines �  40 
 
Tele-density mobiles �  60 
 
Internet penetration �  2.400 

Tele-density landlines �  40 
 
Tele-density mobiles �  60 
 
Internet penetration �  2.400 
 

Methods of co mmunication to focus on:  
·  Landline phones 
·  Mobile phones 
·  SMS/ Text messaging 
·  Email and online counselling 
·  School based outreach 
·  Street and Community based outreach 
 

Methods of communication to focus on:  
·  Landline phones 
·  Mobile phones 
·  Free Post (Postcards, Letters, etc) 
·  Radio counselling 
·  Strong focus on Outreach (street, community-

based,  schools, etc) 
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The tele-density figures for this chart are based on the highest regional average figure. 
(Source: http://www.itu.int/ITU-D/ict/statistics/) 
 
It is important to note that once a child helpline has chosen the method(s) of communication 

to reach out to children and young people, it does not end there. As conditions in the country 

change with time, a helpline therefore needs to adapt its services continually. For example, 

with an increase in mobile and internet use amongst children especially in economically 

developed countries, child helplines need to look into alternative strategies to reach out to its 

target beneficiaries.  

 
*Tip: If you are still unsure as to which method (s) of communication to choose for your child 

helpline, it may help by asking these simple questions:  

·  “Can the children in my country, including the marginalised children, access telephones 

easily? If they can, will the children call from home, from their own personal mobile 

phones or from public telephones?”  

·  “Do the children in my country, including marginalised children, use the internet? If so, is 

it a large majority or just a small percentage of children who have access to computers?” 

 

 

2.2 Operations of a child helpline – Call / contact  response strategies 

 

The two main strategies adopted by child helplines are:  

·  active listening, counselling and referral strategy; and  

·  active listening, counselling, referral and intervention strategy.  

 

What do these terms mean? 

Active Listening: Structured form of listening and responding that focuses the attention on 
caller. 

 
Counselling: A structured form of listening and responding which facilitates wise choices 

and decisions by actively listening to the caller. 
 
Referral: Providing information to a caller in need about another source of help 

and/or providing information and/or also contacting the other source to 
assist the caller in need. 

 
Phone-Based Interventions: Contact between a caller and helpline that occurs strictly via the 

phone with no face to face contact. The contact may include 
counselling/active listening; sharing of information and referral to community 
resources. Any face to face contact that occurs as a result of the phone 
contact or in follow up to the phone contact should be counted separately 
as a face to face contact. 

 
Face-to-Face Interventions:  Contact where the helpline physically meets the caller or child 

concerned. 
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To determine a suitable call / contact response strategy for the helpline, you would need to 

know:  

·  The Human Development Index (HDI) and Gross Domestic Product (GDP) of your 

country, as they reflect, to a large extent, the economic situation of your country. 

·  The status of your country’s child protection system 

 
The stage of a country’s economic development  is an important factor in determining the 

optimal strategy for the child helpline. The table below highlights some of the key indicators 

of a country’s economic development.  

 
 Key indicators of a country’s 

economic development 
Economically 
developing  

Economically 
developed  

1. Human Development Index (HDI) 2   

 What is the HDI of your country? Below 80 Above 80 

2. Gross Domestic Product (GDP)   
 What is the GDP in your country? Under 

US$10,000 
Above 
US$10,000  

 
HDI measures a country's average achievements in three basic aspects of human 
development: longevity, knowledge, and a decent standard of living. 
 
GDP per capita is often used as an indicator of standard of living in an economy.  
 

 

A country’s stage of development is not the only factor to consider. The strategy chosen by a 

helpline is also closely linked with the development stage of a country’s child protection 

system 3. Where child protection services (including social services) are underdeveloped, 

the child helpline becomes an integral part of the child protection system and usually has a 

counselling, referral and intervention model. In countries where the child protection system is 

well developed, a child helpline reinforces the links within the child protection system, with a 

focus on counselling and referral strategy. Therefore in choosing a suitable strategy for your 

helpline, please consider carefully the development stage of your country’s child protection 

system, the services available (including public services and the NGO network) and the 

                                                
2 HDI is a summary composite index that measures a country's average achievements in three basic aspects of human 
development: longevity, knowledge, and a decent standard of living. Longevity is measured by life expectancy at birth; 
knowledge is measured by a combination of the adult literacy rate and the combined primary, secondary, and tertiary gross 
enrolment ratio; and standard of living by GDP per capita (PPP US$).  

·  Human development classifications : All countries included in the HDI are classified into 3 clusters by achievement in 
human development: high human development (with an HDI of 0.800 or above), medium human development (HDI of 0.500–
0.799) and low human development (HDI of less than 0.500). 

·  Income classifications : All countries are grouped by income using World Bank classifications: high income (gross national 
income per capita of $9,386 or more in 2003), middle income ($766–$9,385) and low income ($765 or less). 

3 Child protection system  is a group of services designed to promote the well-being of children by ensuring safety, achieving 
permanency, and strengthening families [or primary caregivers] to successfully care for children. Most become first involved 
with the child protection system due to a report of suspected child abuse or neglect. The child protection system is not a single 
entity; it is an inter-dependent network of organizations including public agencies (departments of social services, child and 
family services, etc.), community-based organizations providing children-related services, such as foster care, residential 
treatment, mental health care, substance abuse treatment, parenting skills classes, employment assistance, financial, housing 
assistance, etc. Child protection systems and their specific procedures vary widely by country.  



                       Child Helpline International: Build your Child Helpline 
 

20 

accessibility of these services for children. The chart below shows the optimal strategy for 

child helplines based in developing and developed countries, taking into consideration the 

country’s child protection system.   

 

Chart 2.2 Determining the optimal call-response str ategy  

 

 

 

The chart shows the two different strategies child helplines adopt across the world, 

determined by the country’s stage of economic development and child protection system. 

The first strategy of counselling and referral, is mostly adopted by economically developed 

countries, whilst the second strategy of counselling, referral and intervention, is mostly 

adopted by economically developing and underdeveloped countries.  

 

Indicators:  
HDI 
GDP 

Economically 
developing 
countries 
HDI � 80 

GDP �  $10.000 

Economically 
developed countries 

HDI �  80 
GDP �  $10.000 

 

Good child 
protection system 

Under-developed 
child protection 

system 

Good child 
protection system 

 

Under-developed 
child protection 

system 

Optimal strategy:  
Counselling and 

Referral  

Optimal strategy:   
Counselling, 
Referral and 
Intervention 

Optimal strategy:   
Counselling and 

Referral  
(or Active listening) 

 

Optimal strategy:   
Counselling, 
Referral and 
Intervention 
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2.3 Operations of a child helpline – Awareness and outreach 
 
A child helpline is accessible to all children, this includes school-going children, street 

children, child labourers, children who have been abused, differently-abled children, children 

in conflict with the law, children in institutions, children infected and affected by HIV/AIDS, 

children affected by conflicts and disasters, etc. A helpline therefore needs to use different 

types of awareness-raising and outreach strategies to reach out to different target groups. 

This section briefly presents the different ways child helplines make their services known to 

and used by, different groups of children. 

 

Awareness : The experiences of child helplines around the world show that children 

themselves do contact the helpline directly. In fact, many children contact the helpline more 

than once (sometimes repeatedly) to share their problems. For children to contact the 

helpline, they need to be aware of the helpline, the number, the service it offers, etc. 

Therefore in addition to answering and responding to calls and contacts, a helpline’s work 

also includes awareness-raising4 activities. Different awareness-raising strategies have been 

used by child helplines, this includes the use of media (newspapers, radio and television), 

public conferences, special events like children’s day, etc. It is important to note that the 

awareness strategy chosen by the child helpline can determine the: 

·  Target beneficiaries contacting the helpline: If a child helpline uses television campaign 

to promote awareness of the helpline, it will only reach children and adults with access to 

televisions. To reach marginalised groups of children, other awareness strategies are 

required.  

·  Reasons why children contact the helpline: Some child helplines intentionally organise 

awareness campaigns during thematic national events, such as “the national week on 

the prevention of child-abuse”, where these helplines subsequently receive a larger 

number of abuse-related calls after its awareness campaign.  

 

Outreach : Outreach is a medium through which the helpline reaches out directly to children 

by meeting and speaking with them. In economically developed countries, where a majority 

of children attend school, outreach conducted by child helplines is often school based and is 

aimed at reaching out to children in schools, making the children aware of the service and 

encouraging them to call the helpline when in distress or for assistance. Through school 

based outreach, the helpline can also reach those children that are more difficult to reach, 

like deaf children and children with learning difficulties. In economically developing countries, 

                                                
4 It is important to note that in the trial phase of the child helpline, or when the helpline has just started, it is not advisable to 
have a huge awareness campaign as the helpline is still testing its service. A large awareness campaign at the onset may 
create too great a demand that the new helpline may not be able to respond to, which may result in the children losing faith in 
the child helpline. 
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street and/or community outreach is a medium through which the helpline reaches out to 

children who need help but do not or cannot call the helpline due to lack of established 

telecommunications infrastructure or unfamiliarity with phones.  

 

A quick tip on choosing the optimal awareness and outreach strategy (or strategies) for your 

child helpline, will be to ask the following questions: 

- Which group of children do you want the helpline to reach out to, so that they can contact 

the helpline and use the service in times of need? 

- Where are these children gathered and what is the best way to reach out to them, making 

them aware of the helpline so that they can contact the helpline in times of need? 

- If the helpline chooses a television campaign, will these campaigns effectively reach out to 

the children the helpline is trying to assist? Do these children have access to televisions? 

Child helplines around the world have utilised innovative awareness and outreach strategies, 

for more information, please contact CHI at info@childhelplineinternational.  
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Chapter 3. Structure of a child helpline  

 

Over the past year, CHI has worked closely with various countries to start child helplines and 

often CHI would be asked “What will our child helpline look like, what is the best structure for 

our child helpline?” The response to this question is that there can be no one type of 

structure that can be used globally. Each child helpline has to evolve its own structure based 

on the needs of the country, its child protection system, the cultural context, etc. There are 

some key factors which can help a country decide on the most suitable structure for the child 

helpline in the country.  

 

Outlined in this chapter are these factors and the steps which will enable you to determine 

the most appropriate structure and governance framework for the child helpline in your 

country. These factors include: the needs of the country; the Human Development Index 

(HDI); the child protection system, the cultural context / languages spoken, etc.  

 

Based on these factors CHI has created a reference checklist to determine the following:  

 

·  Optimal number of contact centres: Calls and contacts are answered and responded 

to in contact centres by the child helpline team. Countries may need to have one or 

several contact centres, depending on various factors, such as the needs of the 

children in the country, teledensity spread, etc. 

 
·  The governance framework: To ensure sustainability of the child helpline, it is 

essential to have a broad based governance structure.   

 

 

 
Call-response centre or Contact centre? 

 

In section 2.1, we mentioned that helplines use different methods of communication, in 

addition to telephones, to reach out to children. Therefore once conventionally known as 

call-response centres, where phone calls are received and responded to, increasingly child 

helplines receive and respond to more than phone calls, child helplines respond to walk-in 

cases, letters, emails, internet chats, etc., otherwise known as “contacts”. Hence in this 

manual, CHI will use the term contact centres instead of call response centres. 
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3.1 Contact centres  

 

3.1.1 What are contact centres? 

Call / contacts are answered and responded to in contact centres by the child helpline team. 

The task of the contact centre is to respond to every call / contact that comes in to the 

helpline, preferably 24 hours a day and provide the necessary assistance. The contact 

centre staff answers and responds to calls provides emergency assistance and where 

necessary follows up on the cases. The contact centre staff are sometimes also involved 

with creating awareness of the help line’s number through extensive outreach.  

 

The key functions of the contact centre include: 

• Responding to all calls/contacts, case interventions and follow-up 

• Conducting regular phone testing 

• Documenting all calls and maintain registers 

• Feeding data into the computer package 

• Organising monthly meetings of all the team members 

• Preparing and implementing a monthly plan for outreach to make children aware of the 

service 

 

The staff of the contact centre could comprise of 1 supervisor for qualitative inputs and 

handling of difficult calls. If it is a 24 hour helpline, it needs to have sufficient team members 

to work in shifts. For example, Childline India’s 24 hour contact centres each have 7 team 

members working in rotation in three 8 hour shifts. Many helplines recruit and train 

volunteers to be part of the contact centre team. In countries with limited resources, 

volunteers would be paid at least a token amount or stipend.  
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3.1.2 Determining the optimal number of contact cen tres  

Most child helplines around the world have multiple contact centres. Historically this has 

evolved either due to the availability of volunteers, telephone technology, size of the country 

and the linkages within a country’s child protection system. However, an analysis of the 

contact centre framework indicates that the optimal number of contact centres can be 

determined according to various factors. 

 

Chart 3.1 

 
 
* Please note, there can be exceptions. For example, even if the child population is small however if the 
country has a large landmass, multiple contact centres are still necessary. For example, Mongolia has a 
land area of 1,564,116 sq km and only a population of 2,791,272 (July 2005) will require multiple 
contact centres. If you have any questions, please email: info@childhelplineinternational.org. 

Factors to help you decide on the optimal number of 
contact centres 

Centralised contact  centre s 
 
Does your country have (please tick if yes): 

�  Good telephone network and infrastructure in 
all areas including telecommunication from 
rural areas to the main cities 

�  GDP of over US$10,000  

�  A child-population size of under 500,000  

�  A strong NGO network, that works in 
partnership with relevant government 
agencies, such as social services, police, etc 

�  A strong child protection system, even at the 
districts/ province and rural areas? 

�  A small geographic landmass 

�  Largely homogenous population (single 
language) 

�  Low incidence of serious child-protection 
cases, such as, child-prostitution, child-
trafficking 

A centralised c ontact  
centre  structure *maybe 

more suitable 

If most of your answers to the 
above questions are “yes”, and 

your helpline has chosen a 
counselling and referral strategy  

to reach out to children 
 

Multiple contact  centres  
 
Does your country have (please tick if yes): 

�  An under-developed telephone infrastructure  

�  GDP of under US$10,000  

�  A child-population size of above 500,000  

�  An NGO network with very little contact with 
relevant government agencies, such as social 
services, police, etc 

�  A weak child-protection system, at most levels, 
from the capital to the districts and rural areas? 

�  A large geographic landmass 

�  Densely populated cities 

�  Distinct multi-ethnic and multi-lingual 
communities  

�  High incidence of serious child-protection cases, 
such as, child-prostitution, child-trafficking 

 

If most of your answers to the 
above questions are “yes”, and 

your helpline has chosen a 
counselling, referral and 

intervention strategy   
to reach out to children 

 

Multiple c ontact 
centres or social 

franchise structure  
*maybe more suitable 
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Choosing a centralised contact centre 

If your child helpline has a counselling and referral strategy, and the helpline is based in a 

country with high teledensity, with a well-developed child protection system, then one 

centralised contact centre is often sufficient. However as seen in Chart 3.1, More contact 

centres may however be required if the country is multilingual, with each region/district 

speaking a different language (or dialect). This is the case in Switzerland, where three 

official languages are spoken in distinct parts of the country. Switzerland’s national child 

helpline - 147 pro juventute, has one contact centre per region, where the staff speaks the 

same language as the children using the service. It needs to be noted that if a country has a 

multi-ethnic population then the child helpline counsellors need to be multilingual and it 

would be helpline for the helpline is the major ethnic groups in the country are represented it 

its staff and volunteers. This is imperative for helplines with a counselling and referral 

strategy as most communication takes place over the phone and if the child can speak in 

his/her native language it will facilitate communication.  

 

Vietnam Hanoi-based child helpline – launched in Ma y 2004 
On the 19th of May 2004 Plan Vietnam and the Vietnam Committee for Population, Families and Children 
(VNCPFC) launched a new child helpline in Hanoi. This achievement is the fruit of several years of 
determined teamwork and planning. The Vietnam helpline team did not start with a toll free number and is 
still in the process of lobbying for short three or four digit number. The helpline team, embracing child 
participation, is running a competition in which the children of Hanoi will find the best name for the line. Until 
then, the helpline will be known by its digit number, 1800-5587777. 
 
The helpline hopes to reach all the children of Hanoi with an array of issues and problems from children with 
questions on homework to the children who work and live on the streets. The line will be starting life as a 
counselling line, but out-reach and intervention will follow shortly. In order to bring the helpline to the 
attention of the children, the team arranged to be present at the celebration of 50 years of a children’s 
newspaper held for children in a Lenin park in Hanoi, a few days before the official launch. Thirteen thousand 
children took part in these celebrations and came into contact with the helpline team and their volunteers, 
who had set up stalls and banners advertising the helpline’s number. They played games with the children 
and handed out booklets and balloons with the number printed on them. This event was a great success, 
giving the team confidence for the launch 3 days later.  

 

Choosing multiple contact centres 

Helplines with a counselling, referral and intervention strategy, require multiple contact 

centres. The specific number of contact centres is determined by the following criteria:  

 

·  The country’s telephone network : Different countries have different telephone 

technologies. For example, some countries are on electronic whilst others on manual 

exchange5. Even within countries, due to modernisation and the trend of privatisation of 

the telecoms sector, different telephone systems are used for mainlines and mobile 

networks, for example some countries have mobile networks on CDMA whilst others on 

                                                
5 In the field of telecommunications, a telephone exchange is a piece of equipment that connects phone calls. It is what makes 
phone calls "work" in the sense of making connections and relaying the speech information. 
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GSM technology6. The number of contact centres is therefore also dependent on the 

telephone technology of the country. For example, if a country has an electronic 

exchange it can have one call centre for the whole country, but if a country has a manual 

exchange, the contact centres should be regionally located and the helpline would 

therefore need multiple contact centres. The helpline needs to confirm with the Telecom 

Regulatory Authority in the country to determine the feasibility of the number of contact 

centres. Please contact CHI if you want further technical details on this. 

·  Child population: A country’s child population size and density (number of children in 

any given area) are important factors to consider. For example in a densely populated 

city like Mumbai, India with a population of 16 million, multiple contact centres are 

necessary in one city to respond to children in a timely manner. However in Albania with 

a total population of 3 million, fewer contact centres are needed. 

·  The geographic landmass: for countries with a large landmass, multiple contact 

centres are necessary. This is because if a child calls requiring immediate intervention, 

the helpline team member may take too long to reach the child if the one contact centre 

is located far away. In countries with a large landmass, even if the child population is 

small, multiple contact centres are still necessary. For example, Mongolia has a land 

area of 1,564,116 sq km and a population of 2,791,272 (July 2005) will require multiple 

contact centres. 

·  The ethnic and cultural diversity of the country:  Child helplines based in large 

countries with multi-ethic and multi-lingual communities have different needs from child 

helplines based in homogenous countries where one language is largely spoken. 

Multiple contact centres are important in countries with ethnic/cultural diversity, to cater 

to the specific needs of children from different ethnic backgrounds.  

·  The “degree of need”: The child protection situation of a country is also a determining 

factor for the number of contact centres needed. For example, although Cambodia and 

Honduras are relatively small countries with a small child population, these countries 

have high incidence of child-trafficking to neighbouring countries. Hence, the priority for 

countries like Cambodia and Honduras to have multiple contact centres is as high as a 

large country like Mongolia.  

 

Mongolia - Friends 1979 child helpline launched in May 2005 
At the invitation of Mongolia’s National Authority for Children (NAC), CHI conducted a visit to 
Mongolia in July 2004 to help facilitate the establishment of a national child helpline. During this 
visit, NAC organised a brainstorming meet to get key stakeholders to discuss their perceptions 
about a toll-free, three digit national child helpline for Mongolia and as a result of this 
brainstorming meet, to determine a collective plan of action to take this idea forward and to 
determine a structure for Mongolia’s national child helpline. The concept of a child helpline was 

                                                
6 There is different digital communication technologies used to provide wireless communication services; they include CDMA 
(Code Division Multiple Access), GSM (Global Standard for Mobile) and TDMA (Time Division Multiple Access).  
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certainly not new to Mongolia. In 2004, there was a total of 9 child helplines operating in the 
country. These helplines were at then not working in partnership with each other. CHI and the 
Mongolian team discussed the possibility of establishing one national child helpline that would 
reach out to many more children in the country. Since then, the key stakeholders in Mongolia 
have worked extremely hard to get the helpline off the ground. On the 11th May 2005, the 
helpline started with the number 1979. 

 

 

3.2 Social franchise model 

Especially in countries where resources are scarce, it can be very expensive for a child 

helpline to have multiple contact centres. CHI therefore strongly recommends partnership 

between NGOs and relevant government agencies to effectively and most efficiently respond 

and intervene in cases. For example, CHILDLINE India evolved a ‘Brand add-on model’ or 

‘social franchise model’ for an effective intervention model. This model encourages countries 

to set up helplines out of existing facilities and integrate the helpline as an additional 

component to their services. This model is recognition of the importance of local and 

regional expertise within a national structure. It adapts the helpline to the cultural context. 

Organisations partnering to implement the service are committing to the core beliefs of the 

service and agree to function under a uniform national brand. This facilitates better quality of 

intervention, utilisation of resources and creates a joint sense of ownership to the service. 

 

The most important features of the ‘social franchise model’ are:  

·  There is a common brand image presented to the public. Hence the logo, phone 

number, colour scheme and awareness campaign are the same at the national level.  

·  The organisations implementing the service must adhere to common quality 

standards such as transparency and willingness to participate in periodic networking 

and facilitation meets.  

·  The organisations focus on issues related to the Child Rights Agenda. This agenda 

must be reflected in all the activities of the organisation.  

·  The overall structure of the child helpline service in the organisation is the same. 

However, implementations differ based on the cultural context of different regions.  

·  All organisations partnering to implement the service commit to the core beliefs of the 

service and have to sign a Memorandum of Understanding (MOU), outlining their 

roles and responsibilities.  
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3.3 Governance 7 framework – proposed structure of a child helpline  

A child helpline’s management and organisational structure goes beyond its contact centres, 

counsellors and volunteers. To ensure long-term sustainability of the child helpline, it is 

essential that the child helpline has a broad based forward-looking governance structure.  A 

suitable governance structure for a child helpline is dependent on various factors, including 

the economy of the country, the role of the government and the history of the non-profit 

sector where the child helpline is based. For example, in transition countries like Bulgaria, 

the government tends to take on a greater role. In countries where the non-profit sector is 

very active, NGOs can take a lead role in the governance of the child helpline. In other 

countries, partnership between the government and NGO sector is reflected in its 

governance structure. This is seen in the child helpline in India, where the NGO sector is 

dynamic and the government is supportive of NGO partnerships. There is therefore no one 

type of governance structure that will be suitable for all helplines in the world. However as 

child helplines play an integral role in a country’s child protection system, it is important to 

note that for the effective functioning of the child helpline, it is important to involve the 

government in some capacity, as child protection is the ultimate responsibility of the state.  

 

3.3.1 The child helpline's Advisory Committee / Boa rd 

Due to the nature of a child helpline’s work, a multi-disciplinary Advisory Committee or Board 

is recommended for the helpline. Suggested members on the Advisory Committee or Board 

include: government representatives, telecommunication representatives (government and 

companies), NGOs, NGO networks, donor organisations, bilateral and multilateral 

organisations, representatives from agencies within the child protection system such as the 

police, railway authorities, support organisations, etc. The role of this body would be:  

·  Monitoring the quality of service provided by the child helpline by reviewing calls 

received and response strategies 

·  Ensuring that there is a coordination between government departments and NGOs in 

responding to the children in need of care and protection 

·  Taking measures to ensure that there are adequate services for children in need of care 

and protection 

·  Planning the training strategies for the outreach organisation(s) and reviewing the budget 

for the same 

·  Suggesting measures to address problems and issues faced by the child helpline 

 

                                                
7 Governance refers to the actions of a board of directors of an organisation with respect to establishing and monitoring the 
long-term direction of the organisation. 
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3.3.2 The child helpline’s secretariat to the Coord inating Board 

If there are multiple contact centres, the child helpline governance structure should ideally 

have a secretariat to coordinate the activities of the different contact centres. The primary 

role of the child helpline secretariat is to ensure effective networking, providing 

documentation inputs and training of organisations associated with the helpline. The 

helpline’s secretariat finds solutions for the issues or problems faced by team members in 

responding to calls / contacts, thus ensuring the effective functioning of the service. The key 

functions of the secretariat include: 

·  Facilitate the coordination of the helpline at the country level through regular 

meetings of the child helpline partners and visits to the organisations  

·  Ensuring connectivity to the helpline’s number  by following up with the telephone 

department 

·  Organising ongoing training of the helpline’s field staff 

·  Organising regular networking meets with outreach organisations 

·  Conducting training with the Allied Systems such as the police, doctors, nurses, 

probation officers etc. 

·  Ensuring that there is sufficient and relevant awareness material  

·  Compiling monthly reports on the calls received, highlighting key innovations, 

publishing a newsletter/annual report, call related publications and reports and 

updating the resource directory 

 

The staff of the secretariat should comprise of at least one coordinator at the country level 

who can lead the process, preferably with 5-7 years of experience in the field and a degree 

in social work. Depending on the size and complexity of the country you may need more 

than one coordinator.  

Colombia – Friends Telephone launched in August 200 4 

In March 2003, the Corporation LATIN (Linéa de Atención Infantil) in Cali was created, with 
the aim of setting up and operating the child helpline.  Besides the Limmat Foundation 
(providing seed money for the child helpline) there is a group of founder members, all of 
them well known foundations in Cali, dealing in development projects, especially for the 
children.   

Teléfono Amigo 106 (Friends Telephone) was established in August 2004, and forms part of 
Corpolatin. It started locally in the city of Cali, and operates 18 hours daily. From August 
2004 to June 2005, the helpline received 5128 calls which required intervention and follow 
up. The most pressing issues included: abuse and violence, commercial exploitation, 
sexuality and family relationships. The first call was from a child who had lost his homework 
and was afraid of saying it to his mother. The second wanted to know whether it was really 
true, that the 106 was a ‘friend on the phone”.  
 
The helpline is planning to expand its services nationally in the next few years. Children from 
all over the country will then be able to contact the helpline. 
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Chapter 4.   How do I build a Child Helpline? 

 

The experiences of child helplines have shown that systematic planning before initiating or 

scaling-up the service is essential for its smooth functioning. There is unfortunately no 

standard blueprint for building a helpline as the service requires adaptation to the social, 

cultural and economic context of the country. However, based on the experiences of child 

helplines, certain processes have enabled them to plan effectively. It is suggested that 

instead of launching the service nationwide, a country can start with a city or a district during 

the pilot phase and subsequently scale-up. 

 

This chapter explores the first steps a country should follow before launching a child helpline. 

These steps include: 

1. Exploring the country for local hotlines and helplines and visit them 

2. Organising a Brainstorm Meeting 

3. Listening to children via the Needs Assessment Study 

4. Exploring the region through a Resource Directory 

5. Determining the structure of the child helpline 

6. Preparing a business plan  

7. Mobilising resources for the helpline 

8. Training the child helpline team 

9. Launching the service  

 

Many of these steps may be simultaneously undertaken.  

 

4.1 Exploring the country for local hotlines and he lplines and visit them 

Before organising the brainstorm meeting it is important to find out if there are local hotlines 

or helplines in the country (especially child/youth related hotlines/helplines). There might be 

smaller, maybe more specialised or thematic services already exiting that could be part of a 

national structure. It is important that these services are visited and invited to the meeting so 

that they can share their experiences with setting up a line and possibly be part of the 

national helpline (if they work with children).  

 

4.2 Organising a Brainstorm Meeting 

A brainstorm meeting is the first step towards initiating or scaling up a child helpline. The 

purpose of this meeting is to get key stakeholders together to discuss their perceptions 

about a child helpline and determine a collective plan of action to take this idea forward. 
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When scaling-up a child helpline, emphasis is placed on the scale up to a national child 

helpline.  

 

It is therefore important that all major stakeholders are present at this meeting. This could 

include: local hotlines and helplines, NGOs, regional/national child right networks, academic 

organisations, telecommunications companies, UNICEF, donors, government officials and 

child right activists. In countries where small local child helplines exist, and in the case of 

scaling-up, child helplines would also be invited to participate in the brainstorm meeting.  

 

 

The agenda for this meeting will broadly include: 

·  Sharing the experiences of a ‘twin’ child helpline from the region 

·  Understanding the global perspective of child helplines 

·  Reflecting on country-specific problems affecting children that need to be addressed 

·  Determining a plan of action to take the idea forward 

 

CHI can provide inputs for this meeting, for instance by facilitating twinning with a country in 

the region with a similar social, cultural background that has successfully started up a child 

helpline. A visit from CHI would also include meetings with telecom companies to ensure toll-

free lines, and meetings with UNICEF and donors to promote the child helpline concept. 

 

To assist you in planning for this meeting, please find enclosed: 

·  A tentative agenda for the meeting in Annex I 

·  A list of tentative invitees for the meeting in Annex I 

·  The proposed points for the plan of action in Annex II 

 

4.3 Listening to children via the Needs Assessment Study 
 
Each country is unique with its own set of needs and services available and its own set of 

child-related issues and problems. The Needs Assessment Study (NAS) is an extremely 

important process in understanding children’s perceptions regarding the helpline and in 

building consensus amongst other stakeholders about the service. This study is conducted 

with the help of the city/district level organisations and involves both children and adults as 

participants and interviewers. 

 

The key objectives of the NAS include: 

·  Planning an organisational structure for the child helpline, based on the needs of the 

children and opinions of the community 
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·  Identifying training needs of the country to ensure effectiveness of the helpline 

·  Determining the focus of awareness strategies. For example, if the Needs 

Assessment Study reveals that street children/child labourers are the primary target 

group then awareness strategies would have to be through outreach on the streets, 

railway stations etc 

·  Developing a networking strategy with allied systems. The NAS is also conducted 

amongst Allied Systems to determine their perceptions on the problems faced by 

children. This helps facilitate the development of effective strategy for networking 

·  Identifying a volunteer base: The NAS introduces the concept of child helplines to 

children and concerned adults. This rapport and public support gets tapped once the 

service is operational.  

 

NGOs that are interested in participating in the child helpline can conduct the needs 

assessment in the geographic area that they work. An important feature of this NAS is that 

children should be encouraged to participate as researchers by interviewing their peers.  

 

Some of the key processes whilst conducting the NAS include: 

 

4.3.1 Determining the objectives of the study  

The first step is to clearly define the objective of the study. Some of the questions asked to 

children in the NAS would include: the types of problems faced by children, their current 

coping strategies, whether they would dial a child helpline, when would they do so and what 

kind of assistance would they seek. Similar questions would determine the objectives for 

concerned adults. 

  

4.3.2 Deciding the research design  

A research design can be either qualitative or quantitative. As the objective of the child 

helpline study is clear-cut, experience has taught us that sample surveys work best. A 

stratified random sample is the ideal mechanism. Stratification is based on different criteria 

for different groups. 

·  Children: stratify for age and condition, children living with families, children going to 

school (private, municipal, non-formal), child labourers (according to occupation) and 

runaways 

·  Adults: stratify for the public at large, government functionaries (police, health, civil 

services, etc.) educationists and experts 

 

4.3.3 Data collection  
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The interview schedule is not distributed. It is personally administered, especially with 

children. After the interview schedule has been administered to children, adults and public 

phone owners, the data collected is organised. Children themselves should administer a part 

of this. These children can be school going, in institutions like shelters or part of a volunteer 

base on the streets.  

 

4.3.4 Data analysis  

The analysis of data refers to the ways in which data can be arranged to provide the 

information we need to know. It is preferable that children are involved in understanding and 

looking at the findings of the study. Data analysis could include: 

·  Data coded on the computer 

·  Data fed into a  computer package  

·  Data presented in tabular form using tables and cross tables. 

 

4.3.5 The report  

The report contains problems, possible solutions, evidence gathered and the methods used 

to gather it. The report is written to help formulate the plan of action. Children should be part 

of the team that writes up the report and could also be involved in the presentation of the 

report to government officials etc. 

 
 
To assist you in conducting the NAS, please find enclosed: 

·  A draft sample survey for children and adults in Annex III 

·  A fact sheet on tips for data collection with children, adults and with children as 

researchers in Annex IV 

 
 
4.4 Exploring the region  
 
Since it is important for child helplines to make optimum utilisation of existing resources, it is 

important to explore the resources available. Two processes that have been effective in this 

are: 

·  the compilation of a resource directory  

·  a city mapping of resources 

 

4.4.1 The Resource Directory  

A resource directory is a comprehensive list of services available to children in the region. 

This includes a listing of child related organisations along with counselling services, 

addiction centres, contacts of child specialists, shelters, hospitals, police stations, local 
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donors, ambulance services, concerned adults and sponsorship agencies. A resource 

directory compiles a list of available resources. It will help you create a situational analysis of 

the city which will not only identify gaps in services, but also allow strategies to be developed 

to link the child helpline to services available. The child helpline’s city/district resource 

directories are then compiled nationally to provide an overall national picture of the services 

available for children in the country. This will help in advocating national policy changes. The 

resource directory is updated periodically as the child helpline team, in the course of their 

work, will come across many more organisations or updated information about existing 

organisations. 

 

The resource directory needs to include all organisations working on behalf of children. 

Additionally, it needs to include information about local administration, such as information 

about council offices etc. at city level. 

 

The Resource Directory should include the following services: 

·  Residential services for children 

·  Boarding homes for boys/girls 

·  Street children-related services 

o Contact points only 

o Day contact centres 

o Day/Night shelters 

·  Specialised services 

·  Specialised/thematic hotlines 

·  Disability related services 

·  Child Guidance Clinics 

·  Sponsorship services for children 

·  Adoption services for children 

·  Vocational training services 

·  Drug addiction (substance-abuse) related services 

·  Phone counselling services 

·  Women-related services 

·  Police stations 

·  Hospitals 

·  Ambulance services 

·  Blood banks 

·  Local administration 

·  Any other 
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An effective Resource Directory necessitates the systematic compilation of all organisations 

in the country. An academic organisation could also be asked to anchor this process of 

compilation. It involves the following processes: 

 

Identifying existing sources of information about s ervices : 

Information about services may be found through: 

·  Existing directories of services 

·  State social welfare departments 

·  Newspapers 

·  Word of mouth 

 

After these sources have been explored a list of organisations in the city is prepared, and 

NGOs dealing with specific groups of children are given the responsibility of listing services 

available for those groups of children. 

 

Visiting an organisation to explain about your chil d helpline and assessing its 

willingness to be involved : 

The child helpline or academic institution visits all organisations working with children. It is 

recommended that representatives from the child helpline or academic organisation meet 

with all staff members of the organisation during the visit. The purpose of the visit is to 

understand the intervention strategy of the organisation, explain the concept of child 

helplines, and to discuss the involvement of the organisation in your child helpline. 

 

Collating data collected on services for children i n the city/district 

Data obtained is fed into a specially-designed computer programme and a hard copy of the 

Resource Directory is prepared in the following format: 
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  Name of the organisation : 
 
  Address : 
 
  Contact person : 
 
  Telephone/Fax/email :  
 
  Working hours :  
 
  Objectives : 
 
  Intake policy :   Age, sex, documents required, other information 
 
  Target group : 
 
  Services available : 
 
  Infrastructure : 
 
  Capacity : 
 

 

Sending a draft copy of information collected to th e organisation 

Every organisation mentioned in the directory should be sent a draft copy of their entry, 

which they should verify and send back (to the academic organisation – if applicable). 

Organisations listed in the Directory must always update the institution of changes in policy 

or services. 

 

Compiling the final Resource Directory 

The academic institution makes any final changes and prints copies of the final version. It is 

then distributed to the contact centre, secretariat, outreach organisations and even to 

interested parties or organisations. 

 

It is important to remember that: 

·  To be effective, the Resource Directory must be: 

o User-friendly and easy to refer to 

o Constantly updated 

o Translated into the regional language 

 

·  The Resource Directory can help you turn your child helpline into a truly collaborative 

effort. This can be done by: 

o Holding regular meetings with organisations listed in the directory 

o Sending the child helpline’s newsletter to all outreach organisations 
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o Sending a monthly letter to organisations listed in the Resource Directory about 

children who have been referred to the organisation. 

 

To assist you in compiling a resource directory, please find enclosed: 

·  An example layout of a Resource Directory in Annex V 

 

4.3.2 Mapping exercise 

To help familiarise your helpline team with available resources and services in the region at 

a glance, a detailed map of the city/district is prepared. This map plots those geographic 

locations where there is a high concentration of children and organisations and available 

resources like hospitals, shelters etc. It even helps define specific target outreach areas for 

the helpline team. City mapping, as a regular exercise with the team, reflects changes and 

additions in available resources, targets outreach areas and possible locations of potential 

child callers. This helps prepare a plan of action and prioritise according to the needs and 

emerging trends of the region. The city mapping exercise is based on the results of the 

previous two exercises - the Resource Directory and Needs Assessment Study. The 

following are marked on a map of the city/district: 

·  Areas where the calls / contacts are expected 

·  Areas where marginalised children are likely to be found (traffic lights/ slums) e.g. 

street children, beggars, domestic helps etc. 

·  Resources available in the city/district: (If all these resources cannot be plotted on 

the map, information about the same should be collected) 

·  Administration offices – such as the municipal office 

·  Prominent areas in the city/district such as bus stands, railway stations etc. 

 

The more detailed the map, the more focused the child helpline's interventions are in 

reaching out to children in need of care and protection.  

 

To assist you in preparing your city map, please find enclosed: 

·  A format of the city map in Annex VI 

 

 
4.4 Determining the structure 
The child helpline structure, as discussed in the previous chapter, includes a 

Coordinating Board, secretariat to the Board, contact centre and an outreach 

organisation.  
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4.4.1 Stakeholders’ meeting 

The structure of the helpline should be decided at a meeting of all stakeholders and 

should be based upon the findings of the NAS. This could be during the brainstorm 

meeting, if the group is familiarised with the concept of a child helpline. The participants 

at the brainstorm meeting can also decide whether to have a second meeting to decide 

on the structure or create a steering committee to take it forward.  

 

The organisations selected to form the structure of child helpline should sign a 

Memorandum of Understanding. These organisations will then be accountable to and 

responsible for call/contacts received by the children helpline in the entire city/district.  

 

4.4.2 Children’s meeting  

It is also important to have simultaneous workshops with children, especially those 

considered the most marginalised in the city. During these workshops, children could 

brainstorm on the name of the service (preferably in the local language so that children 

can identify with the service), along with their logo designs for the service.  

 

4.5 Preparing a business plan 

As an emergency service for children where user fees may not be charged, resource 

mobilisation is a key component to getting the child helpline started. Hence a business plan 

must be prepared to present to donors. The business plan doesn’t need to be complicated, 

but it needs to be clear, reasonable and attainable.  

 

A comprehensive business plan starts with an introduction offering information on the 

country’s situation, the need for a child helpline, and the vision and mission of the child 

helpline. The business plan explains what has been planned to build the child helpline and 

what you will be doing in the coming months. The proposed strategy and structure will also 

be outlined. This will be further explained in the objectives or strategic goals of the child 

helpline, which describe all the activities a helpline will undertake and how children can 

benefit from these activities. The business plan will conclude with a timeline and a budget.  

 
To assist you with preparing a business plan, please find enclosed: 

·  Example of the index of a business plan, including a draft proposal and annual budget 

for the helpline’s secretariat and a call centre in Annex X 

 

4.6 Resource mobilisation 

With the business plan, as explained in the previous section you can approach donors. The 

three avenues for resource mobilisation in the getting started phase include:  
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·  Approaching the telecom department to allocate a toll-free number  

·  Approaching the local government authorities for financial, infrastructural and in kind 

support  

·  Approaching bilateral organisations, donors, corporate houses and the media 

 

4.6.1 Approaching the Telecom department and privat e telecom companies  

It is important to involve the telecom department of your government (or the department 

responsible for telecommunication) as well as private telecom companies, including mobile 

telephone companies, at the initial planning stages of the helpline. They have to be informed 

about the progress being made regarding the Needs Assessment Study and the resource 

directory. The Telecom department and the private telecom companies should also be 

invited to the brainstorming meeting.  

 

The Telecom department and the private telecom companies can assist the child helpline by 

providing a toll free number. This should preferably be a 3 or 4-digit number, which is easy to 

remember for children. The Telecom department and the private telecoms companies can 

financially assist the helpline by providing for all incoming contacts and by providing 

technical assistance and equipment.  

 

In most countries the Regulatory Authority (within the Telecom department) needs to receive 

an official written request for a toll free number. This request can be supported by letters of 

commitment from the private telecom companies. CHI can also sent a support letter for the 

child helpline to receive a toll free number. The telecom partners could also be reminded that 

the World Summit on the Information Society (WSIS) has also included promoting the 

access of Information Communication Technologies amongst children in its declaration of 

principles. 

 

To assist you in lobbying for a toll free number, please find enclosed: 

·  A draft letter that could be sent to the telecom partners in Annex VII. 

·  A draft support letter that could be sent by CHI in Annex VIII 

·  A copy of the WSIS declaration regarding reaching out to marginalised groups of 

children, especially in economically developing countries in Annex IX. 

 

4.6.2 Approaching the local government authorities  

The local government authority dealing with children could be approached to fund the salary 

expenses and administration at the secretariat, contact centre and the outreach organisation. 

Additionally, they could also fund the core emergency expenditure of the contact centre.   
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In addition to financial resources, the local government authorities can assist in several other 

ways. During the course of its work, the child helpline comes in contact with various 

government authorities such as the police, health care system, judicial system, juvenile 

justice system, education system, transport system, labour department, media and 

department of telecommunication. These government authorities’ representatives are also 

on the child helpline Coordinating Board and commit to a child friendly country. To ensure 

that this spirit trickles down to all levels and functionaries of the government authorities, the 

child helpline organises various training programmes on a regular basis with them. This 

training with the government authorities includes: 

·  Greater access to services such as healthcare, education etc. 

·  Development of specialised services where they are needed 

·  Allocation of resources including time, attention, money, infrastructure etc. 

·  An attitudinal change from seeing the child in need of care as a problem, to seeing         

her/him as a failure on the part of the system. 

 
4.6.3 Approaching bilateral and multi-lateral organ isations, donors, corporates and 

the media  

The child helpline should actively partner with bilateral and multi-lateral organisations, other 

donors, corporates and the media to mobilise resources. Some of the components that these 

partners may support based on the experience of other helplines include: 

·  Bilateral and multi-later organisations may support aspects of the helpline related to 

documentation, training and awareness building 

·  Donors could be approached to support specific components such as medical 

assistance, nutrition, travel etc. 

·  Corporates could be approached for infrastructure required in terms of a vehicle, 

awareness campaigns. It may also be important to partner with a corporate on a pro 

bono basis to gain their expertise on computer programming or designing creative 

material for awareness 

·  The media is an important partner for the child helpline to help voice the concerns of 

children and create awareness about the helpline number 

 

The child helpline should thus aim to include child protection on the agenda of these 

partners. 
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4.7 Training of the child helpline team  

The child helpline team is the core of child helpline activities. They are the face of the child 

helpline. It is necessary for the organisations involved to recruit their staff and train them on 

the functioning of the child helpline.  

 

A set of desirable characteristics in the staff is laid down based on the experience of various 

child helplines across the world. For example, the child helpline’s team should be young, 

dynamic and committed and have an experience of the ground realities.  

Across the world, child helplines have different team compositions answering the phone. The 

team may entirely consist of professional counsellors, such as social workers, psychologists, 

health workers, legal experts etc. In most countries however, professionals are working 

along with volunteers and students. Volunteers and students have to be trained and guided 

well, but will a valuable addition to the helpline team. Some helplines work with mainly 

volunteers, supervised by professionals. Volunteers can also assist in the child helpline’s 

outreach.  

 

The team members, especially volunteers should be as far as possible from the client/target 

group or else identify with the target group, for example street youths, slum community 

children etc. The work at the child helpline is a part of the rehabilitation exercise for some of 

the volunteers may have grown up as street boys or have lived in shelters. Thus the 

organisation should ensure that regular capacity building exercises encourage the team to 

see the child helpline as a stepping stone to their future. Volunteers may be paid a token 

amount for volunteering at the child helpline, as they are from the community.  

 

An in-house training for the staff should be arranged as soon as the staff is recruited and the 

phones are connected. A weeklong training has all components of concept, credo, 

counselling, working, intervention skills, documentation and outreach.  It is also 

recommended that the country twins with an existing experienced child helpline in the region 

with exchange visits from both helplines, at all levels of staff. The existing child helpline will 

host a visit for the start/scale up child helpline for them to see and learn from the existing 

child helpline. In turn the start/scale up child helpline hosts a visit for the existing child 

helpline, who will then train the team.  

 
To assist you in training, CHI has compiled a training manual which is available on the 

website or contact CHI at info@childhelplineinternational.org. To assist you in twinning, CHI 

has prepared a MOU for countries twinning and can be sent to you upon request.  
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4.8 Launching the child helpline 
 
Once the structure of the child helpline is in place, the team is trained, and the toll free 

number is received the helpline is ready to operate. However before the formal inaugural 

launch of the service, it is recommended that the child helpline has a trail phase.  

 

4.8.1 The Trial Phase 

 

The key activities during this trail phase would include: 

·  Phone testing to ensure connectivity of the number from all geographic regions  

·  Grassroots awareness with children 

·  Identifying child/youth volunteers in key areas who would spread awareness 

·  Closely monitor the call/contacts received and the action taken by the team, including 

initial communication problems and documentation 

·  Begin dialogue with those allied systems most in contact with children calling the 

helpline 

 

Awareness raising during the trial phase is limited. The child helpline will be testing the 

service and the quality of follow up on phone calls by the child helpline and the resource 

organisations. Mass media campaigns for the child helpline can raise expectations that the 

child helpline may not be able to meet in the first period. The child helpline has to be able to 

meet the needs of all callers and therefore measure its awareness raising according to their 

capacity.  

 

After a trial phase of 3-6 months generally, it will be noticed that the city/district has started 

getting a large proportion of intervention-based calls and has successfully handled the 

follow-up of many calls. The documentation is also more streamlined. There is clarity in the 

roles performed by each organisation and cooperation between organisations to ensure a 

smooth functioning.  

 

4.8.2 The Launch  

Confident and ensured of their effectiveness in responding to contacts, the child helpline is 

now ready to inaugurate. It is suggested that the day of the launch be a celebration for child 

rights with a special week of events that provide an opportunity to place child rights on the 

country’s agenda. The helpline is now ready to fully spread awareness amongst its target 

group and to reach out to the most marginalised children in the country.  
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It is important to keep in mind that a helpline should be continuously reviewing, monitoring 

and evaluating its services with partners, referral organizations and most importantly children. 
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Annexes 

 
Annex I: Agenda for the Brainstorming Meet 

 

The tentative agenda for the Brainstorming Meet could include: 

 

Item 1: Sharing of the experiences of existing local hotlines or helplines and / or a 

child helpline ‘twin’ from the region 

Item 2: Understanding the global perspective of child helplines 

Item 3: Reflecting on the country specific problems affecting children that need to be 

addressed 

Item 4: Brainstorming on ideas about a child helpline in small groups. Some of the 

topics for discussion could include: 

·  Do we have the capacity to cope with the demand that the referrals 

will create? If not how do we build the capacity? 

·  What services exist that can be built on? 

·  Telephone counsellors; how do we recruit; what training is necessary; 

should they be volunteers/paid? Etc. 

·  How do we reach the children? 

·  Coverage: should we pilot a small area first? Where is the best place 

to start? 

·  The model; should the child helpline be purely a telephone 

counselling and referral project or should the helpline play an 

intervention role as well? 

·  What are the benefits to partners who become involved in the child 

helpline? 

Item 5: Determining a plan of action to take the idea forward (Based on the checklist 

enclosed in Annex II) 

 

Suggested List of Participants for the Brainstormin g Meet: 

Existing local hotlines and helplines, NGOs, regional/national child right networks, academic 

organisations, telecommunication companies, UNICEF, donor organisations, government 

officials, child right activists and existing local child helplines 
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Annex II: Checklist for Plan of Action for the prep aratory activities 

 
Steps to be taken Name of 

person in 
charge 

Dates 

 

Step 1. Organising a brainstorming meet 

�  Date of the meet 

 

Step 2. Needs Assessment Study 

�  determining the objectives and final questionnaire 

�  data collection 

�  data analysis 

�  report writing 

 

Step 3. Exploring the region 

1. Resource Directory 

�  Finalising the pro-forma for resource directory 

�  Finalising the list of organisations to be visited 

�  visiting the organisation to explain about the child helpline 

and filling in pro-forma 

�  collating the data collected 

�  sending a draft copy of the information collected to the 

organisation 

�  compiling the final resource directory 

 

2. City Mapping 

�  plotting the geographic locations with high concentration of 

children, organisations and available resources 

�  demarcating geographic areas of operation for contacts 

 

Step 4. Determining a structure 

�  Date of consultation meet 

�  Date of children’s meet 

 

Step 5. Preparing a business plan 

 

Step 6. Resource mobilisation 
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·  Approaching telecom department and private telecom 

companies  

·  Approaching the local government authorities 

·  Approaching bilateral organisations, donors, corporates 

and media 

�  Tentative date for getting the toll free number 

 

Step 7. Training the child helpline team 

�  Dates for training 

 

Step 8. Launching the child helpline 

�  Trial phase (3-6 months) 

�  Proposed date for launch 
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Annex III: Needs Assessment Study questionnaires  
 
These are sample formats, which need to be adapted to the specific requirements of 

the country.  

1. Children living alone on the street 

 

 
Age of the child:  Below 6 �  7–10 �   11-14 �  15-18 �  18-24 �  
Sex of the child:    Male �   Female �  
Affiliated to NGO:  Yes  �   No        �     
 

1. What are the problems you face living on the street? 
Shelter    �  

      Medical    �  
Abuse    �  
Employment  �  
Any other   �  
…………………………………………………………………………………………………………………
…………………………………………………………………………………………………………………
………………………………………………………………………………… 
 
2. What do you do when you have these problems? 
Tell an NGO  �  
Bear the problem  �  
Self help   �  
Any other   �  
…………………………………………………………………………………………………………………
…………………………………………………………………………………………………………………
………………………………………………………………………………… 
 
3. If you could call a telephone number to tell someone your problems, would you call? 
Yes �  No�  
 
4. If you could call a special telephone number for children to tell someone your problems, would 

you call? 
Yes �  No�  
 
5. If Yes, what support would you expect the service to provide you: 
Medical    �  
Shelter   �  
Employment  �  
Protection form abuse  �  
Counselling   �  
Food    �  
Any other   �  
…………………………………………………………………………………………………………………
…………………………………………………………………………………………………………………
………………………………………………………………………………… 
 
6. If no, why would you NOT call? 
Do not like to use the phone �  
Will have to pay  �  
Not sure that they will help �  
Fear that s/he will be sent to �  
Remand home  �  
 
7. Have you used a phone before? 
Yes �  No �  
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8. If Yes, whom did you speak to? 
Parents   �  
Friends   �  
Relatives   �  
Social worker  �  
Others   �  
…………………………………………………………………………………………………………………
…………………………………………………………………………………………… 
 
 
9. If No, why not? 
No phone accessible �  
Afraid of using the phone �  
No one to speak to   �  
Any other   �  
…………………………………………………………………………………………………………………
…………………………………………………………………………………………………………………
………………………………………………………………………………… 

 

 

Questionnaires – 2. Children who are employed livin g with parents/employers 

 

 
Age of the child:  Below 6 �  7 –10 �  11-14 �  15-18 �  18-24 �  
Sex of the child:    Male �   Female �  
Residence:     Living with family �   Living with employer �   
Type of employment: 
Hotel/restaurant  �  
Small industry       �  
Work on the street �  
Domestic help  �  
Prostitution  �  
Other   �  
……………………………………………………………………………………………………………. 
 
 

1. What is your daily routine? 
…………………………………………………………………………………………………………………
…………………………………………………………………………………………………………………
…………………………………………………………………………………………………………………
…………………………………………………………………………………………………………………
…………………………………………………………… 
 
2. What problems, if any, do you face during your work? 
Employer shouts/ is rude/ insults �  
Employer physically punishes �  
Not paid agreed wage  �  
Long working hours   �  
Cannot go to school   �  
No problems   �  
No response   �  
Others    �  
…………………………………………………………………………………………………………………
…………………………………………………………………………………………………………………
………………………………………………………………………………… 
 
3. Have you spoken about these problems to anyone? 
Yes �  No�  
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4. If Yes, whom did you speak to? 
Parents    �  
Employer    �  
Friends    �  
Relatives    �  
Neighbours    �  
Social worker   �  
…………………………………………………………………………………………………………………
…………………………………………………………………………………………………………………
………………………………………………………………………………… 
 
5. If not, why not? 
No one can do anything  �  
Afraid employer will be angry �  
Other    �  
…………………………………………………………………………………………………………………
…………………………………………………………………………………………………………………
………………………………………………………………………………… 
 
6. If you could call a telephone number to tell someone your problems, would you call? 
Yes �  No�  
 
7. If you could call a special telephone number for children to tell someone your problems, would 

you call? 
Yes �  No�  
 
8. If Yes, what support would you expect the service to provide you: 
Medical     �  
Shelter    �  
Employment   �  
Protection form abuse   �  
Counselling    �  
Food     �  
Any other    �  
…………………………………………………………………………………………………………………
…………………………………………………………………………………………………………………
………………………………………………………………………………… 
 
9. If no, why would you NOT call? 
Do not like to use the phone  �  
Will have to pay   �  
Not sure that they will help  �  
Fear that s/he will be sent to  �  
State home    �  
Other    �  
…………………………………………………………………………………………………………………
…………………………………………………………………………………………………………………
………………………………………………………………………………… 
 
10. Have you used a phone before? 
Yes �  No �  
 
11. If Yes, whom did you speak to? 
Parents    �  
Friends    �  
Relatives    �  
Social worker   �  
Others    �  
…………………………………………………………………………………………………………………
…………………………………………………………………………………………………………………
………………………………………………………………………………… 
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12. If No, why not? 
No phone accessible  �  
Afraid of using the phone  �  
No one to speak to    �  
Any other    �  
…………………………………………………………………………………………………………………
…………………………………………………………………………………………………………………
………………………………………………………………………………… 
 

Questionnaires – 3. Children in school living with family 

 

 
Age of the child:  Below 6 �   7–10 �  11-14 �  15-18 �  18-24 �  
Sex of the child:  Male  �        Female �  
Type of school:  Private:  �  
  Government �  
  Non-formal �  
  Other  �  ……………………………………………………..  
 

1. When do you feel sad?  
When your parents shout at you �  
Your teacher shouts at you  �  
Someone hits you   �  
Someone is rude/teases/insults you �  
Something bad happens   �  
Specify…………………………………………………………………………………………………………
…………………………………………………………………………………………………………………
…………………………………………………………………………………………………………………
………………………………………………… 

 
2. What do you do when you are sad? 
Cry     �  
Get angry    �  
Keep quiet    �  
Shout/hit the person   �  
Seek revenge   �  
Tell parents/friends   �  
No response   �  
Other    �  
 
…………………………………………………………………………………………………………………
…………………………………………………………………………………………………………………
………………………………………………………………………………… 

 
3. Have you spoken to anyone when you are sad? 
Yes �  No�  
 
4. If yes, whom did you speak to? 
Parents    �  
Person who upset you  �  
Friends    �  
Relatives    �  
Neighbours    �  
Social worker   �  
Others    �  
…………………………………………………………………………………………………………………
…………………………………………………………………………………………………………………
………………………………………………………………………………… 
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5. If not, why not? 
No one can do anything  �  
Afraid of talking about it  �  
Able to deal with it    �  
Other    �  
…………………………………………………………………………………………………………………
…………………………………………………………………………………………………………………
……………………………………………………………………………….. 

 
1. If you could call a telephone number to tell someone your problems, would you call? 
Yes �  No�  
 
2. If you could call a special telephone number for children to tell someone your problems, would 

you call? 
Yes �  No�  
 
8. If yes, what would you call to discuss? 
School issues   �  
HIV/aids    �  
Bullying    �  
Family related issues  �  
Friends    �  
Sex     �  
Self     �   
General    �  
Other    �  
…………………………………………………………………………………………………………………
…………………………………………………………………………………………………………………
…………………………………………………………………………………………………………………
………………………………………………………………………. 
 
9. If not, why not? 
Your parents might not like it �  
Fear of using phone   �  
Afraid of talking to a stranger �  

 
10. Have you used a phone before? 
Yes �  No �  
 
11. If Yes, whom did you speak to? 
Parents    �  
Friends    �  
Relatives    �  
Social worker   �  
Others    �  
…………………………………………………………………………………………………………………
…………………………………………………………………………………………………………………
………………………………………………………………………………… 
 
12. If No, why not? 
No phone accessible  �  
Afraid of using the phone  �  
No one to speak to    �  
Never felt the need   �  
Any other    �  
…………………………………………………………………………………………………………………
…………………………………………………………………………………………………………………
………………………………………………………………………………… 
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Questionnaires – 4. For concerned adults 

 

Name:     
Sex:    Male �    Female �  
Occupation:  Police     �  
  Teacher   �  
  Local shop keeper   �  
  Public transport personnel �  
  Health care professional  �  
  Street corner worker  �  
  Lawyer    �  
  Other    �  …………………………………………………….. 
 

1. What groups of children do you think require most assistance?  
Street children    �  
Child Labourers    �  
Children in prostitution   �  
Children of migrants/refugees   �  
Children in domestic work   �  
Children unable to deal with school pressure �  
Children who want to commit suicide �  
Children with emotional problems  �  
Children with disabilities/impairments �  
Children or families affected by violence �  
Other     �  
 
Specify…………………………………………………………………………………………………………
…………………………………………………………………………………………………………………
…………………………………………………………………………………………………………………
………………………………………………… 

 
2. Have you ever seen a child in need of assistance? 
Yes �  No�  
 
2a. If yes, how did you react? 
Did not know what to do   �  
Gave money    �  
Called an organisation   �  
Did nothing      �  
Talked to the child    �  
Felt guilty     �  
Other     �  
 
2b. How would you like to have reacted? 
…………………………………………………………………………………………………………………
…………………………………………………………………………………………………………………
………………………………………………………………………………… 

 
3. If a child helpline service were introduced in your country, do you think it would work? 
Yes �  No�  
 
3a. If yes, what services should be required for children? 
Education      �  
Shelter      �  
Medical      �  
Counselling/guidance    �  
Employment     �  
Recreational    �  
Other     �  
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…………………………………………………………………………………………………………………
…………………………………………………………………………………………………………………
………………………………………………………………………………… 
 
3b. If no, why not? 
Phones don’t work properly in this country �  
Children will not phone   �  
Not enough children in need   �  
There are very few existing services  �  
Other      �  
…………………………………………………………………………………………………………………
…………………………………………………………………………………………………………………
……………………………………………………………………………….. 

 
 
4. Would you call if you saw a child in need of assistance? 
Yes �  No�  
 
4a. If yes, what do you do afterwards?  
Call and leave    �   
Call and wait with the child     �  
Other      �  
…………………………………………………………………………………………………………………
…………………………………………………………………………………………………………………
……………………………………………………………………………….. 

 
 
4b. If no, why not? 
Not sure that a child helpline will help  �  
Fear that too much will be expected  �  
Other  �  
…………………………………………………………………………………………………………………
…………………………………………………………………………………………………………………
……………………………………………………………………………….. 
 
10. Would you support a child helpline in your country? 
Yes �  No �  
 
8. If yes, what would you do? 
Publicise the helpline amongst children �  
Donate cash    �  
Donate in kind   �  
Share ideas/time   �  
Other  �  
…………………………………………………………………………………………………………………
…………………………………………………………………………………………………………………
………………………………………………………………………………… 
 
9. If no, why not? 
 
…………………………………………………………………………………………………………………
…………………………………………………………………………………………………………………
………………………………………………………………………………… 
 
10. What in your opinion are the important channels for creating awareness about the service? 
…………………………………………………………………………………………………………………
…………………………………………………………………………………………………………………
…………………………………………… 
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Annex IV: Tips for data collection  with children and adults  

 

With children:  The children are the key respondents in the NAS. They have a mind of their 

own and their needs and wants should be given due consideration in planning for the service 

·  The child should know why the study is being conducted 

·  It is important that the child answers exactly how s/he feels 

·  The answers given by the child should be confidential 

·  The interview schedule should not be treated as a mere question answer exercise 

·  The child should not be prompted with options provided. If his response does not fit 

into any option, then it should be listed out verbatim 

 

With adults 

·  The purpose of the Need Assessment should be explained 

·  The confidentiality of individual's response should be assured 

·  The importance of honest replies should be explained 

·  Any random comments made by the interviewee should be recorded 

·  The schedule should not be filled by the interviewee 

·  The options provided should not be read out 

 
 
 
 
 
 
 
 
 
 
 



                       Child Helpline International: Build your Child Helpline 
 

56 

Annex V: Resource Directory sample 

 

Residential services: 

Children’s Organisation 
Address 

Country 

Telephone No 

Fax No 

 

Objectives: 

To provide: 

�  Shelter to run-away and street children 

�  Educational services 

�  Vocational training for self-employment 

�  Health services 

 

Intake Policy:  

�  Age: 4-20 years 

�  Sex: Boys and Girls 

�  Documents: No documents required 

 

Timings:   

�  Open all 24 hours  
 

Rehabilitation:  

�  Free shelter, food and medical care. 

�  Vocational training 

�  Family counselling 

�  Reconciliation 
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Annex VI: An example of a City mapping exercise 

 

An example of the city mapping done during preparatory work for CHILDLINE Chandigarh, 
India  

. 
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Annex VII:  Draft letter to be sent to Telecom Part ners 
 

Dear                   

 

We have recently been involved in an exciting initiative to discuss the possibility of building a 

child helpline in (name of country). Some of your colleagues have also been present at the 

brainstorming meeting held on (details of the meeting – if applicable) 

 

We have since been actively in discussing this idea with children, especially (please mention 

groups of children such as street children. The response has been very positive (please 

mention brief statistics of the NAS). Please find enclosed a copy of the NAS.  We have also 

compiled a directory of all children’s service and have prepared a plan of action to address 

the needs of these marginalised groups of children. We have been working closely with 

Child Helpline International (CHI), a global network of child helplines in this process.  

 

As you are aware, (name of country) has ratified the UN Convention on the Rights of the 

Child in (please mention the year) that endorsed our commitment to protect the rights of 

children. The child helpline would be an effective tool to assist us to keep our commitment to 

the children. Additionally our country has also participated at the World Summit on the 

Information Society where we have pledged our support to take efforts to bridge the digital 

divide and provide access of Information Communication Technologies to young people, 

especially the most marginalised groups in developing countries.   

 

More specifically, Point 92 in the Telecoms agenda says that: “We encourage countries, 

including all other interested parties, to make available child helplines, taking into account 

the need for mobilization of appropriate resources. For this purpose, easy-to-remember 

numbers, accessible from all phones and free of charge, should be made available”. 

 

To be effective in reaching out to children whenever they are in crisis, it is essential that we 

have a toll free number that is easily memorable to children. We therefore request you to 

consider the allocation of such a number for children and young people.  We look forward to 

meeting with you to further discuss the same. 

 

Best Wishes, 
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Annexe VIII:  Draft support letter to be sent by CH I 
 

 

Dear ……………….. 

 

Child Helpline International (CHI) is a global network of telephone and outreach services for 

children and young people. It is founded in order to strengthen and develop helplines for 

children and young people in need of care and protection. CHI works with …… (number) 

helplines across the world and we support …….. (number) countries establishing a child 

helpline service.  

 

Child helplines, across the world annually receive approximately 10 million calls from 

children and young people who call when they need crisis intervention, rehabilitation, 

counselling or just to talk to someone. The calls are for abuse, shelter, HIV/ AIDS, 

relationship problems, exploitation, addiction, suicide and even when a child dies on the 

street. A telephone helpline for children and young people is accessible to them around the 

clock, free of cost and enables them to contact someone in any emergency situation.  It 

provides children and young people with an opportunity to directly express their concerns 

and issues affecting them.  

 

In …. (your country)  CHI is working together with ……… (your organisation),  which is 

coordinating the effort to establish a national toll free child helpline. The ………(your 

organisation)  is working together in this initiative with several INGOs and NGOs, such 

as…….. To be effective in reaching out to children whenever they are in crisis, it is essential 

that ….(your country) has a toll free number that is easily memorable for children. We 

therefore urge you to: 

 

·  allocate a 3-digit number for a national child helpline for …. (your country)  

·  ask telecom operators (including private mobile providers) to provide the number to 

incoming callers and the helpline organisations free of cost.  

·  work with ……… (your organisation)  and the designated NGOs to implement the 

services 
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As you are aware, …. (your country) has participated at the World Summit on the 

Information Society (WSIS) where countries have pledged support to take efforts to bridge 

the digital divide and provide access of Information Communication Technologies to young 

people, especially the most marginalised groups in developing countries. Enclosed is the 

WSIS declaration, in which the support to youth is mentioned in article 92.  

 

CHI wishes to express its sincere gratitude and hope that you will make this dream of a …. 

(your country) national child helpline a reality.  

 

Yours sincerely, 

 

 

CHI 
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Annex IX:  Extract from  
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Annex X.  Preparing a business plan 

Index for your business plan 

 

1. Introduction  

·  Background information on the country 

·  Why a child helpline?  

·  Potential number of contacts 

·  Vision and mission 

 

2. Planning process 

·  What preparations have been done?  

·  Result of the Needs Assessment Study (NAS) 

·  Proposed strategy and structure for the child helpline 

·  Proposed partnerships 

 

3. Objectives and expected outcomes 

·  Creating access 

·  Networking / linked services 

·  Documentation  

·  Contact  

·  Training 

·  Outreach 

 

4. Expected outcomes 

·  Creating access 

o Ensuring toll free number, national coverage, 24-hour  

·  Networking / linked services 

o Resource directory 

o Establishing partnerships with NGOs, government and Allied Systems 

·  Documentation  

o Call recording sheet 

·  Contact 

o Number of children calling the child helpline 

o Ensure best strategies to reach out to all children 

·  Training 

o Training on all key aspects of the child helpline 

o Ensure constant guidance for the child helpline team 
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·  Outreach 

o City planning 

o Target areas 

o How to reach marginalised children 

 

5. Timeline 

·  Plan of Action 

 

6. Budget 

 

 

 

On the next pages you will find a proposal and a budget for the child helpline’s secretariat 

and call centre. 



                       Child Helpline International: Build your Child Helpline 
 

64 

Annex XI. Format for a proposal for a child helplin e’s secretariat   

 

Please note: This requires to be customised according to your country needs 

 

Introduction: 

·  Overall situation of children in the country 

·  Findings of the need assessment study 

·  Other back ground processes undertaken 

 

Objectives of the child helpline: 

·  To operate in the spirit of the Convention of the Rights of the Child with a special 

focus on the protection and ‘listening’ rights of the child 

·  To reach out to every child in need of care and protection by responding to calls  

and emergencies received 

·  To ensure access  to telecommunication services to the most marginalised in 

urban as well as rural areas  

·  To advocate for services for children that are inaccessible, inadequate or non- 

existent 

·  To strive for quality services for children in need of special care and protection 

and to ensure that the best interests of the child are secured 

·  To provide a platform of networking amongst organisations and to provide 

linkages to support systems which facilitate the rehabilitation of children in need of 

care and protection 

·  To create a family of NGOs and Government organisations working within the 

framework of a national vision and policy for children 

·  To provide an opportunity for  child to child interface, thereby building up a 

network of young persons who can advocate for issues concerning themselves,  

to place young people at the centre stage of advocacy and policy development 

 

Target group for the helpline: 

·  Based on the NAS, please mention the focus of the child helpline  

 

Proposed Plan of Action 

·  Please mention the structure determined 
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Role of the secretariat Coordinating Board 

·  Facilitate the coordination of the helpline at the country level through regular 

meetings of the child helpline partners and visits to the organisations  

·  Ensuring connectivity to the helpline’s number  by following up with the telephone 

department 

·  Organising ongoing training of the helpline’s field staff 

·  Organising regular networking meets with outreach organisations 

·  Conducting training with the Allied Systems such as the Police, Doctors, Nurses, 

Probation officers etc. 

·  Ensuring that there is sufficient and relevant awareness material  

·  Compiling monthly reports on the calls received, highlighting key innovations, 

publishing a newsletter/ annual report, call related publications and reports and 

updating the resource directory 

 
Budget for a Coordinating Board 
 
ITEMS 
 

   

I. Recurring    
    
1. Salary    
Country Coordinator    
    
2. Travel    
    
3. Administration    
Computer maintenance    
Pager rental    
Stationary    
Communication    
Internet connection    
Auditor’s fee    
    
Total 1    
    
II. Non recurring    
Computer    
Telephone installation    
Furniture    
Pager    
    
Total II.    
    
Grand Total (I + II)    
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Annex XII. Format for a proposal for a child helpli ne’s contact centre 
 
Please note: This requires to be customised according to your country needs 
 
Introduction: 
 

·  Overall situation of children in the country 
·  Findings of the need assessment study 
·  Other back ground processes undertaken 

 
Objectives of the child helpline: 

·  To operate in the spirit of the Convention of the Rights of the Child with a special 
focus on the protection and ‘listening’ rights of the child 

·  To reach out to every child in need of care and protection by responding to 
contacts  and emergencies received 

·  To ensure access  to telecommunication services to the most marginalized in 
urban as well as rural areas  

·  To advocate for services for children that are inaccessible, inadequate or non- 
existent 

·  To strive for quality services for children in need of special care and protection 
and to ensure that the best interests of the child are secured 

·  To provide a platform of networking amongst organisations and to provide 
linkages to support systems which facilitate the rehabilitation of children in need of 
care and protection 

·  To create a family of NGOs and Government organisations working within the 
framework of a national vision and policy for children 

·  To provide an opportunity for  child to child interface, thereby building up a 
network of young persons who can advocate for issues concerning themselves,  
to place young people at the centre stage of advocacy and policy development 

 
Target group for the helpline 

·  Based on the NAS, please mention the focus of the child helpline  
 

Proposed Plan of Action 
·  Please mention  the structure determined 

 
Role of the contact centre 

·  Respond to all contacts, case interventions and follow-up 
·  Conduct regular phone testing 
·  Document all contacts and maintain registers 
·  Feed data into the computer package 
·  Organise monthly meetings of all the team members 
·  Preparing and implementing a monthly plan for outreach to make children aware of 

the service 
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Budget for the child helpline’s contact centre 
 
ITEMS 
 

   

I. Recurring    
    
1. Salary    
Country Coordinator (1)    
Team members (7)    
    
2. Client related    
Nutrition    
Medicine    
Repatriation    
Travel    
    
3. Administration    
Computer maintenance    
Pager rental    
Stationary    
Communication    
Internet connection    
Auditor’s fee    
meetings    
    
Total 1    
    
II. Non recurring    
Computer    
Telephone (2)    
Furniture    
Pagers (2)    
    
Total II.    
    
Grand Total (I + II)    
 
 
 


