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Executive Summary 

The ICT Hub commissioned the Telephone Helplines Association (THA) to undertake a survey on the uses and needs of telephony within the voluntary sector.  The THA developed a survey which it posted online.  The THA used the sector to promote links to the survey.

A total of 231 responses were received.  There was a bias in the responses to agencies in London and to agencies with an annual turnover of over £100k.  The majority of individuals completing the survey were in senior general management roles.  The majority of agencies operated from more than one site or had an element of mobile work.

The survey revealed an overall interest in converging technologies in the form of unified messaging systems and mobile email/telephone devices such as the Blackberry.  Whilst direct-dial telephone systems were relatively common, facilities for queueing were desired.  Although most respondents were service providers, many said that they would like to have telephone skills training and were also interested in systems such as textphones that made their services more accessible.  There was also an interest in data on call traffic over and above that provided by bills.

The majority of respondents had no formal mechanism for identifying telephony needs and no specific budget other than for line rental and call costs.  The main impediment, after cost, to making progress with telephony was the lack of in-house expertise, with many respondents also citing a lack of independent external sources to consult.  There was little use of ICT Hub initiatives for telephony.  Agencies felt that funder attitudes towards telephony were varied, depending on the project.  The majority of respondents purchased their telephony services directly.  Suppliers were felt to be particularly insensitive to specific voluntary sector context. 

In response to these findings, the THA recommends that the existing programmes for IT volunteers and circuit riders are expanded to recruit and exploit telephony expertise, that the suppliers directory incorporates telecommunications providers, that a regional programme of telephone skills workshops is developed and delivered and that a ‘good telephony guide’ is produced to complement existing resources.  

Introduction

The Telephone Helplines Association (THA) is recognised as the main source of specialist information relating to the setting up and running of non-profit telephone helplines in the UK and Republic of Ireland.  The majority of the THA’s 500 members are in the voluntary sector.  From working with these members, the THA has found that, despite the telephone channel on which their work focuses, most agencies do not have their own in-house sources of expertise on telephony.

The THA believes that this lack of access to expert advice may apply even more to the wider voluntary sector, and that this gap may mean that opportunities are missed to identify and embrace emerging technologies, and to operate more efficiently and effectively.  Telephony can facilitate communication within an agency and increase its accessibility to volunteers, staff, trustees, members and service users who may be otherwise excluded for reasons of geography, disability, language or caring responsibilities.

As a member of the advisory group for the ICT Hub within the Cabinet Office’s ChangeUp programme, the THA are aware of the potential to strengthen the provision of telephony support within the existing support activities within the Hub – the ‘C’ in ‘ICT’.

As part of the ICT Hub’s Unmet Need initiative, the THA submitted a proposal to explore the use of the telephony in the sector in England, using the results to recommend ways in which telephony may be integrated into existing workstreams to help the ICT Hub to achieve its six core objectives.

The proposal was accepted and the work was undertaken between April and June 2006.  This report is the output of Phase One of the initiative.  

Methodology

The survey was designed to explore the following areas:

· How the sector currently uses, and would like to use telephony

· How the sector identifies telephony needs

· How telephony is planned and funded in the sector

· The sources of advice consulted by the sector

· The sector’s experience of telephony suppliers

The questions were partly influenced by the ICT Consortium’s 2004 baseline survey of ICT.  A draft questionnaire was forwarded to IT4Communities and LASA for feedback.  A final version was produced which took account of their comments.

The THA’s experience with charities, which form the majority of its own membership, indicates that the sector’s overall knowledge and skill level with ICT issues is not high.  For this reason, many of the questions were mostly worded to reflect the benefits of telephony (e.g. ‘Do you make free internal calls between sites?’ rather than ‘Do you use VOIP?’).  We did, however, refer to open source software directly, which one respondent queried.  Another commented that we could have made fewer assumptions about respondent knowledge by using ‘don’t know’ options in the response lists.  On a more basic level, the following comments suggested we could have taken a further step back from our terminology:  

“Sorry still don't know what ICT means”  London, over £1 million turnover
“Not actually sure what is meant by telephony”  South East, £10k-25k turnover
It is the THA’s previous experience that the completion rate for questionnaires diminishes as the number of questions increases, so we were careful not to extend the survey beyond 25 questions.  We had considered sections about expenditure on telephony and on the survey itself (e.g. how respondents became aware of it, and what they thought of it).  We would have doubtless benefited from an analysis of these but believe that this would have eroded the completion rate.  Even at the published length, we observed a progressive drop-off.  All 231 respondents completed all of the first profiling section, which contained straightforward single questions, each with no more than ten possible answers.  Subsequent sections, however, contained some multi-part questions where the respondent needed to choose one of three responses for each of more than ten situations.  This may have deterred some from continuing – 175 respondents completed all the main sections.  

The THA wanted to ensure that the survey was available in as accessible a format as possible.  After discussion with the ICT Hub partners about options of disseminating the survey electronically, it was decided to publish the survey as a self-completion form online and to publicise a link to the survey.  This format has the following benefits over a survey send as an email attachment:

· It contains built-in validation so that only relevant and complete responses can be given (although it is impossible to prevent respondents from quitting the survey at any point)

· The respondent does not need any software other than a web browser to take part 

For those organisations who found it more convenient to answer a questionnaire on email, however, this format was available on request and was taken up by five respondents.

The survey was available on the SurveyMonkey website, an established facility already used regularly by the sector.  The survey was branded an ICT Hub survey with the ICT Hub logo and a matching colour scheme.

The promotion of the survey was essentially the promotion of a link to the relevant page on the SurveyMonkey website.  The THA used the websites, e-newsletters and mailing lists of ICT Hub partners to promote the survey.  We also used our own voluntary sector mailing list, avoiding existing members so that we generated responses from people that we have little contact with.  In late May, with a lower volume of responses than expected, in particular from charities with an annual income under £100k, emails were sent to a sample (2,200 organisations) of the Guidestar email list in that income bracket, which generated around 60 responses.  THA did not have access to the NCVO’s own 4,600-strong member list, which is strictly controlled.  A timetable for the dissemination of information about the survey is provided as Appendix 1.  

In addition to the feedback provided from the survey, a number of respondents who volunteered their contact details were followed up in order to obtain further feedback.  In addition to the quantitative results, this report also contains quotations taken from the open-response questions in the survey and from the follow-ups.

Findings 

Profile of respondents

Our original proposal was to send a questionnaire directly to 1,000 organisations, with a projected 250 responses.  Our actual method involved a combination of publicising a link through relevant networks and emailing 2,200 organisations direct.  We nonetheless generated a volume of response (231) that was close to the original target.  

There are two factors that may have reduced the possible response rate.  The first was that, unlike in the 2004 baseline study of ICT conducted by the ICT Consortium, no direct mail was used and agencies that did not routinely use email or the internet are unlikely to have heard about the survey and to be represented in the results.  Secondly, the telephony survey occurred not long after a number of other ChangeUp-related pieces of research.  Both Dianne Leyland of NAVCA and Michelle Edmundson of NCVO commented that the sector may be suffering from ‘survey fatigue’. 

We made it clear in the introduction to the survey that it was aimed at general managers rather than ICT specialists, and were pleased that, of the 166 respondents who identified their job role, 109 were in non-ICT-specific management roles, including 12 Chief Executives and 10 Chairs.  Only 16 roles had direct references to ICT in their title.  The remainder of roles specified were secretarial or administrative. 

According to Guidestar, approximately 80% of charities in England and Wales have an annual income of less than £100,000.  This turnover category produced only 37% of respondents to our England-only survey.  Conversely, the £100k-500k sector and £500k+ sectors were over-represented at 32% and 31% respectively.

The majority of respondents were single, stand-alone organisations (52%), whereas 29% were part of a regional or national network.  14% of the replies came from umbrella organisations – this is understandable because such agencies are likely to have been more aware of the survey as they were in the in the ‘first line’ of survey promotion done by the NAVCA and the ICT Hub. 

The above breakdown is echoed by the catchment area of the respondents, with 51% operating on a sub-regional level and 35% on at least an England-wide level.  Only 11% of respondents served a mostly or all rural area, as opposed to 28% that served a mostly or all urban area – the majority of respondents described their ‘patch’ as mixed urban and rural.

In terms of the geographical spread of respondents, London was slightly over-represented – to the detriment of the other regions - as it produced 23% of responses.  This may be associated with the large number of umbrella organisations and higher-turnover charities based in the capital that completed the survey.  

Eight organisations mentioned international work, and it should be remembered that UK agencies may be compromised in their use of technology if their main contact is with those parts of the world where facilities such as broadband are not well established.
Despite the disproportionate number of charities with higher turnover, more organisations said their activities took place on a single fixed site than on across several sites (36% compared with 30%).  Only 4% of organisations operated on an entirely mobile basis, but 26% said their work combined fixed and mobile operations.  

53% of organisations said they provided services to members, whereas 76% said they provided services to others who were not members (suggesting that 24% were members-only groups).

We identified certain populations for which telephony may be an important issue and asked the respondents to indicate which, if any, of these was a focus for their work.  The most common of these was young people (70% of respondents) followed by older people (54%), people in situations where anonymity and confidentiality are important (53%), people with difficulties accessing face-to-face services (40%), people with visual impairments (26%) and people who prefer to speak a language other than English (20%).

Use of telephony

We looked at telephony in a broad sense.  We were as interested in how they applied telephony and telephony services as much as what technology they were using.  Our questions covered a range of facilities from textphones to internet telephony, from queuing systems to divert systems and from three-way interpreting services to third-party call handling services.

The facility most commonly found amongst respondents was DDI numbers (42% of all respondents, rising to 65% for agencies with a turnover exceeding £1 million).  Other popular facilities included cordless phones/headsets (29%), dedicated mobile phones for staff (29% overall, rising to 55% amongst the over-£1 million agencies), 0800 or 0845 numbers (29%) and divert systems (20%).  

The least-used facilities were open source telephony software (2%), automated dialling or other computer-telephony integration systems (2%), speech-to-text or text-to-speech conversion systems (3%), unified messaging systems (6%) and the ability to use both business and personal numbers on staff mobile phones (5%).  Use of outsource agencies for enquiry handling and 0870 numbers for revenue generation was were generally low (3% and 4% respectively) but more common amongst agencies with a turnover of more than £1 million (12% and 10% respectively).  Queuing systems were rare (8%), as were systems that facilitated home working (8%).  Despite the number of multi-site respondents and use of divert facilities, systems that routed calls to the nearest of several sites, or that delivered calls on a single number across different sites, were not widely used (4% and 7% respectively).
Use of internet telephony systems such as Skype was also uncommon (11% of multi-site agencies).  Blackberry-type devices combining voice and data functions had been adopted by only 6% of all respondents but was more common in agencies with several sites (11%) or with a £1 million-plus turnover (15%).  

Of those agencies that cited young people as a focus of their work, only 10% used text messaging as a channel, and 47% said it was not relevant, which is surprising given its popularity amongst young people.  Of those that focused on people who preferred not to use English, only 27% were using three-way interpreting systems (although this was much higher than its 6% use overall).  Only 11% of agencies used a textphone.

Training staff in telephone skills was the exception rather than the rule (23%) and still not the norm for agencies with 0800/0845 numbers (43%).

We asked participants to indicate which facilities they would like to have.  One of the most popular of these was a queuing system - 55% of those who did not have this were interested.  Amongst organisations that worked specifically with people for whom face-to-face communication was difficult to access, this figure rose to 69%.

Despite the interest in queuing systems, self-service menus and pre-recorded messages attracted only 26% of respondents, with one commenting that these are “something no organisation should ever consider if it wishes to continue serving its clients.  They may save staff time but cause untold irritation and distress” (Yorkshire and Humber, over £1 million turnover).  This highlights a need to raise awareness of how appropriately used technology can benefit the service user.
Some of the most popular ‘would-like-to-have’ facilities were related to converging technologies:  48% were interested in unified messaging systems that delivered voice and data to their inbox, and 37% said they would like to have Blackberry-type devices.

Open source software interested 35% of respondents overall but, oddly, interest was higher in the £500k-£1 million and £1 million-plus brackets (63% and 43% respectively), possibly because bigger charities may be more likely to be aware of open source than smaller ones.

Textphones are hardly ‘cutting edge’ technology, but 60% of the agencies that didn’t have them said that they would like to.  Maybe because of their specific obligations under the Disability Discrimination Act, this rose to 65% amongst the respondents that described themselves as service providers, although we did not ask about alternative facilities for people with deafness such as online chat or instant messaging.  There was also demand for text-speech converters (46%) and three-way interpreting facilities (26%).

Monitoring or recording calls were most popular amongst the agencies in the turnover range £500k-£1 million, with 75% expressing interest.  On a similar note, call traffic statistics, attractive to 47% of non-users overall, were of increasing interest as turnover increased, with 74% of the over-£1 million agencies saying they would like to have these.  

There was a significant interest in telephone skills training.  54% of the respondents who said they did not have this in place wanted to have it.  It particularly attracted organisations working with people for whom confidentiality and anonymity were important – 75% of these found it desirable.

There was an opportunity (question13) for respondents to identify facilities that they used or would like to use but that were not on our list.  There were no reports of facilities used not on our list, but two facilities desired were cost- and department-centred call billing (London, over £1 million turnover) and group internet telephony for voluntary sector agencies in the same area (North West, £100k-500k turnover).  One omission from the list of facilities we asked about was follow-me-anywhere VOIP telephone numbering – we suspect that the larger, multi-site charities may have been interested in this but it was not mentioned in the responses.

Planning and funding telephony 

Overall, 23% of respondents reviewed telephony in a structured way – either on its own or as part of a wider ICT review.  This rose to 35% for those with an income of between £500k-£1 million.

77% of all respondents dealt with telephony only as the need arose.  This increased to 88% among organisations with less than £100k income, with one correspondent in this group saying that “[we] don’t know enough to do this in any meaningful way” (North West, turnover £10k-25k).

The most used source of advice the telephony supplier - 48% of all respondents listed these as a source, with a greater willingness amongst the over-£1 million turnover agencies to use them (59%).  The next most likely place for the sector to turn to was the volunteers/staff/trustee with ICT expertise (45%) and, a long way behind, outsourced ICT support agencies (20%, rising to 30% amongst agencies earning £500k-£1 million).  Only 14% were able to consult specialist ICT staff (rising to 20% amongst the £500k-£1 million group).  Some organisations used national voluntary sector services such as NCVO (15%) and local services such as CVS (10%), but only three respondents cited use of volunteers from an IT programme and only four cited circuit riders.

73% of respondents had no funding allocation for telephony other than line rental and call costs.  This rose to 85% amongst the agencies with income between £10k-25k, and some charities in the sub-£10k bracket mentioned that the people concerned used their own phones and paid all the related costs voluntarily.  Only 14% of all respondents had a specific telephony budget (this rose to 23% amongst the agencies with income over £1 million). 

Of the barriers experienced in moving forward with telephony initiatives, the most common was capital costs (63% of all respondents, but 67% amongst the sub-£100k turnover agencies) followed by running costs (57% of all respondents).  Given the scarcity of specialist in-house staff identified earlier, it was no surprise that lack of in-house knowledge was the next most common barrier overall (57%) and was the most common barrier amongst agencies turning over more than £1 million (67%).  But it did surprise us that so many respondents (43%) were held back by a lack of independent advice and support and this applied as much to organisations with an income exceeding £1 million (46%) as it did to those receiving between £25k-100k (44%).  The lack of time to specify, commission, install and train on new systems was also frequently cited as an obstacle (50%), as was the lack of knowledge on recruiting and selecting potential suppliers (40%).  Despite these impediments, there was a clear interest in the benefits of telephony, with only 33% of respondents feeling that the costs outweighed these benefits, and one respondent seeing telephony as “one potential area for improved service delivery and cost savings” (North West, £100k-500k turnover).  However, it has to be borne in mind that most people completing the survey were managers – one respondent identified ‘staff resistance’ as a significant barrier to progress that was not on our list.

Whilst each of the above barriers is significant in itself, it is arguably the combined effect of these that represents the real enemy to progress.  The mixture of ignorance and inaction was summed up by one commentator as follows:

“[We] haven't really approached them as per new or developing needs through lack of understanding of the potential. Supplier has not been pro-active in advising us of new services or potential.”  South East, £100k-500k turnover

The combined lack of support and knowledge could provide disastrous.  One respondent described telephony as a “constant and pressing need in our organisation and a constant source of problems and disruption” (No office location given, £100k-500k turnover).  It could also prevent technology from being exploited – another respondent told us “We have a state of the art system but only use a small bit of its capability due to lack of technical expertise/support and training” (South West, over £1 million turnover).
We asked participants to comment about the willingness of funders to pay for telephony.  The majority of respondents (63%) said that this depends on the project, although more described funders as happy to accept capital and running costs (18%) than as reluctant to do so (16%).  There was little variation in responses between organisations of different incomes.  The only specific comment made in relation to funders concerned the multiplicity of benefits that telephony can provide: 

“When applying for individual project funding, funders do not want to pay for a new system that benefits all the projects in the organisation.” Yorkshire and Humber, £100k-500k
This was not a compulsory question, and 64% of the respondents available at this point in the survey answered it, which suggests that a significant minority did not have a view or an experience of this, or maybe that they had not considered this.  In any case, no clear picture emerges here and we have therefore not made any recommendations about work with funders.

Suppliers

The section on suppliers generated the richest source of comment in the whole survey.  Maybe this is understandable – 94% of respondents had some direct engagement with their suppliers.

The survey asked respondents about the extent to which they agreed that suppliers started from where their customers were (and looked for appropriate products and services), that those products services met their needs, that the suppliers took account of the voluntary sector context of customers, that there were clear contact points between supplier and customer and that suppliers were responsive to problems.  

The overall attitude to suppliers was equivocal, with the ‘neither agree nor disagree’ response being the most common to the areas of customer orientation (51%), meeting needs (46%) and response to problems (50%).  Suppliers came off ‘best’ in regard to clear contact points, with 36% agreeing or strongly agreeing that this was the case.  They fared worst in regard to taking account of charity status, with 41% disagreeing or strongly disagreeing that this was the case. 

Suppliers were especially unpopular with certain types of organisations.  None of the 20 respondents who served mostly or all rural areas and none of the 34 respondents with an annual turnover of less than £25k strongly agreed with any of the statements.  Overall, the only respondents that did strongly agree with any of the statements were in London and the West Midlands.  

Despite the relative unpopularity of suppliers with lower-income charities, there was no clear indication of suppliers favouring larger organisations.  None of the 39 respondents with a turnover of over £1 million strongly agreed with the statements about customer orientation, meeting needs and response to problems.  Indeed, there were some very negative comments from this segment about suppliers:   

“Previous 'call cost only' cowboy companies and persistent cold call salesmen have left a bad impression of the industry as a whole … Endless hours resolving current telephony 'issues' resulting in lack of enthusiasm to deal with any of the fly-by-night telephony cowboy companies (thrice burnt).”  South West
“Our current supplier has become complacent. I assume they are looking for 'bigger fish' instead!”  London

Not surprisingly, BT, with its size and dominance in the telephony market, came in for some damning indictments, with most comments posted by larger organisations.

“Appalling.”  South East, £100k-500k turnover
”We will probably be looking to move from BT in the near future. They have been consistently unhelpful in all my dealings with them over the last year.”  South West, £100k-500k turnover

“BT generally unhelpful - Initially we purchased the wrong equipment due to badly informed sales staff - time taken to repair faults too long - we do not use current system fully because of lack of training and support and manuals.”  East Midlands, £100k-500k turnover
“[You} speak to tons of different people … no dedicated account manager … poor training & incorrect guidance sent out … there is limited sympathy for withdrawing at short notice, and penalty charges associated with this. You have to really push to get something cost effectively that meets need & isn't a phone system (which is often proposed to you).”  South West, over £1 million turnover
“We use BT. They are appalling. We have had serious problems with their services and they have taken (literally) months to sort things out. Unfortunately, we're locked into a contract with them.” South East, £100k-500k turnover
“[BT] showed no real understanding of the kind of product we needed (a straightforward, 6 minute pre-recorded message about our charity, with no facility to leave a message)”  No office location given, £10k-25k turnover
The only specific praise given was by one respondent for NCVO’s own partner supplier:

“We use NCVO recommended "Classmail" for both broadband and telephone calls/rental. They are very helpful and call costs are not too large.”  East Midlands, £100k-500k turnover.
Conclusions

The above findings have highlighted the following sector needs:

· The need for independent support and advice on telephony issues

· The need for telephone skills training

· The need to provide the sector with more information on a range of facilities including (but not limited to) unified messaging systems, open source software and textphones  

· The need for suppliers to be more sensitive and responsive to the voluntary sector context of these customers

Recommendations

Support resources (supports ICT Hub Objectives 1 and 2)

The clear need for an independent source of support prompts us to recommend the development of a good practice publication, to complement existing guides.  The resource should include guidelines for planning and funding telephony, details of the benefits of the latest facilities and tips on training and implementation.  

We also welcome use of the Telephone Helplines Association’s helpdesk facility – 0845 120 3767 and info@helplines.org.uk - which currently benefits our members but can also serve the wider voluntary sector.  

Suppliers directory (supports ICT Hub Objective 2)

To complement the support resource and to make it easier for agencies to feel confident about working with suppliers, we recommend that the remit of the suppliers directory is expanded to include telecoms providers.  

Interest in telephone skills training (supports ICT Hub Objective 2)

We recommend that the interest in telephone skills training is addressed by the delivery of appropriate events to equip front line staff with appropriate core skills and to identify any sector-specific skills needs that are outstanding.  

Interest in open source software (supports ICT Hub Objective 2)

There are a number of open source products available that integrate with PBXs and that facilitate internet telephony.  We suggest that the National Computing Centre ensures that its promotion of Open Source options includes those that address telephony issues.

Circuit riders and ICT volunteers (supports ICT Hub Objective 3)

The survey revealed a lack of identification with pro bono initiatives for telephony issues.

IT4C has agreed that agencies still perceive telecoms as separate from IT and has already responded to this by recently adding telephony skills to its volunteer registration profile.

Both IT4C and LASA are organising a series of events across England to promote their initiatives and to support their practitioners.  We suggest that the events incorporate elements of telephony.    

Supplier attitudes (supports ICT Hub Objective 4)
We understand that Melanie Knight at NCVO is currently working on a project to help understand the needs of corporates and promote the benefits of working with the sector.  We recommend that this project is extended to cover telephony suppliers and would be happy to provide details of telephony providers who may be interested in taking part in Melanie’s research. 

Accessibility (supports ICT Hub Objective 6)

We have spoken to Sue Pullan at AbilityNet about the interest in textphones.  Whilst AbilityNet are primarily interested in newer technologies, they would be keen to incorporate information about textphones in the messages that they put out in their work.  We also recommend that our finding is fed back to Sue and to Dianne Cockburn at AbilityNet and to RNID. 

Finally, any telephony guide (see our first recommendation) should include a section on accessibility, which also covers issues for people with speech impairments, relay services for deaf people, translation and interpreting services.  The section will also look at the use of the telephone for recruitment, training and support as an alternative to face-to-face delivery of these activities.

Appendix 1

Timetable for dissemination of information on the survey

	Date
	Event

	24-Apr
	Media Trust agrees to circulate copy

	24-Apr
	IT4Communities agrees to publicise survey in charity and voluntary newsletters

	24-Apr
	LASA forwards news of survey to circuit riders

	26-Apr
	Details of survey appear on home page of ICT Hub website and ChangeUp national portal

	May
	Details circulated direct to Birmingham, Bristol, Leeds, Newcastle, Sheffield and Manchester CVSs.

We are aware of the survey being mentioned on the following regional websites:

 Briefing Bradford

 East Midlands Infrastructure web site

 East of England BME Network (Menter)

 Liverpool Community Network

 My Manchester

 Voluntary News

 York CVS

 Yorkshire and Humber Regional Forum



	4-May
	Article appears in NACVS's LINX email bulletin and on the news section of   NACVS website

	11-May
	Details appear in ICT Hub e-newsletter

	11-May
	Details sent to over 1,000 agencies in England on THA's own mailing list

	18-May
	Article appears in NACVS's LINX email bulletin

	31-May
	Details re-appear in ICT Hub newsletter

	7 Jun
	Further mailout to 500 THA contacts in voluntary sector in England

	12 Jun
	Guidestar mailout to 2,250 voluntary agencies in England with an annual   turnover of less than £100k.

	19 Jun
	Survey closes 5.00 pm.
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Appendix 2 - Questionnaire

Tell us about your telephony needs

Welcome! 

The ICT Hub would like to establish the nature and size of the need amongst voluntary sector organisations for telephony support. This is so that it can decide how to address telephony in its overall ICT support activities.

On behalf of the ICT Hub, the Telephone Helplines Association is conducting a survey into the use of and approach to telephony in the sector.

The survey should take you no more than 10 minutes of your time.

The survey is intended for general managers (rather than specialist ICT staff) working in voluntary and community organisations of all sizes in England. If this isn't you, we're sorry that a link to our survey was sent to you in error.

If you have any questions or comments about the survey, please drop me a line at mark.mclean@helplines.org.uk or call me on 0151 641 9746.

You can find out more about the Telephone Helplines Association at www.helplines.org.uk.

Many thanks for your participation.
First, some quick questions about your organisation.

This is so that we can compare and contrast the responses given by organisations of different types.

1 In which region of England are you (or your branch or office) located?

	 FORMCHECKBOX 

	East of England

	 FORMCHECKBOX 

	East Midlands

	 FORMCHECKBOX 

	London

	 FORMCHECKBOX 

	North East

	 FORMCHECKBOX 

	North West

	 FORMCHECKBOX 

	South East

	 FORMCHECKBOX 

	South West

	 FORMCHECKBOX 

	West Midlands

	 FORMCHECKBOX 

	Yorkshire and Humber

	 FORMCHECKBOX 

	No office


2 What type of area does your organisation serve?

	 FORMCHECKBOX 

	Mainly or exclusively urban

	 FORMCHECKBOX 

	Mainly or exclusively rural

	 FORMCHECKBOX 

	Mixed

	 FORMCHECKBOX 

	Other


Please expand on what you have ticked if appropriate

     
3 Which of the following groups benefit from your activities? 

Please tick any that apply.

	 FORMCHECKBOX 

	Members

	 FORMCHECKBOX 

	Service users (who are not members)

	 FORMCHECKBOX 

	Other


Please expand on what you have ticked if appropriate

     
4 Which of the following best describes your organisation?

	 FORMCHECKBOX 

	Single, stand-alone organisation

	 FORMCHECKBOX 

	Autonomous organisation but affiliated to a network

	 FORMCHECKBOX 

	Branch of a network

	 FORMCHECKBOX 

	Umbrella organisation

	 FORMCHECKBOX 

	Regional or national ‘head office’ in a network

	 FORMCHECKBOX 

	Other


Please expand on what you have ticked if appropriate

     
5 Which one of the following best describes the size of area that your

organisation serves?

	 FORMCHECKBOX 

	A district or area which is part of a local authority

	 FORMCHECKBOX 

	A single local authority

	 FORMCHECKBOX 

	Two or more local authorities but not as big as a region

	 FORMCHECKBOX 

	A single region 

	 FORMCHECKBOX 

	Two or more regions but not England-wide

	 FORMCHECKBOX 

	All of England (including organisations that serve an area larger than England)

	 FORMCHECKBOX 

	Other


Please expand on what you have ticked if appropriate 

     
6 Which of the following best describes where your activities take place?

	 FORMCHECKBOX 

	At one fixed site

	 FORMCHECKBOX 

	Across two or more fixed sites

	 FORMCHECKBOX 

	Mobile

	 FORMCHECKBOX 

	Mixed 

	 FORMCHECKBOX 

	Other 


Please expand on what you have ticked if appropriate 

     
7 What is your organisation’s approximate annual income?

	 FORMCHECKBOX 

	Under £10,000

	 FORMCHECKBOX 

	£10,000 - £25,000

	 FORMCHECKBOX 

	£25,000 - £100,000

	 FORMCHECKBOX 

	£100,000 - £500,000

	 FORMCHECKBOX 

	£500,000 - £1,000,000

	 FORMCHECKBOX 

	Over £1,000,000


Please expand on what you have ticked if appropriate 

     
8 On which of the following groups of people in your community does your organisation focus?  Please tick any that apply or leave blank if none apply.

	 FORMCHECKBOX 

	Young people

	 FORMCHECKBOX 

	Older people

	 FORMCHECKBOX 

	People with visual impairments

	 FORMCHECKBOX 

	People whose preferred spoken language is not English

	 FORMCHECKBOX 

	People in situations where anonymity and / or confidentiality are particularly important

	 FORMCHECKBOX 

	People with difficulties in accessing face-to-face services


Please expand on what you have ticked if appropriate 

     
Your use of telephony

For each of the following activities, please tick the boxes that best describe your current situation.

Please note that the term 'staff' can be applied to either volunteers, employees or trustees.

9 Day-to-day activity

	Do this now
	Would like to do this
	Not relevant for us
	Activity

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	Have individual direct-dial numbers for staff / volunteers 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	Equip staff with cordless phones or headsets

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	Equip staff with dedicated business numbers that they can use on their own existing mobile phones

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	Equip staff with mobile phones dedicated for business use

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	Equip staff with mobile devices dedicated for business use that combine phone and data functions (e.g. Blackberry) 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	Teleconference with members, users and staff 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	Make free ‘internal’ calls between sites (via a multi-site switchboard or by internet telephony such as ‘Skype’)

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	Fully integrate phone and data systems (e.g. by delivering email and phone messages into the same ‘inbox’)

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	Use ‘open source’ software with telephone system


10 Facilities for your members and / or users

	Do this now
	Would like to do this
	Not relevant for us
	Activity

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	Divert or transfer incoming calls to other sites

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	Allow callers to queue if lines are busy

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	Use self-service telephone methods 

(e.g. ‘Press 1 or say ‘donate’ to give money’ or use pre-recorded messages to answer frequently-asked questions)

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	Dedicate resources to resolving more enquiries by telephone 

(to reduce demand for face-to-face service)

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	Train relevant staff in telephone communication skills

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	Monitor or record incoming calls to assess call handling quality

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	Centralise handling of incoming calls and other contacts 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	Handle incoming calls to the same number at several sites

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	Use automated dialling or ‘screen-popping’ system that link the caller’s number to a member, user, donor or other database

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	Enable staff to take incoming calls at home

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	Route calls to a site which is nearest to the caller

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	Use an 0800 or 0845 number


11  Access issues

	Do this now
	Would like to do this
	Not relevant for us
	Activity

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	Operate a telephone-only service out of office hours

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	Use textphone for people with hearing / speech impairment

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	Use systems that convert text to speech or speech to text

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	Operate three-way conference calls involving an interpreter


12 Other uses

	Do this now
	Would like to do this
	Not relevant for us
	Activity

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	Use telephone interviews in recruitment

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	Use text messaging to communicate with service users / donors

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	Use an 0870 number to generate income

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	Use another agency to make or take calls permanently

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	Use another agency to make or take calls occasionally (e.g. for a campaign)

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	Obtain detailed statistics about call demand and capacity

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	Obtain statistics on telephone use of individual staff / volunteers


13 Please use the space below to tell us about any other specific ways that you either use or would like to use telephony.

     
14 What are the barriers to moving forward with the above activities that you would like to do?  Please tick any that apply and leave blank if there are no barriers.

	 FORMCHECKBOX 

	We could not finance the set-up capital costs

	 FORMCHECKBOX 

	We could not finance the running and support costs

	 FORMCHECKBOX 

	The costs would outweigh any savings, efficiencies or improvements in service access

	 FORMCHECKBOX 

	Low priority given to telephony

	 FORMCHECKBOX 

	‘Horror stories’ from colleagues in other organisations

	 FORMCHECKBOX 

	Lack of in-house knowledge on telephony

	 FORMCHECKBOX 

	Lack of availability of independent advice or support

	 FORMCHECKBOX 

	Lack of trust in and / or confidence with suppliers

	 FORMCHECKBOX 

	Lack of time to specify, commission, install and provide training on new systems

	 FORMCHECKBOX 

	Other (please specify below)


Please expand on what you have ticked if appropriate 

     
Your approach to telephony

15 How do you identify your telephony needs?

	 FORMCHECKBOX 

	There is a specific periodic review of telephony

	 FORMCHECKBOX 

	Telephony is reviewed as part of our ICT 

	 FORMCHECKBOX 

	We deal with telephony as the need arises – there is no formal review

	 FORMCHECKBOX 

	Other


Please expand on what you have ticked if appropriate 

     
16 What sources of advice on telephony have you used (tick all that apply)?

	 FORMCHECKBOX 

	Volunteers, staff or trustees who happen to have ICT expertise

	 FORMCHECKBOX 

	Volunteers, staff or trustees who were recruited for their ICT expertise

	 FORMCHECKBOX 

	Specialist ICT staff from our national body or parent organisation

	 FORMCHECKBOX 

	An external ICT support organisation with whom we have a contract

	 FORMCHECKBOX 

	Local voluntary sector services such as CVS

	 FORMCHECKBOX 

	National voluntary sector services such as NCVO 

	 FORMCHECKBOX 

	Other organisations that we know 

	 FORMCHECKBOX 

	Volunteers from a recognised ICT programme

	 FORMCHECKBOX 

	Circuit riders

	 FORMCHECKBOX 

	Suppliers of telephony products and services

	 FORMCHECKBOX 

	Have not needed telephony advice 


Please expand on what you have ticked if appropriate 

     
17 Which one of the following describes your arrangements for funding of telephony?  

	 FORMCHECKBOX 

	There is no allocation for telephony in our budgets other than line rental and call costs

	 FORMCHECKBOX 

	Telephony comes under service charges that we pay to a host organisation or landlord

	 FORMCHECKBOX 

	There is a specific telephony budget separate from ICT 

	 FORMCHECKBOX 

	Telephony is part of the ICT budget

	 FORMCHECKBOX 

	Telephony is part of other budgets

	 FORMCHECKBOX 

	Other 


Please expand on what you have ticked if appropriate 

     
18 Which one of the following statements best describes the approach of your funders towards telephony?

	 FORMCHECKBOX 

	Most funders are happy to accept capital and running costs of telephony

	 FORMCHECKBOX 

	Most funders are mostly happy to accept capital costs only

	 FORMCHECKBOX 

	Most funders are reluctant to give any money for telephony costs

	 FORMCHECKBOX 

	Mixed:  it depends on the funder and project 


Your supplier(s)

19 Which one of the following best describes your relationship with your suppliers of telephony?

	 FORMCHECKBOX 

	Direct – we purchase products and services from suppliers ourselves

	 FORMCHECKBOX 

	Indirect – our telephony is provided as part of a wider arrangement that serves our whole organisation and / or building 


	 FORMCHECKBOX 

	Mixed – we purchase some products and services directly and others are part of a wider arrangement for our whole organisation and / or building


Please expand on what you have ticked if appropriate 

     
20 For any suppliers with which you have a direct relationship, please tell us how much you agree or disagree with each of the following statements about your supplier(s).

	Strongly agree
	Agree
	Neither agree nor disagree
	Disagree
	Strongly disagree
	

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	They are interested in our work and find out first what we are trying to achieve and then look for appropriate products and services

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	They take particular account of our circumstances as a voluntary organisation

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	There are clear points of contact between us and them

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	Their products and services meet our needs

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	Their response to problems is good


Any other comments

21 Please use the space below for any comments you have about telephony and suppliers.

     
Your contact details

These details will be held by and only accessible to the Telephone Helplines Association and will be retained until the report of the survey is written during summer 2006. Any contact details will be used by the Telephone Helplines Association only for the purposes of following up or clarifying any answers you have given.

22 Please enter your name in the box below

     
23 Please enter your job title in the box below

     
24 Please enter the name of your organisation in the box below

     
25 Please give a contact telephone number in the box below if you are happy for us to call you to clarify or expand on anything that you have said

     
Thanks for completing our survey and helping us to identify telephony issues for the voluntary sector.  Please send it as an attachment to mark.mclean@helplines.org.uk or, if you prefer, you can print it out and fax it to 020 7089 6320. 

Your feedback will be used to inform recommendations that we will make to the ICT Hub about how to address telephony in its activity. 

If you have any comments or questions about the survey or about what you have told us, please drop me a line at mark.mclean@helplines.org.uk or call me on 0151 641 9746.

Appendix 3 – Detailed results

Profile of respondents

	1  Location
	n
	%

	East of England
	15
	6.5

	East Midlands
	19
	8.2

	London
	53
	22.9

	North East
	11
	4.8

	North West
	24
	10.4

	South East
	36
	15.6

	South West
	26
	11.3

	West Midlands
	23
	10.0

	Yorkshire and Humber
	19
	8.2

	No office
	5
	2.2

	Total respondents
	231
	


	2  Type of area served
	n
	%

	Mainly or exclusively urban
	65
	28.1

	Mainly or exclusively rural
	27
	11.7

	Mixed
	138
	59.7

	Other
	1
	6.5

	Total respondents
	231
	


	3  Audiences
	n
	%

	Members
	122
	52.8

	Service users other than members
	175
	75.8

	Total respondents
	231
	


	4  Context and structure
	n
	%

	Single, stand-alone organisation
	120
	51.9

	Autonomous organisation but affiliated to a network
	37
	16.0

	Branch of a network
	9
	3.9

	Umbrella organisation
	33
	14.3

	Regional or national ‘head office’ in a network
	20
	8.7

	Other
	12
	5.2

	Total respondents
	231
	


	5  Size of area served
	n
	%

	A district or area which is part of a local authority
	35
	15.1

	A single local authority
	43
	18.5

	Two or more local authorities but not as big as a region
	39
	16.9

	A single region 
	24
	10.4

	Two or more regions but not England-wide
	8
	3.5

	All of England (including organisations that serve an area larger than England)
	80
	34.6

	Other
	2
	0.9

	Total respondents
	231
	


	6  Location of activities
	n
	%

	At one fixed site
	82
	35.5

	Across two or more fixed sites
	69
	29.8

	Mobile
	8
	3.5

	Mixed 
	61
	26.4

	Other 
	11
	4.8

	Total respondents
	231
	


	7  Annual turnover
	n
	%

	Under £10k
	30
	13.0

	£10k - £25k
	21
	9.1

	£25k - £100k
	34
	14.8

	£100k - £500k
	73
	31.7

	£500k - £1 million
	25
	10.9

	Over £1 million
	47
	20.4

	Total respondents
	230
	


	8  Organisational focus (if any)
	n
	%

	Young people
	126
	70.0

	Older people
	97
	53.9

	People with visual impairments
	46
	25.6

	People whose preferred spoken language is not English
	36
	20.0

	People in situations where anonymity and / or confidentiality are particularly important
	96
	53.3

	People with difficulties in accessing face-to-face services
	72
	40.0

	Total respondents
	180
	


	9  Day-to-day activity
	Do this now
	Would like to do this
	Not relevant

	190 respondents – some respondents did not answer every line
	n
	n
	n

	Have individual direct-dial numbers for staff / volunteers 
	80
	38
	72

	Equip staff with cordless phones or headsets
	54
	52
	83

	Equip staff with dedicated business numbers that they can use on their own existing mobile phones
	7
	55
	128

	Equip staff with mobile phones dedicated for business use
	55
	43
	91

	Equip staff with mobile devices dedicated for business use that combine phone and data functions (e.g. Blackberry) 
	11
	65
	113

	Teleconference with members, users and staff 
	40
	55
	94

	Make free ‘internal’ calls between sites (via a multi-site switchboard or by internet telephony such as ‘Skype’)
	19
	66
	104

	Fully integrate phone and data systems (e.g. by delivering email and phone messages into the same ‘inbox’)
	12
	84
	93

	Use ‘open source’ software with telephone system
	3
	66
	120


	10  Facilities for members and users



	Do this now
	Would like to do this
	Not relevant

	189 respondents – some respondents did not answer every line
	n
	n
	n

	Divert or transfer incoming calls to other sites
	38
	46
	105

	Allow callers to queue if lines are busy
	15
	95
	78

	Use self-service telephone methods 

(e.g. ‘Press 1 or say ‘donate’ to give money’ or use pre-recorded messages to answer frequently-asked questions)
	34
	50
	105

	Dedicate resources to resolving more enquiries by telephone 

(to reduce demand for face-to-face service)
	18
	38
	133

	Train relevant staff in telephone communication skills
	43
	79
	67

	Monitor or record incoming calls to assess call handling quality
	23
	61
	105

	Centralise handling of incoming calls and other contacts 
	59
	33
	97

	Handle incoming calls to the same number at several sites
	13
	38
	137

	Use automated dialling or ‘screen-popping’ system that link the caller’s number to a member, user, donor or other database
	4
	62
	122

	Enable staff to take incoming calls at home
	19
	65
	105

	Route calls to a site which is nearest to the caller
	7
	23
	59

	Use an 0800 or 0845 number
	54
	44
	90


	11  Access issues
	Do this now
	Would like to do this
	Not relevant

	189 respondents
	n
	n
	n

	Operate a telephone-only service out of office hours
	44
	30
	115

	Use textphone for people with hearing / speech impairment
	21
	100
	68

	Use systems that convert text to speech or speech to text
	6
	85
	98

	Operate three-way conference calls involving an interpreter
	12
	46
	131


	12  Other uses
	Do this now
	Would like to do this
	Not relevant

	189 respondents
	n
	n
	n

	Use telephone interviews in recruitment
	14
	18
	157

	Use text messaging to communicate with service users / donors
	21
	76
	92

	Use an 0870 number to generate income
	7
	42
	140

	Use another agency to make or take calls permanently
	4
	4
	181

	Use another agency to make or take calls occasionally (e.g. for a campaign)
	5
	24
	160

	Obtain detailed statistics about call demand and capacity
	31
	75
	83

	Obtain statistics on telephone use of individual staff / volunteers
	19
	62
	108


	14  Barriers to moving forward
	n
	%

	We could not finance the set-up capital costs
	111
	62.7

	We could not finance the running and support costs
	102
	57.6

	Costs would outweigh any savings, efficiencies or improvements in service access
	59
	33.3

	Low priority given to telephony
	61
	34.5

	‘Horror stories’ from colleagues in other organisations
	8
	4.5

	Lack of in-house knowledge on telephony
	101
	57.1

	Lack of availability of independent advice or support
	71
	40.1

	Lack of trust in and / or confidence with suppliers
	76
	42.9

	Lack of time to specify, commission, install and provide training on new systems
	89
	50.3

	Other
	25
	14.1

	Total respondents
	177
	


	15  How telephony needs are identified
	n
	%

	There is a specific periodic review of telephony
	14
	8.4

	Telephony is reviewed as part of our ICT 
	25
	15.1

	We deal with telephony as the need arises – there is no formal review
	127
	76.5

	Total respondents
	166
	


	16  Sources of advice used on telephony
	n
	%

	Volunteers, staff or trustees who happen to have ICT expertise
	79
	44.6

	Volunteers, staff or trustees who were recruited for their ICT expertise
	24
	13.6

	Specialist ICT staff from our national body or parent organisation
	13
	7.3

	An external ICT support organisation with whom we have a contract
	35
	19.8

	Local voluntary sector services such as CVS
	17
	9.6

	National voluntary sector services such as NCVO 
	27
	15.3

	Other organisations that we know 
	30
	16.9

	Volunteers from a recognised ICT programme
	3
	1.7

	Circuit riders
	4
	2.3

	Suppliers of telephony products and services
	84
	47.5

	Have not needed telephony advice 
	23
	13.0

	Other
	12
	6.8

	Total respondents
	177
	


	17  Arrangements for funding
	n
	%

	There is no allocation for telephony in our budgets other than line rental and call costs
	125
	72.7

	Telephony comes under service charges that we pay to a host organisation or landlord
	3
	1.7

	There is a specific telephony budget separate from ICT 
	24
	14.0

	Telephony is part of the ICT budget
	15
	8.7

	Telephony is part of other budgets
	3
	1.7

	Other
	2
	1.2

	Total respondents
	172
	


	18  Approach of funders towards telephony
	n
	%

	Most funders are happy to accept capital and running costs of telephony
	20
	17.9

	Most funders are mostly happy to accept capital costs only
	1
	0.9

	Most funders are reluctant to give any money for telephony costs
	18
	16.1

	Mixed:  it depends on the funder and project 
	70
	62.5

	Other
	3
	2.7

	Total respondents
	112
	


	19  Purchasing role with respect to supplier(s)
	n
	%

	Direct – we purchase products and services from suppliers ourselves
	129
	81.6

	Indirect – our telephony is provided as part of a wider arrangement that serves our whole organisation and / or building 
	9
	5.7

	Mixed – we purchase some products and services directly and others are part of a wider arrangement for our whole organisation and / or building
	20
	12.7

	Total respondents
	158
	


	
	Strongly agree
	Agree
	Neither agree nor disagree
	Disagree
	Strongly disagree

	20  Statements about your supplier(s)

175 respondents
	n
	%
	n
	%
	n
	%
	n
	%
	n
	%

	They are interested in our work and find out first what we are trying to achieve and then look for appropriate products and services
	5
	3
	25
	14
	89
	51
	33
	19
	23
	13

	They take particular account of our circumstances as a voluntary organisation
	7
	4
	38
	22
	59
	34
	50
	29
	21
	12

	There are clear points of contact between us and them
	5
	3
	58
	33
	65
	37
	31
	18
	16
	9

	Their products and services meet our needs
	5
	3
	57
	33
	81
	46
	23
	13
	9
	5

	Their response to problems is good
	4
	2
	45
	26
	87
	50
	26
	15
	13
	7
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