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Country of Name of of the

assessment sheet hotline Greece hotline Child

1.1. Have a mission statement for
the hotline and share it with key

l|stakeholders 2
1.2 Link your mission statement to
2|operational guidance 2

2 1 Have the hotline (or the
organisation which the hotline is part
oft officially registered, including a
registered address 2

2.2Have the hotline
officially assigned to
the _organisation 2

2.3Have a visible organizational
structure for the hotline 2

24 Have a system of supervision in

place to ensure that the skills of the
people involved continuously match
the tasks carried out at the hotline. 2

2.5Have access to persons who can
speak other languages, such as
English and additional national
languages, in case of an incoming
call from a non-native speaker 2

2.6Be able to provide information to
callers about counselling services if

the hotline does not have counselling
in-house 2




2.7 Train hotline staff in;
Basic customer service skills

10

2.8Train hotline staff in:
Computer skills

11

29 Train hotline stoff in:
Cooperation with other agencies

12

2.10. Train hotline staff in:
Knowledge of legal aspects related

to going missing
211 Train hotline staff in:
How to

provide psychologicallemotional

13[support
212 Train hotline staff in:

14 Knowledge of child rights in general
213 Train hotline staff in:

How to provide callers with practical

15|advice
214 Have a vetting process
for new staff and volunteers of the
16{hotline
215 Have a clear

17

job description for those working for
the hotline

2.16. Have a financial plan

18{for the hotline
Screenshots
of CRM and
217. Have adequate more
technological systems to operate the detailed list
hotline of
technologic
al systems
19 provided
Is the
: legislation
2:18; Have a policy on
personal data monome;/t UGk
still valid?
20 Yes
31 The hotline is

21

available 24 hours a day, nation-
wide, from landlines and mobile
phones, free for the caller

22

3.2 Inform the caller of
senvice status if lines are engaged or
closed and calls are diverted




3.3. Have a description
of what callers can expect from the
o3[hotiine publicly available

34. Have operation
guidelines available to hotline staff
24{and volunteers

3.5. Have operation

% I
guidelines in case confidentiality " ‘.Ne
explained
was breached
procedure
25 s
3.6. When taking calls,

acknowledge the different
communication needs/styles for
26|different age groups

3.7 Have guidance on
97 how to communicate with families

38 in long term
og|cases, keeping contact with fomilies

39. Have systematic
data collection procedures

in place that follow national
ao(legislative requirements (if applicable)

3.10. If the hotline offers
additional services such as chat, sms
or email senvices, they meet the same
quality standards as the telephone
30service

391818 Have a Practical Guide
for hotline operators shared by all
hotlines

3

ot




32

3.12 Measure hotline's
capacity to deal with
senvice demands

Call log:
Difference
between
calls
handled and
calls
received -
why? Wrong
numbers,
the caller
hangs up
{abandoned
calls, test
calls to see
what they
will hear).
Or a child
who
hesitates
and hangs

up.

B The hotline has a
procedurelcontingency plan for
handiing calls in case of a crisis

33|situation in the organisation

314 Have a debrief process
34ffor stoff

3.15. Share extemal
35lknowledge between staff

3.16. Review
36|procedures intemally

3.17. Share information
37labout cases intemally

3.18. Approach all

38

information given through the same
framework of confidentiality, following
legal requirements from national
authorities (if applicable)

39

3.19. Have guidelines for
time management of calls according
to the organisational context

40

3.20. Have procedures
about disseminating images

of children and removing them once
the children are found




3.21. Have a policy to follow
41|uP on a case once the child is found

42 approach to longer term cases

3.22. Consider an amended

3.23. Have a policy of how
to communicate with the public
a3[once a case is solved

3.24. Have hotline IT
44|protected
4.1, Work with relevant

agencies within the country of the
45|hotline

42 Manage
46|CO0Peration with other agencies

43 Strive to have
47|cooperation with law enforcement

44 Have policy (if
applicable, following legal
requirements at national level) for
cooperation with: Social services

48

Write down
their policy
and share it
with
colleagues

Usually
there is no
reason for
the hotline
to contact
social
services
when
dealing with
missing
children, no
MOuU
needed. Ask
for more
info.
Explained at
visit.

45, Have policy (if
applicable, following legal
requirements at national level) for
49|cooperation with: Social services

46 Have policy (if
applicable, following legal
requirements at national level) for
cooperation with: Child alert
coordinating agency

5

(@]




7.1 Cooperate thh .hot-ililnes in other
countries  through the  Missing
69 Children Europe 116 000 network




[foaliscore | 138]  100%






