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A. Introduction
A.1.The importance of free of cost access to child hel-
plines is undeniable. 
Children need the opportunity to receive help at all places and at all times. 
Most children cannot afford to pay for the calls, especially marginalised and 
impoverished children. A free of cost, short digit number is fundamental in 
order to provide children with access to counselling and appropriate referrals 
within the child protection services available in their country. Experience shows 
that child helplines that have toll-free numbers receive ten times more calls on 
average than child helplines that do not. 

Bearing this in mind, CHI strives towards the allocation of telephone numbers to 
child helplines that are:

1. free of cost for calls made from land lines and mobile phones;

2. long term sustainable e.g. it is guaranteed that the number will be free of cost 
for a long period;

3. child appropriate - meaning short, and easy to remember;

4. preferably harmonised on a regional or sub-regional basis.

A.2. A telecommunication toolkit
The assignment of telephone numbers ultimately takes place on a national 
level and is organised by governments and their national telecommunication 
regulatory authorities. To assist efforts of child helplines in achieving assigned 
free of cost telephone numbers, CHI since 2005 (see chapter F for more 
information) , has been advocating on an international and regional level with the 
intention to achieve supportive legislations, regulations and recommendations 
in this regard. Initially efforts were put into the possible reservation of a globally 
harmonised, three-digit emergency number for child helplines. However global 
harmonisation of even short digit numbers as in the national emergency 
numbers 999, 110, 112 has not yet been achieved due to the complexity of the 
global telecommunications regulatory landscape. Accordingly CHI has changed 
its strategy and agreed to pursue regional harmonisation of free of cost numbers. 
Hence increased focus was put on the regional telecommunication regulatory 
stakeholders. 

Organisations intending to achieve assigned free of cost telephone numbers 
to their child helpline services, have to advocate their national governments, 
ministries and telecom providers. The objective of this toolkit is to share 
information, pointers and assistance for these advocacy efforts. In detail this 
document will provide you with:

• Information on CHI Secretariat’s advocacy efforts on an international level;

• Available supporting documents with international, regional or national 
relevance;

• An overview of the different available numbering models and their specific 
implications on the implementation of child helpline services;

• Some tips on how to prepare and carry out an advocacy campaign, targeting 
the assignment of a free of cost phone number on a national level

Children need the opportunity to receive 
help at all places and at all times. 



5

• Best practices and experiences from CHI member organisations;

• A summary of the current status of the allocation of free of charge telephone 
numbers to child helplines within the CHI network;

The intention of this document is to give an overview, share some success 
stories and challenges and inspire and inform without going into too much 
detail. There is no on-size-fits-all solution for child helplines on how to 
successfully implement free of cost numbers. The situation within the different 
countries can vary greatly; therefore each child helpline planning to take this 
initiative forward will have to identify their individual approaches based on 
their individual frame conditions and telecommunication landscape. 

This document in no way claims to be exhaustive. There are numerous efforts 
and achievements from within the CHI membership that are not displayed here. 
However the CHI Secretariat intends to make this a living document, where 
regular updates and new case studies can be included at any time.
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B. Different Numbering 
Models and Implications 
B.1. Free of costs telephone numbers
Toll-free numbers and emergency numbers are the two main categories that 
provide for a free of cost access to the caller. Both numbers come with specific 
criteria and characteristics and have certain implications on the organisations 
utilising them. Hence, child helplines need to look into the exact consequences 
their choice of number would have on their organisation before making a 
decision.

B.1.1. Toll-free numbers
Toll-free numbers are numbers that allow callers to reach services without being 
charged for the call. Instead the telephone carrier charges the called party (the 
toll-free subscriber) with the cost of the call. The price of the call is usually 
based on factors such as the amount of usage, the cost of the telephone lines 
to the facility, and possibly a flat rate service charge. The numbers usually starts 
with a prefixes such as 800, 0-800, 1-800 or similar, depending on the national 
numbering plans.

The recommendations issued by global or regional telecommunication regulatory 
bodies as result of CHI interventions, refer to toll-free numbers. Check the 
chapter F on existing supporting document and recommendations.

B.1.2. Emergency numbers 
Emergency numbers are special numbers that allow a caller to contact local 
emergency services that ensure public health and safety. They can be reached at 
all times and from all phones, including locked phones, regardless of the phone’s 
subscription plan and their solvency. Calls to emergency numbers are usually 
handled with priority, and in case of telecommunications disruptions, they are 
the first to be reconnected. In most countries, by law, neither caller nor called 
party have to bear the costs for the call. 

An emergency number is typically, but not per se, a three-digit number so that 
it can easily be remembered and dialed quickly. CHI strives for the allocation of 
short, 3 – 4 digit telephone numbers as these are easy for children to remember. 

In many countries, the national emergency numbers are pre-programmed onto 
all mobile phones and the SIM cards of all telecom providers. When the user 
tries to set up a call using an emergency number known by a GSM or 3G phone, 
the special emergency call setup takes place. The actual number is not even 
transmitted into the network, but the network redirects the emergency call to 
the local emergency desk. Most GSM mobile phones can dial emergency calls 
even when the phone keyboard is locked, the phone is without a SIM card, or an 
emergency number can be entered into the cell phone PIN code window.

B.2. Implications on your organisation
Child helplines are tightly linked to their telephone numbers. The number 
often forms part of the organisation’s name and/or the service is branded and 
marketed through its number. Changing a telephone number is not something a 
child helpline service easily decides. However free of cost access for children and 
young people to the service is crucial for the child helpline to become a really 
useful tool for child protection. The change of numbers will have an impact on all 
aspects of the organisation behind the child helpline service. This chapter will try 
to point out and compare the biggest organisational implications related to the 

Toll-free numbers are numbers 
that allow callers to reach services 
without being charged for the call.

Emergency numbers are special 
numbers that allow a caller to 

contact local emergency services 
that ensure public health and 

safety. 
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operation of toll-free and emergency numbers and aims to assist child helplines 
in their decision making process.  

B.2.1. Specific implications for “Toll-Free” numbers: 
•	 	Costs	for	calls:

Child helplines usually work with one main telecom partner when implementing 
their services. At the end of the month they receive their phone bills from this 
particular partner. The costs might comprise of certain monthly subscription 
fees, the regular call tariffs and possible inter agency fees that occur when 
customers from other mobile operators call the child helpline service. 

Child helplines need to be aware of this fact and include this cost factor into 
their planning from the very beginning, long before launching and advertising 
the new number. Some child helplines decide to cover these costs themselves 
and carry out significant fundraising efforts, solely dedicated to mobilising the 
necessary resources to cover their monthly phone costs. Other child helplines 
manage to enter beneficial agreements with their telecom partners in order to 
waiver the monthly phone costs. Additionally some child helplines secure other 
third party private sector support towards this budget line. 

Many CHI members have found very creative and successful solutions to this 
problem. Some of these members have provided us with short summaries 
explaining their approach and experiences and we will share some of them in 
the chapter on “Case Studies”.

•	 Legal	implications:

There are no general legal implications or regulations regarding the operation 
of a toll-free number. However there are specific regulations and criteria 
attached to those toll-free numbers reserved for child helplines as a result of 
CHI campaigns and applications (see chapter F on “existing EU recommendation 
on 116 111)

•	 Accessibility	from	mobile	phones:

Toll-free numbers should be easily accessible from all mobile phones regardless 
of their subscriptions. However different tariffs may apply when roaming 
between different networks which will eventually have an effect on the 
monthly phone bills. Some child helplines, due to lack of funds and respective 
partnerships, had chosen solutions where customers of some mobile providers 
are charged when calling the service. In this case, those callers are informed 
about the applicable charges by their telecom provider through an automated 
message when dialling the toll-free number.

•	 Number	recognition:	

In this respect, toll-free numbers are handled like any normal telephone number. 
Number recognition is possible, as long as the caller allows it and does not hide 
his or her number from the called party. However child helplines, due to the 
nature of the service and its emergency character, often negotiate solutions 
where number recognition is enabled by the telecom provider. If so, child 
helplines usually choose a solution where only supervisors and management 
have access to the numbers and thereby the identity of the caller. 

Specific implications for toll free 
numbers on your organisation can 
pertain to:

• Costs for call

• Legal implications

• Accessibility from mobile 
phones

• Number recognition
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B.2.2. Specific implications for “Emergency” numbers
•	 Costs	for	calls:

In most countries, the costs for incoming calls made to an emergency number 
are picked up by the government or the telecom providers by law. This means 
that child helplines will not have to deal with the costs made for incoming calls. 

•	 Legal	implications:

Usually there are strict regulations attached to the operation and use of 
emergency numbers. CHI Austrian member organisation “Rat Auf Draht” 
operates through the 3-digit emergency number 147. With the use of this number 
“Rat Auf Draht” is required to be available 24 hours a day, 7 days a week, from 
every phone in the country and to act upon cases reported. There is no option 
to operate within specific business hours or to use an automated message and/
or answering machine outside of these hours. Counsellors need to be able to 
answer the phone at any given time or day. Additionally there are requirements 
regarding the maximum appropriate waiting times before incoming calls have to 
be answered. 

Before starting an application process to be assigned an emergency number, 
child helplines need to closely look into the regulations tied to their use in their 
respective countries. The “National Telecommunication Regulatory Authorities” 
will be able to provide this information. The International Telecommunications 
Union (ITU), which is the United Nations specialised agency for information 
and communication technologies, provides a global overview of the National 
Telecommunication Regulators.

Additional regulations may be tied to the usage of the number. Emergency 
numbers are only intended for urgent assistance and should only be used in an 
emergency. Calling an emergency number for any other reason constitutes abuse 
(if done intentionally) or misuse (if done accidentally). Abuse of emergency 
numbers is usually handled as a criminal offence. The approach to these calls 
depends on the individual philosophy and approach of a child helpline. 

•	 Accessibility	from	mobile	phones:

Mobile phones can be used in countries with different emergency numbers and 
someone visiting a foreign country does not have to know the local emergency 
number in advance. The mobile phone and the SIM card have a preprogrammed 
list of emergency numbers. When the user tries to set up a call using an 
emergency number known by a GSM or 3G phone, the special emergency call 
setup takes place. The actual number is not even transmitted into the network, 
instead the network redirects the emergency call to the local emergency desk. 
Most GSM mobile phones can dial emergency calls even when the phone 
keyboard is locked, the phone is without a SIM card, or an emergency number is 
entered instead of the PIN.

•	 Number	recognition:	

Children between the ages of ten and eighteen, in particular, appear to enjoy 
pestering emergency numbers and the associated services. The number of prank 
calls rises accordingly after school, at weekends and during school holidays. 
This can prevent genuine calls from accessing the service and thus potentially 
endangers children’s lives. Emergency service providers are usually able to trace 

Specific implications for 
emergency numbers on your 
organisation can pertain to:

• Costs for call

• Legal implications

• Accessibility from mobile 
phones

• Number recognition
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prank callers, including those made from unlisted phones and other attempts 
by the caller to make the number invisible. However child helplines usually 
choose a solution where only supervisors and management have access to the 
numbers and thereby the identity of the caller. 

B.2.3. Joint implications for “Toll-free” and “Emergen-
cy” numbers
•	 Number	of	incoming	calls:

Providing free of cost access will increase the number of children contacting 
a child helpline. CHI research shows that child helplines that can be reached 
through a free of cost number receive, on average, ten times more calls than 
child helplines that do not have this resource. Child helplines will need to be 
prepared for the increased number of contacts to be able to continue providing 
quality services. Children will only have faith in this service, if the organisation 
behind it manages to avoid long waiting times for callers and a high turnover of 
counselling staff.

With the overall number of calls growing, the number of emergency situations a 
child helpline has to deal with will also increase. Organisations need to consider 
adjusting their staff and volunteer structure to cope with the increased demand. 
They may also need additional training for their counsellors. 

Simultaneously, the number of cases needing referral or follow up will increase. 
Allied system partners will have to be informed and involved right from the 
beginning when planning the implementation of free of cost child helpline 
services. A child helpline needs to have a very clear idea on the capacity of their 
referral partners to be confident child protection is guaranteed at all times. 

More calls will most likely require an upgrade in technical infrastructure and 
modern call centre technology needs to be considered, so that a higher number 
of counsellors can actually take several calls simultaneously. 

•	 Test-calls:

Test calls will most likely be a new phenomenon a child helpline experiences 
after launching free of cost access. To a certain extent, these calls may be 
responsible for the steep increase in contacts and pose a real challenge to the 
counsellors. Test calls in this context comprise of a wide range of contacts that 
are made to ‘test’ the service and to find out what to expect from it. Test calls 
can be hoax calls, where the counselor is presented with an invented problem. 
Often these calls are of a sexual content or they are of a more abusive nature, 
where the counsellors are shouted at and offensive language is used. Other test 
calls are silent calls, repeated hang-ups or similar. 

In spite of the challenges these calls present to the child helpline, it is widely 
considered child appropriate behaviour that a service needs to prepared for. 
Child helplines need to have a clear strategy on how to respond to these calls. 
Special attention must be given to this phenomenon right from the planning 
stage and throughout selection and recruitment, training, on the job support, 
supervision and project monitoring and evaluation.

On several occasions this topic has been addressed at CHI events and 
Consultations. Have a look here for some presentations on this topic. 

Implications for both emergency 
and toll free numbers on your 
organisation can pertain to:

• Number of incoming calls

• Test-calls

• branding and advertising
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•	 Branding	and	advertising:

A new phone number for a child helpline means the same as changing the 
physical address means for walk-in services. To enable children to find and utilise 
the child helpline after the change of number, targeted awareness campaigns 
need to be carried out. However child helplines have different implementation 
strategies with some services running pilot phases in one city or region before 
gradually rolling out on national level. Other organisations launch country-wide 
from the very beginning. Depending on the particular plans, the most suitable 
advertising approach needs to be chosen. Child helplines from within the CHI 
network have successfully done everything from local and regional promotions 
to national multimedia launching campaigns.
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C. Preparation and Process
There are various differing experiences within the CHI membership, on how 
organisations managed to get assigned free of cost telephone numbers to 
their child helplines. All these different ways however have had one thing in 
common. They have changed perceptions and initiated and/or influenced 
decision making processes in their favour. 

Just as in all other group interactions, there are politics involved. And eventually 
the final and most important decisions in this process are made by politicians 
and government bodies. Therefore it is vital for child helplines to know all 
relevant groups of stakeholders and rally them to support their cause. This can 
be a long process that is steered by a variety of factors. For child helplines to 
be able to shape this process according to their needs, they need to carefully 
prepare their campaign and do some related research. Specifically they will 
need a clear understanding about the exact number assignment process in 
their country, the relevant stakeholders and decision makers and will have to 
be able to prove the need for a free of cost number. With this information in 
hand they will be able to develop their key advocacy messages and know with 
whom to share them.  

C.1. Needs Assessment Study
When trying to engage stakeholders to support a cause, orgsnisations have to 
be prepared to answer questions, especially the most important one: What is 
the exact need for this intervention or activity? Having a solid needs assessment 
in hand, will not only assist successful advocacy campaigns but will as well be 
crucial when developing business plans for the establishment of child helpline 
services and form basis for further refining their long term strategies 

 “Needs assessment is a systematic process for determining and addressing 
needs, or gaps between current conditions and desired conditions or wants. 
The discrepancy between the current condition and wanted condition must be 
measured to appropriately identify and prove the need. It can clarify problems 
and identify appropriate interventions or solutions.” 

By clearly identifying the problem and pointing out the appropriate interventions 
to satisfy this need, discussions can take place regarding specific resources 
that need to be directed towards developing and implementing a feasible and 
applicable solution. 

Child helplines in their effort to get assigned free of cost phone numbers to 
their services will have to prove:

1. the importance of free access for children to the service

2. the demand for such a number and the potential number of children that 
can be reached;

3. the added value compared to the current situation (especially if the existing 
child helpline does not have a free of cost number);

4. the gap that your child helpline will fill in the child protection system.

CHI has developed a manual on How To Start a Child Helpline Service which offers 
support and advice on the process of starting or scaling-up a child helpline. The 
manual contains a particular chapter on how to prepare and carry out a needs 
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assessment study amongst children, adults and partner organisations. The guide 
can be requested from CHI at info@childhelplineinternational.org.

C.2. Stakeholder Analysis 
The world of telecommunications can be confusing especially when entering it 
as an outsider, from a different field. In every country this sector is populated by 
a complex group of stakeholders from within government administrations and 
the private sector. In order to better understand this sector, it is important to 
identify and analyse its stakeholders. Who are the relevant key stakeholders in 
the intended planning or change process? 

The list of stakeholders needs to be put together, bearing in mind everyone 
who can significantly influence this process, have individual or personal 
interest in it, both as potential “beneficiaries or losers”. This list might go 
beyond representatives from the telecommunications sector and may include 
representatives from politics, local leadership, civil society, other respected 
persons, or those with social or religious influence amongst others. 

It makes sense to take time and brainstorm on possible stakeholders. Relevant 
questions that could guide through this brainstorm might be:

• Who is in charge of reserving, allocating, assigning and implementing free of 
cost telephone numbers? 

• Who are the exact beneficiaries (see chapter C.1. on needs assessment)?  

• Who might feel threatened by it? Who are the possible “losers”?

• Are politics involved? What are the political sensitivities? Who are the key 
political players in this process?

It makes sense to take time 
and brainstorm on possible 

stakeholders.
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• Who can possibly influence this process, in a positive or negative way? 

• Where is there potential for conflict? 

• Which relationships exist amongst stakeholders? Are there possible 
hierarchies involved? 

• Which individuals, groups and institutions have interests in this process? 

• What are these particular interests? How will these interests most likely affect 
the planning process, its riskiness and liability? 

• How can specific interests be useful or supportive of the process? 

• Where is there opportunity for leverage, cooperation and coalition building?

Answers to these questions will help to develop action plans and identify 
appropriate forms of stakeholder participation and inform negotiating positions.

Primary stakeholders are:
• The organisation interested in acquiring the free of cost number. They are the 
main driver, they start the process. Since they are as well the main target group 
of this toolkit, they are not specifically mentioned in the above chart. 

• The respective National Telecommunication Regulatory Authority, which is 
officially in charge of the “national numbering plan” and number assignment 
process.

• Depending on the particular process foreseen in a country, additional primary 
stakeholders are other Ministries and State Agencies. 

• The telecommunication providers for fixed and mobile networks. 

• Children and young people are the main beneficiaries.

• Others?

Secondary stakeholders are:
• Possible supporters (might be donors, sponsors and other supporters)

• Referral services and networks. Child helplines need strong referral services to 
be able to direct children in need in the right direction and provide specialised 
services to them.

• Other helplines. 

• Schools, youth and sports clubs, hospitals, etc.

• Media

• Others?
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C.3. Stakeholder involvement and coalition building  
Coalition building is a distinct step in most advocacy campaigns. The chance 
for success is more likely, the bigger the group of supporters, especially those 
directly or indirectly affected by the process or intervention. Their participation 
should enable stakeholders to play an active role in decision making and in the 
consequent activities. As a result there is greater ownership of the process for all 
involved. Objectives are more likely to be achieved, and results are more likely 
to be sustained. 

However, there are different types of involvement a stakeholder can choose 
or be useful for. The best possible way of engagement can only be found and 
decided upon in agreement with the respective stakeholder. Some might be 
more enthusiastic from the beginning and are happy to invest into the process 
financially and contribute expertise and staff time. Others need to find their role 
along the way, or might just be happy to stay informed.

Additionally every one of the identified stakeholders will need its specific 
approach and communications. Advocacy messages need to be understood by 
them and therefore they need to be presented to them in a context relevant 
to them and through the appropriate media, and of course children will need 
to be addressed and involved differently than referral partners or government 
representatives. 

The process of stakeholder involvement is absolutely crucial in every process 
and is directly linked to the success of it. Below is a quick summary of some 
typical challenges in multi stakeholder processes explained using pictures:

Some stakeholders are more excited 
than others. 

Ownership is not shared equally. 

Some important stakeholders are not 
involved. 

Not all stakeholders have understood 
the need of the process. 

Some stakeholders are willing to 
support but will water down the 
project.



15

Too many differing interests.

Low trust environment.

Different interpretations of the same 
thing.

Different conventions or traditions. 
Not everyone is on the same page.

Political sensitivities challenge the 
process. 

Some stakeholders are doubtful 
regarding the main beneficiaries of 
the process.

There is a feeling of being taken 
advantage of by some stakeholders.

Some stakeholders are asked to 
contribute or give away more than 
others

Not all stakeholders are involved 
appropriately. 

Wrong expectation towards certain 
stakeholders.

Wrong ratio of stakeholders. E.g. 
too many “information receivers” in 
comparison to few “collaborators” or 
“self mobilisers”
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C.4. Telecommunication landscape, assignment pro-
cesses and requirements
Embarking on the journey of interacting with the above mentioned stakeholders 
might be challenging. As in all other professional areas, the telecommunication 
sector communicates using their own coded language and industry specific 
definitions and abbreviations, which makes it even more difficult to find a way 
in. Therefore it is paramount to gain a better understanding of the respective 
telecommunication landscape and its common processes on the one hand, and 
the relevant legislation in a country on the other. 

Whereas a child helpline advocate does not need to become a real expert in the 
field of telecommunications, it does make sense to make oneself familiar with a 
few telecoms related terminologies to be able to engage into a conversation with 
an expert in that field. The Independent regulator and competition authority for 
the UK communications industries “Ofcom” has a helpful glossary as part of their 
national numbering plan. This is of course the UK numbering plan and does not 
have any international or global validity; however it can be used as a reference 
point when looking for definitions.  

Furthermore it is important to be familiar with the main telecoms players on a 
national level, be aware of the requirements and specific conditions attached to 
certain numbering types and know about possible application procedures and 
necessary processes regarding the assignment process. The following paragraphs 
look into these three topics with some detail.   

C.4.1. Who are the organisations that populate the tel-
ecoms landscape on national levels? 
We have touched upon this point in the chapter on stakeholder analysis however 
this particular group has deserved more a detailed listing in this document.  

a) The Ministry for Communication – every country has a Ministry dealing with 
issues related to telecommunications. However the name of the respective 
Ministry might not carry telecommunications in the title. E.g. in Germany, the 
relevant authority is the “Federal Ministry of Economy and Technologies”. 

b) The National Telecommunication Regulatory Authority (NRA). Traditionally, 
governments had the monopoly on providing telecommunication services 
in their countries. Hence, the telecommunication providers were usually 
government entities. This situation has changed. The privatisation of former state 
operations has characterised economic policy worldwide for almost thirty years 
and consequently former monopoly markets have opened up. However former 
national providers have managed to stay dominant for a long time. The central 
task of regulation therefore is to keep a check on the dominant provider’s market 
power and to help new competitors enjoy the same opportunities. However the 
NRAs are entrusted with a variety of other tasks that require regulation, one of 
which is the national numbering plans. “A telephone numbering plan is a type of 
numbering scheme used in telecommunications to allocate telephone numbers, 
to subscribers and to route telephone calls in a telephone network.”  A full list of 
the NRA on global level can be found here.

a) In relation to child helpline services, there may be other government bodies 
involved. Possible branches could be “Social Affairs”, “Family and Youth” and/or 
similar.  
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b) The national telecommunication providers, for fixed phone and mobile 
communication. It is very important to have an understanding of the major 
companies, their market shares (especially with young people and children), 
their network infrastructure and possible cooperations, affiliations and 
shareholders on international an level. All this can have a substantial influence 
on the process of number assignment, availability of the service and/or possible 
sponsorship from the sector. A list of telecommunications providers per country 
can be found here. 

C.4.2. Assignment process and requirements
The allocation of a telephone number means that the specific number has 
been reserved for a particular use (e.g. in the case of 116 111 in Europe for 
child helplines. This entails that is can’t be used for any other purpose than the 
designated one. It does not mean however that the number has been appointed 
to a services provider (i.e. child helpline organisation, telecommunications firm 
or governmental agency): this the process is called assignment. In an assignment 
process different service providers can apply to take use of the allocated number 
(e.g. in the case of 116 111 in Europe, different service providers apply to use 
the number 116 111 to provide child helpline services). When a telephone 
number is adopted the number is taken in use and the general public can access 
a service by dialling the telephone number.  

Is	there	an	official	application	procedure?

The assignment of phone numbers is a national matter. Hence every country 
has developed its own process of number assignment and allocation. It is 
important to identify the specific process in the very beginning of any effort to 
get a number helpline services. Most likely, the National Regulatory Authority 
has published the information on the specific process and it can usually be 
found on its website. If that is not the case, the information has to be collected 
from the Regulator directly. Examples how the number assignment process is 
organised can be found in chapter E.

Who	will	own	the	number?

It must be clear if the number will eventually be assigned directly to the child 
helpline service, or a government service, or if it will be allocated to a telecom 
provider. All three options are possible and have specific consequences that 
need to be considered in the planning stage. If the number is owned by a 
government entity for instance, they will be free to choose the implementing 
agency through direct selection or public consultation. Hence the child helpline 
selected to implement the service cannot be absolutely sure to keep the number 
long term. In the 23 EU and EFTA countries where 116111 has been assigned, 
the number has so far been given directly to child helplines in 13 countries, to 
a telecom provider in six countries and to a particular Government body in four 
cases. The relationship between the owner and the implementing agency might 
therefore be of great importance.

Is	there	any	political	involvement	foreseen	in	the	process?

It is advisable to clarify if a certain political sign-off process is required in 
addition to an official application procedure. Does parliament or a commission 
have to approve of the assignment?  Are there powerful political individuals 
that might have a personal interest in this process? All this, might make the 
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process much more difficult and definitely much longer. 

What	requirements	are	attached	to	the	operation	of	a	particular	number?

Most likely, there are particular eligibility criteria attached as a pre-requisite 
for assignment. There could be requirements regarding a certain legal status, 
registration type or scope, e.g. non-profit, non-governmental, national relevance, 
etc. Additionally specific requirements might be attached regarding the ability to 
provide 24 hour service.

What	is	the	paperwork	that	needs	to	be	prepared?

Once the assignment process is clarified, it will be easier to gather information 
on the necessary documents that need to be prepared.  

As mentioned in the beginning, this document does not claim to be exhaustive 
in regards to all possible scenarios. Countries do observe each other on how 
they handle their telecommunication issues; however they eventually have to 
come up with their own solutions. Therefore a big variety of processes exist, 
and they are as well subject to change over time. We cannot display all different 
scenarios organisations might encounter. Every organisation therefore has the 
responsibility to understand the particularities in their national assignment 
processes. The more clarity regarding the process and potential risks and 
opportunities can be gathered, the more successful the planned campaigns will 
turn out.
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 D. Campaigning for a free 
of cost number
The time to start campaigning has come. Below is a summary of some of the 
key advocacy messages used by child helplines around the world and some 
additional recommendations on how to build supportive alliances.

D.1. Advocacy Messages  
1. Reach the unreached: If the child helpline has free of cost access, even 
the children in the most destitute circumstances are able to contact the child 
helpline if they are in need of care and attention,

2. Cost free for children, from land lines and mobile phones: The average age 
at which children get their first mobile phones is getting lower. At the same 
time a mobile phones often provides the only safe way of connecting to a child 
helpline. That is why free of charge access is crucial, not only for calls from land 
lines, but also for subscriber of all mobile operators. 

3. Cost-free for the child helpline: Child Helplines should not be required to pay. 
This will make resources available to your child helpline and devote precious 
resources to child helpline services.

4. National accessibility: A child helpline should be nationally accessible, from 
all phones and anywhere in the country. Sometimes child helplines choose 
a geographically limited pilot area before rolling out to national level. This 
however should be the choice of the child helpline and not be determined by 
the nature of the number. 

5. 24/7 availability and accessibility: Children face issues at all times of day and 
night. Especially for those marginalised and in the most severe situations, night 
time might be the only safe time to ask for help. In these circumstances it is 
important that assistance is just a phone call away. To ensure maximum child 
protection, child helplines need to be accessible 24 hours per day, seven days 
per week.

6. Easy to remember, short digit telephone number: Children need to be able 
to remember how to contact a child helpline at all times. It is easy to forget 
important phone numbers when in distress.  Also those children that do not 
know how to read or write need to be able to memorise the telephone number 
on the dialling pad. In short, the number needs to be “child appropriate”. A 
short digit code, at best a three to four figure code is key for a child helpline to 
be accessible for all children. 

7. Child helplines should not pay for the costs of the call. There should be 
long term guarantees that a child helpline can be contacted without cost to 
either the child or the child helpline. If a child helpline has to pay for the costs 
of incoming calls or has no guaranteed long term toll-free telephone status, 
valuable human resources will be devoted to fundraising and advocacy that 
could be used for counselling children.  
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A few tips to back up your arguments:
• Provide case studies from your daily work at the phone line. This will help other 
stakeholders to understand the importance of your interventions and why free 
of cost access is of major importance.

• Utilise your data collection to illustrate the importance of this service and 
showcase the variety of reasons for calls to your child helpline.

• Consult Child Helpline International’s annual data publication “Connecting to 
Children” and compare the numbers of incoming calls. These statistics show, 
that children with free of cost access are contacted ten times more often than 
those operating with normal fee numbers. 
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 E. Case studies
The global movement of child helplines comprised under the CHI 
membership offers a wealth of experiences and best practises 
related to engaging with their national telecommunication 
stakeholders. To share these experiences, we have displayed a 
few selected examples from within the network in this chapter. 

These examples should relate directly to a number of the 
above mentioned challenges and opportunities faced by child 
helplines and share some very tangible and practical solutions 
to them. For ease of reference we have summarised the case 
studies in regional chapters. Nevertheless best practices from 
one region might be applicable or of interest for another region.  

Africa
Kenya - Childline Kenya
Childline Kenya was started in 2006 as a local child helpline 
with an 11 digit number that was not free of cost for the caller. 
In 2008, the child helpline was re-launched under the 116 
short telephone number. It is free of cost for the child and the 
child helpline and can be accessed from land lines and mobile 
phones. To obtain the 116 telephone number, Childline Kenya 
implemented an active advocacy campaign that targeted key 
stakeholders 

Childline Kenya made use of the following items in its advocacy 
plan:

1. Evidence based research and data

2. A clear, well developed, strategy and adjoining arguments 
with consistency of message

3. Use of multiple communication methods and a spectrum 
of activities to build critical mass from supporters and gain 
influence

4. A clear media strategy

5. Identification of key stakeholder targets

6. Advocating on all levels of governance and using international 
leverage. 

7. Building on existing resources and networks

Childline	Kenya	 implemented	 the	 advocacy	plan	 in	 a	multi-
pronged	approach:

A. Build awareness on different levels of governance on the 
importance of the child helpline and build belief in the cause 
using evidence based research through media and various 
other activities (such as stakeholder meetings, presentations 
and brainstorm sessions) 

B. Build an inclusive coalition of critical stakeholders, especially 
with existing and potential allied systems/referral partners

C. Contextualise the issue using presentations, brainstorm 
meetings and stakeholder meetings based on data on child 
abuse and to emphasise the importance of the services 
provided by the child helpline to protect children

D.Use leverage from a national and international level (such 
from national celebrities and child helpline Board members 
and CHI international support, international partnerships and 
Memoranda of Understanding) to increase influence.

E. Advocate simultaneously on national, regional and 
international levels.

F. A continuous cycle of monitoring and reflection on advocacy 
activities.

Childline	Kenya	made	use	of	the	following	documents:	

1. Committee of the Rights of the Child, Concluding 
Observations on Kenya;

2. Renowned Kenyan human rights advocates and experts

3. CHI Secretariat support letters

4.  CHI Secretariat and ITU Partnership that have led to:

a. A Memorandum of Understanding that supports the 
allocation of short free of costs telephone numbers to 
child helplines 

b. An International Telecommunication Union 
Supplement on a short toll-free number

5. Examples from the region of child helplines that had a short 
toll-free number. This served a two way purpose

c. Apply pressure on the government to follow her 
regional peers and not stay behin

d. Provide evidence on experience and importance of a 
toll-free number.

Through its advocacy efforts, Childline Kenya was able to build 
strategic partnerships and build awareness on its needs and the 
importance of a toll-free number. The goal of a short toll-free 
number was achieved through the allocation of the number 
116 that is accessible free of costs from all land lines and mobile 
phones in the entire country. The number is considered to be 
a national emergency number. There are no special report 
requirements for Childline Kenya in using the number. 
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Zimbabwe – Childline Zimbabwe
Childline Zimbabwe began its operation in 1997 using an 
ordinary telephone number that was not free of costs. In 1998, 
after one year of lobbying, the organisation was allocated the 
short telephone number 961. This number was free of costs for 
both the caller and the child helpline, but it was only accessible 
from landlines, as mobile phones were not yet operational in 
Zimbabwe. In 2009, after a few months of advocating Childline 
Zimbabwe was allocated the short free of costs telephone 
number 116. It is accessible from all telecoms networks in 
the country from both land lines and mobile phones. This 
telephone number is harmonised on a regional basis: several 
child helplines in the Africa region use the same telephone 
number. 

Childline Zimbabwe needs the short free of costs telephone 
number 116 in order for it to be an effective, relevant and 
efficient child protection service. It is a crucial component of 
the child helpline for the following reasons:

•  The child helpline services target children, who do not 
have or earn the means to pay for telephone calls. If the 
child helpline number is not free of costs the majority of 
children would not be able to access its services as they 
cannot afford it. 

• The child helpline fulfils a role of an emergency service 
for children and families in distress in Zimbabwe. Children 
and families in crisis situations often have limited access to 
funds. If the number was not free of costs those children 
and families would not be able to access the critical 
emergency services of the child helpline 

• The allocation of a number commencing with the number 
1 is a crucial component of the service. Telephone numbers 
commencing with the number 1 are given priority, as they 
are categorised by the telecoms industry as “emergency 
distress calls”. In times of emergency and crisis these calls 
are provided routing priority over other calls being made. 
For example, in the event of a natural disaster where there 
is high volumes of phone traffic, and the networks are 
overloaded, it is the calls made to numbers commencing 
with 1 that are given priority over all other calls. 

To obtain the telephone number 116, Childline Zimbabwe 
targeted heads of the Ministry of ICT, the Post & 
Telecommunication Regulatory Authority of Zimbabwe 
(PORTRAZ) and various telecom operators. The Ministry of 
ICT needed to provide approval of the allocation of the short 
number to Childline Zimbabwe and to provide government 
support to ensure the number is free of costs. POTRAZ was 
lobbied for the allocation of the telephone number and gain 
recommendations that could be used with private telecom 
operators to ensure free of costs access. Individual telecom 
companies were lobbied to recognise the number 116 as 
free of costs, enable access from their network and for them 
to cover the costs of calls made.  In order to get an audience 
with the Ministry and the larger Telecoms providers Childline 
Zimbabwe made use of Board members’ linkages and personal 

relationships to encourage these individuals to meet with 
Childline Zimbabwe and hear our proposal. 

Childline Zimbabwe compiled a concept note based on the 
lobbying efforts of the CHI Secretariat, and quoted various 
other international frameworks that the Government of 
Zimbabwe is a signatory to, as well as referencing relevant 
national legislation that was relevant. 

Childline Zimbabwe created a plan to obtain the free of costs 
telephone number with steps that could be implemented in 
sequence if certain approaches did not work. 

1: Sending of background information about the child helpline 
and the good work of the organisation, to support our appeal, 
and details of the organisation’s needs. 

2: Setting up of individual meetings with decision-makers 
to inform them about the organisation; international 
developments in ICT for development and its link to child 
protection; the extent of the needs of the children and how 
prevalent abuse is in Zimbabwe. 

3: Staff, Board members or Friends of Childline make use of 
personal contacts and relationships with the decision-makers 
in the ICT industry to support our appeals, and to vouch for the 
reputation of Childline Zimbabwe.

4: Childline Zimbawe invited various decision-makers to 
visit the child helpline and view its operations, to build their 
confidence in the service so that they had a mental picture of 
the impact their support would have on the organisation and 
the children of Zimbabwe . 

The allocation of the short free of costs telephone number took 
place after Childline Zimbabwe had meetings with key decision 
makers, ministers and directors. As a result, not all steps in the 
plan were needed to obtain the free of costs number. 

Meeting with highest level decision makers was pivotal as 
these had the mandate to allocate the number. To arrange with 
directors and ministers, Childline Zimbabwe leveraged personal 
connections of Board of Trustees members and had several 
preliminary meetings with senior management personnel to 
introduce the cause and provide information. 

Childline Zimbabwe took 6 months on a part-time basis 
from the start of the advocacy efforts until implementation. 
Childline Zimbabwe started advocating in January 2009 and 
was allocated the short number 116 in February 2009. After 
this, Childline Zimbabwe advocated with each individual 
telecom operator to activate the number 116 free of costs. At 
the same time, Childline Zimbabwe had to purchase and install 
the necessary hardware and software to receive the expected 
increased number of calls. 

In July 2009, the new number 116 had been made available 
on all land lines an mobile phones and Childline Zimbabwe 
started running it as a pilot. There was a large increase in calls 
as many children were testing the number. The old telephone 
number was still used in parallel. In November 2009, Childline 
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Zimbabwe officially launched the new telephone number 
with a festive launch event. All mobile phone operators sent 
messges to subscribers of their service informing customers 
and children of the new child helpline number. Marketing 
messages were sent out nationwide by Childline Zimbabwe 
and an official launch event was held.

In the end, the actual allocation was not the hardest part of the 
entire process for Childline Zimbabwe. There was no support 
for the organisation to implement the transfer to the new 
number from the government or telecom providers after the 
allocation, such as ICT and telephony equipment, to handle 
the increased number of contacts. Also counsellors needed 
additional training to receive more calls and use the new ICT 
and telephony equipment. To fund this, the child helpline had 
to raise funds from other sources. 

Americas and Caribbean
Aruba – Telefon pa Hubentud
Telefon pa Hubentud is the child helpline on Aruba, an island in 
the Caribbean.  It was founded in 1998 and started out initially 
with calls from land lines only. In 2000, Telefon på Hubentud 
signed a Protocol of Cooperation with the Ministry for 
Communication, the main telecommunication company Setat 
and a local TV station that is run by the ministry. Currently, 
Telefon på Hubentud receives calls from land lines and mobile 
phones, without costs for the child and the child helpline on 
the short telephone number 131. The costs for incoming calls 
are paid for by the telecommunications company’s directly, 
there is no bill for the child helpline. 

Process

The founders of the child helpline knew that it was key that 
the child helpline should be reached without any costs for the 
child. Additionally, the child helpline foundation would not be 
capable of paying for the costs of incoming calls. A telephone 
number that was free of costs for both the child helpline and 
the child was therefore essential to the launching of a child 
helpline in Aruba.

To ensure confidentiality for the children, the callers’ telephone 
number would have to be invisible to the counsellors. At the 
same time, the child helpline telephone number ‘131’ needed 
to not show up on the parents’ telephone bill. Both measures 
had to be put in place so that the child helpline could market 
itself as free and completely anonymous and confidential 
service for any child calling. 

The founders of the child helpline started advocating for this 
resource in 1998. They met many times with general managers 
of a local telecommunications company, Setar, as well as 
Aruban ministers as telecommunications are vital to the child 
helpline.  The founders of the child helpline targeted these 
stakeholders directly and did not make use of a NGO coalition 
or public pressure. 

In order to persuade the telecommunication company, the 
importance of the social service was emphasised, including the 
corporate responsibility of Setar, as well as the benefit it would 
present to the company, if they were to provide a free of costs 
telephone number: This results in good press for the company 
and they receive free marketing opportunities as their logo is 
featured on Telefon på Hubentud materials. 

The child helpline started receiving calls from land lines only 
at first. Counsellors were seated in the offices of the company 
and ministry in order to receive the first calls free of charge. 
Additionally this method showed the value of the child helpline 
to the stakeholders involved.  In 2000, Telefon på Hubentud 
signed a Protocol of Cooperation with Setar, the Ministry for 
Communication, and a local TV station, which is run by the 
ministry. As a result, all costs for incoming calls were paid 
for by Setar and other telecommunications companies. In 
the Protocol it was agreed that Setar would negotiate with 
other telecommunication companies about the costs for 
incoming calls for the child helpline. The onus to have other 
telecommunication companies agree to pay for costs of 
incoming calls was put on Setar.  Additionally, it made the 
child helpline case stronger, as advocacy was done by Setar 
with its peers on the child helpline’s behalf. The TV station also 
provides slots for commercials to raise awareness for the child 
helpline free of charge. 

Once mobile phones grew in importance, the foundation was 
able to explain the situation to Setar. They also took on the 
costs for calls for mobile phones coming from their network. 
Additionally, they negotiated with their peer companies to do 
the same as agreed in the Protocol. 

Lessons	learned

As most of the advocacy for a toll free number took place 
before the launch of the child helpline there was no budget for 
advocacy and all activities and meetings were done by three 
people. It took approximately one year to achieve toll free 
status for the child helpline for calls from land lines. It took 
considerably less time and effort to achieve the same for calls 
from mobile phones. 

To obtain a telephone number that is short and free of costs for 
both the child helpline and the child it is important to:

• Believe in your cause and never give up

• Evaluate steps taken and strategise before proceeding

• Have a ‘give and  take’ attitude with stakeholders and 
especially telecommunication companies: they need to 
see the benefits they will reap from the cooperation

• Have your answers prepared. There will be a lot of 
questions and you need to be able to provide information 
on these questions.

• Get the buy in from the telecommunication company by 
providing benefits and involving them in child helpline 
activities. This can be used to have them do work for the 
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child helpline. Examples are to 

1. feature their logo on child helpline materials and mention 
them in TV commercials

2. Invite them to child helpline events and celebrations

3. Involve them in the creation of new child helpline services, 
such as online chat. 

4. Providing the company with hard copies of reports and 
other publications.

5. If possible, have representatives of the company join in on 
sessions (after confidentiality has been ensured), to show 
the value of the service to children. 

Outlook	and	current	situation

The efforts made were successful and there is strong protocol 
with both Setar and the Ministry for Communications. As a 
result, the child helpline would take a similar approach again 
if it had to repeat its efforts. At the same time, the current 
situation is very different from 13 years ago. On the one hand, 
starting child helplines can make use of international support 
and leverage: 

• Support letters from the CHI Secretariat are available

• There are many international statements and official 
documents that support the allocation of a short free of 
costs telephone number to child helplines

• Other child helplines, and the entire CHI network can be 
used as an example to provide pressure and show the 
importance to stakeholders such as telecommunication 
companies and ministries

• If need be, CHI Secretariat representatives can join in key 
meetings

On the other hand, several other NGOs in Aruba have tried to 
obtain a short, free of costs telephone number for their cause. 
Many of them have been denied this vital resource.

In	the	end

“When you hear the phone ring and a child on the other end of 
the receiver is asking for information, guidance or needs to talk 
to someone, you conclude that it was worth all the harassing 
and exasperation you endured at the beginning.” 

Colombia – Corpolatin 
Corpolatin is a child helpline in Colombia that, since 2009, can 
be accessed from the entire country through land lines and 
mobile phones via the free of costs short telephone number 
106. Before this time the child helpline could only be reached 
from land lines and callers had to pay for the costs of calls. As 
a result, access to the child helpline was severely restricted as 
land lines were not available in the entire country and many 
youth and children were not able to pay for the costs of the 
calls. 

Corpolatin advocated with the Colombian Telecommunications 
Regulatory Commission (TRC) for the allocation of the short 
free of costs telephone 106. 

The director of Corpolatin met with Commission representatives 
directly on several occasions in the Colombian capital Bogota 
and was in continuous contact with the Commission in-between 
meetings through telephone and mail. The Commission made 
several requests for additional information and follow up. After 
a year of advocacy efforts the short free of costs telephone 
number was allocated to the child helpline. 

Peru – Telefono ANAR 
Telefono ANAR Peru was founded in 1998 by ANAR Spain with 
the Spanish agency for international cooperation, Agencia 
Española de Cooperacion Internacional) and is run by the 
Fundación ANAR Peru. Téléfono ANAR Spain had good contacts 
with the main telephone company in Spain, Téléfonica, and 
had a free of costs telephone number for both the child and 
the child helpline. These contacts were used to have a free of 
costs telephone number allocated to the new child helpline.  
This process was smooth and stakeholders were very willing to 
assist.  As a result, Telefono ANAR Peru can be reached under 
the free of costs telephone number 0800 222 101.  No other 
organisations or ministries were targeted, only Téléfonica. 

Recently, Telefono ANAR Peru has been advocating with the 
government for the allocation of a short telephone number, 
three or four digits long. These efforts were partially successful, 
a four digit number was allocated by the Peruvian Ministry 
of Transport and Communications to the child helpline, it is 
however not a free of costs number. A three digit number, 
which is an emergency service number that is paid for by the 
government, was denied. As a result, Téléfonica and other 
telecommunication companies continue to be needed to pay 
for the costs of incoming calls and support the implementation 
of the four digit telephone number. 

The allocation process of the four digit number took 11 
months. During this period representatives from the child 
helpline and ministries met several times. To convince ministry 
representatives to allocate the short number: 

• Fundación ANAR used examples from child helplines in the 
region

• Used a support letter from the CHI Secretariat

• International declarations on the importance of a short toll 
free number

• Reports based on contacts received from children, showing 
the importance of the child helpline for the children in Peru

Téléfono ANAR Peru is currently working on the implementation 
of the four digit telephone number and is negotiating with 
Téléfonica how the costs of incoming calls will be paid for. 
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Asia Pacific
Child Helpline Cambodia
The Child Helpline Cambodia (CHC) project was initiated by 
the Chab Dai Coalition in 2006. A steering committee was 
formed to oversee the development of the child helpline. A 
need assessment study was conducted by two consultants 
(international and national) with technical support by Child 
Helpline International; an exposure visit was made to the 
Philippines child helpline Bantay Bata 163 to experience firsthand 
their achievements, challenges and recommendations. 

The Child Helpline Cambodia Steering Committee today 
consists of representatives from 11 national and international, 
United Nations (UN) organisations and the Royal Government 
of Cambodia. Since 2009, Child Helpline Cambodia is hosted 
by ChildFund Cambodia which also chairs the CHC Steering 
Committee.  The child helpline was launched the same year 
with the toll-free short telephone number 1280. 

ChildFund Cambodia has played a pivotal role in ensuring the 
allocation of a toll-free telephone number to Child Helpline 
Cambodia. It provided resources to the program, offered 
support required and coordinated activities and strategies with 
staff and Steering Committee members.  ChildFund Cambodia 
also reinforced Child Helpline International messages 
on a national level and gained confidence and trust with 
representatives from the government and telecommunications 
providers about the legitimacy of child Helpline projects 
around the world.

CHC started advocacy efforts to obtain a free of cost telephone 
number in 2007. After the Needs Assessment Study was 
finalised, CHC organised an international conference in 
the capital, Phnom Penh. Following the conference, CHC 
started meeting representatives from the ministry of Posts 
and Telecommunication. By sharing the Needs Assessment 
Study and their connection with reputable international 
organisations such as CHI, Unicef, ChildFund, World Vision and 
Plan International and reinforcing messages from CHI, CHC 
put pressure on the Ministry to allocate a short, free of costs 
telephone number.

Representatives from the Ministry influenced key people within 
Telecom Cambodia a semi-government telecommunications 
company to issue an Exempt Letter for interconnection fees 
for the child helpline. Using their connection with Ministry 
representatives, CHC was able to arrange an appointment with 
key people within Telecom Cambodia and advocate their case. 
Together with pressure from the Ministry this made Telecom 
Cambodia issue the Exempt Letter, an important steps towards 
realising the free of costs number for the child helpline. 

The Exempt Letter was presented to all mobile phone 
companies in Cambodia. Eight cooperated towards the launch 
of free of costs services for CHC through 1280. Only one 
mobile operator refused to implement the short, free of costs 
telephone number and continues to do so. 

The arrangement in Cambodia is sustainable and long term: 

the child helpline does not have to re-negotiate the agreement 
every year as it is guaranteed through the Exempt Letter and 
backed up by the Ministry for Posts and Telecommunication.  
As long as the telephone number is not used for private 
business and is free of political involvement that agreement 
stays in place. 

CHC does not receive bills for any incoming calls under the 
agreement as these are paid directly by the telecom operators. 
CHC does pay a small monthly maintenance fee to Telecom 
Cambodia to keep the four phone lines that are operated 
under the phone number 1280 running. No other fees or bills 
are paid or received by CHC. The total worth of in-kind support 
by the eight telecommunication companies to CHC is currently 
over $160,000 per year. 

The companies have not demanded any publicity in return; CHC 
is however considering including their logos on their website as 
a recognition of the support to the child helpline.

Currently, CHC is planning an advocacy effort to convince 
the remaining mobile operator to also cooperate with the 
child helpline and implement the free of costs number 1280. 
Also CHI is planning to advocate with the Ministry of Social 
Affairs, Veterans and Youth Rehabilitation to mainstream child 
protection and include the child helpline in their plans.  

Europe
Czech  Republic – Safety Line
The Safety Line is the national child helpline in the Czech 
Republic run by the Safety Line Foundation and was founded in 
1994. The child helpline was available on a toll free telephone 
number from its initial launch in Prague only, and then from 
1997 onwards by children in the entire country through the 
telephone number 800 155 555. The Safety Line switched to 
the European harmonized number 116 111 in 2010, which is 
free of costs for both the child and the child helpline. Thanks to 
a big awareness raising campaign with the public and children, 
contacts have risen over 70% since the child helpline started 
using the new telephone number.

Téléfonica O2 has been the strategic partner of the Safety Line 
since its foundation.  Initial contacts were made by the founder 
of the Safety Line with the state Czech Telecom Company, 
that later became privately owned Téléfonica O2. Throughout 
the years the partnership has been enhanced through good 
personal relationships between the Safety Line and Téléfonica 
O2. 

When the Safety Line applied for the European harmonised 
short toll-free telephone number 116 111 it was the only child 
helpline in the Czech Republic and fulfilled all conditions, it 
was allocated the number. To obtain the telephone number, 
the organisation targeted the Czech Telecommunication 
Office (CTO). Strong support from Télefonica O2 was essential 
in obtaining the telephone number. Additionally, Téléfonica 
facilitated the entire re-numbering process with the Czech 
Telecommunication Office and assisted in negotiations with 



 26
the Ministry of Internal Affairs. 

Addtionally, Telefónica implemented a comprehensive nation-
wide media information campaign to expand awareness of 
the new number. The campaign made use of radio, television, 
banners, outdoor advertisement and printed media.  The value 
of the media campaigns exceeded the value of EUR350’000. As 
a result of the campaign calls to the the Safety Line have risen 
over 70% and continue to increase. 

The Safety Line receives costs for calls on a monthly basis. The 
O2 Foundation reimburses the costs for incoming calls to the 
child helpline from all networks through its Golden List scheme. 
The Safety Line receives a financial gift that is earmarked to pay 
for the costs of incoming calls from all networks. The status of 
the child helpline on the Golden List has to be renegotiated 
annually.  

Téléfonica O2 provides technical assistance to the Safety 
Line but does not interfere in the daily operations of the 
organisation. The Chairmen of the O2 Foundation sits on the 
Board of the Safety Line organisations and through that the 
company is involved in the strategic management of the child 
helpline. In return, the relationship with the Safety Line builds 
the image of Téléfonica O2 in the eyes of the customers and 
reinforces its relationship with state authorities. 

Currently, the Safety Line faces two main challenges: Czech 
children abroad cannot contact the child helpline without 
costs, and the increasing number of calls.  For the first point, 
the Safety Line is using support from Mr. Spidla, the Czech 
EU Commissioner Employment, Social Affairs and Equal 
Opportunities. At this point it has not been successful to 
implement a scheme that would allow children to call for free 
from abroad.  It is currently not possible to avoid the roaming 
costs for calls. 

Secondly, due to the continued increase of children that contact 
the child helpline, the capacity of the child helpline is at times 
exceeded. To address this issue, the child helpline endeavours 
to have all lines staffed at all times and expand the number of 
lines and counsellors available. 

Telefononul Copilului – Romania
The Romanian child helpline, Telefonul Copilului was launched 
in 2001 and is accessible nationally on a toll free number 
0800 8 200 200 for calls made from land lines. It has a close 
partnership with a telecom provider, Romtelecom since its 
foundation. Romtelecom pays for the costs of all incoming calls 
made to the child helpline. The child helpline does not bear 
financial costs for these contacts.

Romtelecom strongly believes in their partnership with Telefonul 
Copilului. The telecom provider does not ask for anything in 
return, except that the logo of the company is visible on helpline 
awareness raising materials (TV and radio commercials, posters 
etc).  In conjunction with this Romtelecom promotes the child 
helpline on its products (for example invoices, pre-paid calling 
cards, envelopes etc). They also include the partnership in their 

annual report and have improved their public profile. This is 
a mutual beneficial process as both partners increase their 
visibility.

Transparency, communication and mutual involvement are 
pivotal to make a partnership like this succeed. The company 
should not be viewed as a sponsor but as a partner in a mutual 
undertaking. It needs to be involved in activities and receive 
feedback on its investment. 

Since 2009, Telefonul Copilului has established an agreement 
with the largest mobile telecommunications provider of 
Romania, Cosmote. Currently, there is no free of charge access 
to the child helpline services from mobile phones. In the near 
future it would like implement this service for children as 
mobile phone communication continue to grow in importance.

Middle East and North Africa
Egypt - Child Helpline 16000
The Egyptian child helpline was launched in 2005 and since then 
has been operating under the toll-free short telephone number 
16000. The toll-free telephone number is of high importance as 
many children and adults calling the child helpline do not have 
the financial means to pay for a call. This is emphasised by the 
fact that many people contacting the child helpline, begin the 
conversation by asking ask whether the call is free or not.

The Egyptian child helpline is run by the National Council 
for Childhood and Motherhood (NCCM) which is a 
governmental agency. The Council partnered with the 
Ministry of Communication to obtain a short, toll-free number. 
The telephone number 16000 was run by the Egyptian 
Telecommunication Regulatory Authority. It was designated as 
telephone number that people could use to provide complaints 
to and about the organisation. The telephone number was very 
well known in the country. The NCCM and Ministry for Telecom 
convinced the Council of Ministers to give up the easy to 
remember telephone number, 16000, so that it could be used 
by the child helpline. 

No public awareness raising campaigns were used and no other 
coalitions were formed to obtain the telephone number. The 
entire process of allocation lasted only two weeks only went 
very smoothly. 

The telephone number 1600 is toll free, which means that the 
child helpline pays for the costs of incoming calls. The bill is 
covered by the Council. Annually they have to pay $15,000 to 
the telecom companies to cover the costs. This is no problem 
as the senior management of the Council understands the 
importance of a toll-free number for the child helpline in 
Egyptian society.  A toll-free number is essential to the running 
of a child helpline in Egypt, as it allows all people to contact the 
child helpline and receive services. 

Jordan – Jordan River Foundation
The Child helpline in Jordan is run by the Jordan River 
Foundation. It is accessible under the short free of costs 
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telephone number 110 throughout the entire country, since 
its launch in 2008. Free of costs access to the child helpline 
is pivotal in Jordan as most children and young people do not 
have the ability to pay for the cost of a call. The importance 
of this was underlined by CHI recommendations on the use 
of a free of costs telephone number. The telephone number 
110 is considered an emergency service number in Jordan. No 
additional obligations are put on the child helpline to operate 
this service. 

The organisation used CHI support and international 
documents to provided leverage and put pressure on national 
stakeholders. Initially, the Foundation tried to communicate 
with the Ministry of Communication but the ministry was not 
willing to support the cause. After this the Foundation targeted 
the Telecommunications Regulatory Commission that allocated 
the telephone number 110 to the child helpline without too 
much trouble. They did not have a role however in influencing 
the telecom providers to implement the telephone number. 

During bilateral meetings the Jordan River Foundation explained 
the important role that child helplines have in protecting 
children. Many telecom companies were not willing to active 
the number, only if the number was exclusively available on 
their network were they prepared to implement the number. 
Naturally, this configuration was rejected by the Jordan River 
Foundation as it would severely limit the accessibility of the 
child helpline. The Foundation emphasised the role of the child 
helpline as an emergency service to children in the country and 
the importance of it being accessible for all children, no matter 
their economic circumstances, sex, status or situation at the 
time of contact. By using the competitive element between the 
companies the organisation was able to convince the telecom 
providers to cooperate: by informing a company that their 
competitors had agreed and they would be left out if they did 
not participate.  All telecom providers activated the short free 
of costs telephone number in the end.

Support that was provided by Queen Rania al Abdullah was 
key to the implementation of the short number to the child 
helpline. The Director General of the Jordan River Foundation 
mentioned the importance of a free of costs telephone number 
in a speech she gave during a conference on Corporate Social 
Responsibility. The Queen was present during the session and 
in her presence an agreement between the telecom companies 
and the Jordan River Foundation, on the implementation of 
the short free of costs telephone number 110, was signed. The 
agreement with the telecom companies has to be renewed 
annually, but this process is smooth and does not require much 
advocacy. 

Allocation of the phone number was not the greatest challenge 
for the Jordan River Foundation: telecom providers are not 
willing to cooperate with the Foundation to develop the child 
helpline. The organisation has not been able to successfully 
build partnerships with the telecom providers in Jordan. 
Children in some geographical areas experience trouble 
accessing the child helpline, and the child helpline has informed 
the telecom providers of this. They have not followed up on 

this by improving network access. Also, calls received by the 
child helplines on the network of a certain provider can only 
be answered on lines of that particular provider. Calls are not 
allowed to switch from lines of one provider to lines of another 
provider. As a result, sometimes children will hear a busy tone 
on one or more networks while counsellors handling calls from 
other networks available. A solution would be to implement 
a jumping function or to install more lines, but the telecom 
companies are not willing to bear the costs. Information on 
the use of the child helpline on the telephone network from a 
provider is essential to the child helpline as it helps determine 
the needs and the number of lines necessary. The telecom 
providers are not willing to share this information. The Jordan 
River Foundation continues to engage the telecom companies 
to solve these problems. 

United Arab Emirates - Childline UAE Shar-
jah
The child helpline in the United Arab Emirates Sharjah is run 
by the Social Service Department, which is part of the Sharjah 
government. The child helpline was founded in 2007 and is 
accessible through the telephone number 800700 24 hours per 
day, seven days a week. The child helpline was launched after 
the toll-free number was allocated. The telephone number 
is toll-free. This means that children and adults can contact 
the child helpline without costs, but that the child helpline is 
paying for the costs of incoming calls. Toll-free access to the 
child helpline is essential to provide access to all children and 
families in UAE Sharjah as many would not have the means to 
pay for the costs of a phone call. 

In 2006, the Sharjah Executive Council decided to establish a 
child helpline in the Emirate. This decision was used by the 
Social Service Department to advocate with telecom companies 
to allocate a short, free of costs telephone number to the child 
helpline. At first the department applied for a short, three 
digit, telephone number but this was refused by the telecom 
company. As an alternative the telephone number 800700 
was allocated to the child helpline. This is a toll-free number, 
meaning that the child helpline pays for the costs of incoming 
calls. The child helpline receives a bill for the costs of calls made 
and these are paid for from the child helpline budget. 

After the toll-free number was allocated, an extensive 
awareness raising campaign was organised to make the child 
helpline known with children and the general public. The 
campaign made use of different media, television, radio, and 
advertised the new child helpline in taxis and posters, in schools, 
malls, government department buildings and pharmacies. 
The awareness raising campaign took a lot of time and effort 
from the entire organisation. The Social Service department 
has noticed that continuous advertising is necessary to keep 
awareness of the child helpline high. 

The child helpline is not receiving any support from the telecom 
company, but the department indicates that it would not be 
difficult to receive this if requested. 
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 F: Supporting Documents 

F.1. A short history of advocacy for a short toll-free num-
ber for child helplines
Since its inception, CHI lobbied for a global, short digit, easy to remember and 
free of cost number for child helplines. In doing so, CHI interacted with various 
stakeholders in the public and private arena, such as major telecommunication 
providers and of course, the International Telecommunications Union (ITU). 
The ITU is the specialised agency of the United Nations which is responsible for 
information and communication technologies. The ITU is the main organiser of 
the World Summit of the Information Society (WSIS), a United Nations summit 
aimed at bridging the digital divide and turning it into a digital opportunity for all. 

On 18 November 2005, the ITU officially acknowledged the importance of 
child helplines in the Tunis Agenda, Article 9. Subsequently the ITU signed 
a Memorandum of Understanding with CHI, which committed both parties 
to include children, especially those marginalised, in the telecommunication 
revolution. Moreover, CHI and the ITU agreed to explore the allocation of a short, 
harmonised toll-free number for child helplines worldwide. For this purpose CHI 
became a member of Study Group 2 (SG2), which is the ITU body in charge of 
number harmonisation issues.  

Between 2006 and 2008, CHI made propositions to the SG2 in regards to a possible 
recommendation of a global number for child helplines. ITU recommendations 
are the result of consensus decisions; hence they have to be approved by all 
ITU member states. This goal however is hard to achieve. Even for the general 
emergency numbers 110, 999 and similar, so far the ITU could not issue a 
global recommendation. CHI received both supportive and sceptic feedback 
from country representatives at the ITU and it became apparent that a global 
recommendation would not happen in the short term. 

Simultaneously opportunities for regional number harmonisation opened 
in Europe. Early 2007, CHI submitted an official application to the European 
Commission, to reserve the harmonised toll-free number 116111 for child 
helplines in EU member states. On 29 October 2007, the European Commission 
adopted the Decision 2007/116/EC recommending member states to reserve the 
number 116 111 for child helpline services on national levels. By adopting the 
Decision, the European Commission recognised the importance of the work child 
helplines provide to children in the European Union and the need to support 
them. EU recommendations are binding for its member states. As of early 2012, 
the number has been reserved for child helplines in all 27 member states; it has 
been assigned in 22, and is operational in 17. 

However the above mentioned reservation of 116 111 was not relevant for 
the European countries beyond the European Union. Early 2008, the European 
Conference on Postal and Telecommunications Administrations (CEPT) charged 
the Electronic Communications Commission (ECC) with exploring options for 
extending the 116 111 reservation to the ECC members. The ECC brings together 
the National Telecommunication Regulatory Authorities of the forty-eight 
CEPT member countries. The ECC adopted Decision ECC/DEC/(07)03 based on 
the above mentioned Decision of the European Commission on 116111 on 26 
February 2008. Some of the forty-eight CEPT member countries however, are not 
yet able to assign six digit numbers. To be able to do so, they need to adjust their 
national numbering plans accordingly before an assignment can take place. All 
CHI members in CEPT member countries interested in getting assigned 116111, 
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need to obtain this information directly from their national telecommunication 
regulator.

Consequently, the European member states recommended at the ITU to look 
into a global reservation of 116 111 for child helplines. As a consequence, the 
discussion in SG2 on the allocation of a harmonised telephone number to child 
helplines shifted from a three to four digit numbers to 116 111. Most member 
states endorsed the drafting of a Supplement. It can be adopted by the ITU 
as an organisation itself without the formal approval by the membership. 
Supplements are a tool that the ITU uses for endorsement, and to invite 
member states to take particular measures, although they do not have formal 
legislative power. 

As a result, the ITU adopted the document as a Supplement that invited member 
states to allocate the number 116 111 to child helplines. The Supplement 
invites member states to follow the examples of European countries. That is, 
to allocate the number 116 111 to the child helpline in their country. It also 
endorses the efforts of child helplines to advocate for short, easy to remember, 
telephone numbers and to harmonise these on the international level. 

Based on the ITU endorsement, a number of CHI member organisations 
managed to get 116 111 assigned in their countries. A number of African 
countries have managed to get assigned the three digit, toll-free number 116 
to their child helplines. There is no official recommendation or reservation 
of this number issued by the African regional body of telecommunication 
regulatory authorities. However the existing examples of 116, has influenced 
more countries to follow.

F.2. Existing international support documents 
Below are the links to existing supporting documents, including the documents 
mentioned in F1. These documents are divided into those of global and regional 
relevance. CHI members are invited to download or copy these documents and 
use when advocating for free-of-cost numbers for their child helplines.  

F.2.1. Global relevance
1989	–	UN	Convention	on	the	Rights	of	the	Child	(UNRCR)

In 1989, world leaders decided that children needed a special convention 
just for them because people under 18 years old often need special care and 
protection that adults do not. Two articles within the UNCRC are of special 
importance in regards to child helpline services.

Article 12 (Respect for the views of the child): When adults are making decisions 
that affect children, children have the right to say what they think should 
happen and have their opinions taken into account. 

Article 13 (Freedom of expression): Children have the right to receive and share 
information, as long as the information is not damaging to them or others. In 
exercising the right to freedom of expression, children have the responsibility 
to also respect the rights, freedoms and reputations of others. The freedom 
of expression includes the right to share information in any way they choose, 
including by talking, drawing or writing. The entire text of the UN Convention 
on the Rights of the Child can be found on its website1.

1 http://www2.ohchr.org/english/law/crc.htm
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2005	-	The	Tunis	Commitment	and	Tunis	Declaration

On 18 November 2005 the WSIS issued the Tunis Commitment and the Tunis 
Agenda. Both documents are helpful when advocating for free of cost numbers. 

The Tunis Commitment states in Article 24: We recognise the role of ICTs in the 
protection of children and in enhancing the development of children. We will 
strengthen action to protect children from abuse and defend their rights in the 
context of ICTs. In that context, we emphasise that the best interests of the child 
are a primary consideration.” See the full text of the Tunis Commitment online2.

The Tunis Agenda refers to child helplines directly in Article 92, which reads 
as follows: “We encourage countries, and all other interested parties, to make 
available child helplines, taking into account the need for mobilisation of 
appropriate resources. For this purpose, easy-to-remember numbers, accessible 
from all phones and free of charge, should be made available.” See the full text 
of the Tunis Agenda online3.

2005	 -	 Memorandum	 of	 Understanding	 between	 the	 International	
Telecommunications	Union	(ITU)	and	CHI

The document signed between the ITU and CHI states as objective of the 
cooperation ...” to work towards the necessary infrastructure and financial 
support to ensure that every country provides a toll-free telephone helpline and 
other innovative technologies e.g. SMS, internet e-mail, mobile phones (wireless 
networks) for all children and youth”.  Additionally it specifically mentions …” 
to facilitate resource mobilisation and the demonstration of the political will to 
achieve the above”. 

2005	 -	 Memorandum	 of	 Understanding	 between	 Télécoms	 Sans	 Frontières	
(TSF)	and	CHI

Both organisations commit themselves to create a telephone line exclusively for 
children in disaster areas. 

2006	-	United	Nations	Violence	Against	Children	Study,	Recommendation	8	

The study, which was published in 2006, displayed the problem of violence against 
children on a global level. The problems displayed and the recommendations 
made by the study resulted in the establishment of a UN Special Rapporteur to 
the Secretary General on Violence against Children. Overall recommendation 8 
of the study, mentions reporting mechanisms, like child helplines, as important 
tools of child protection and calls upon countries to make these services available 
to children. The full report of the UN Study on Violence against Children can be 
found online4.

2008	-	The	ITU	endorsement	of	116	111

On 16 June 2008, the ITU called on all countries to implement the number 116 
111 for child helplines around the world. See the ITU press release, which was 
published on the ITU website5 2 http://www.itu.int/wsis/docs2/tunis/off/7.html

3 http://www.itu.int/wsis/docs2/tunis/off/6rev1.html

4. http://srsg.violenceagainstchildren.org/un_study\

5 http://www.itu.int/newsroom/press_releas-
es/2008/17.html
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2003 to today – Concluding Observations by the Committee on the Rights of 
the Child

Since its inception, CHI together with its member organisations, has made 
recommendations for countries under review by the Committee on the Rights 
of the Child (CRC). Depending on the situation of the child helpline in the 
respective countries, these recommendations made mention the need of a 
short digit, free of cost phone number. In most cases the CRC included these 
recommendations into its concluding observations of the review process. 

More information on the concluding observations in regards to child helplines 
can be obtained at the CHI Secretariat through the respective regional 
programme managers. 

2008	-	The	Rio	de	Janeiro	Declaration	and	Call	for	Action	to	Prevent	and	Stop	
Sexual	Exploitation	of	Children	and	Adolescents

Par. 47 “Develop or enhance accessibility of existing telephone or web-based 
help lines, in particular for children in care and justice institutions, to encourage 
children and require care givers to confidentially report sexual exploitation and 
seek referral to appropriate services, and ensure that the operators of such 
reporting mechanisms are adequately trained and supervised.”. South Asia 
Preparatory Consultation for World Congress III against Sexual Exploitation of 
Children and Adolescents.

Par. 62: “Join efforts with Governments, UN agencies, national and 
international NGOs, and other stakeholders to prevent the production and 
dissemination of child pornography, including virtual images and the sexually 
exploitative representation of children, and stop the use of the internet and 
new technologies for the grooming of children into on-line and off-line abuse; 
undertake actions to trace and stop the flow of financial transactions for sexual 
exploitation of children through the services of financial institutions; support 
efforts to address the demand for sexual exploitation of children in prostitution 
and the strengthening of services for children victims and their families, 
including the establishment of accessible telephone or web-based help lines; 
and provide support for educational and awareness-raising campaigns targeting 
children, parents, teachers, youth organisations and others working with and 
for children, on the risks of sexual exploitation of children, sexually exploitative 
use of the Internet, mobile phones and other new technologies as well as on 
protective measures.” See the full Rio Declaration online6.

CHI support letters
In addition to the above mentioned documents, the CHI secretariat on many 
occasions, has issued specific support letters for its member organisations, to 
support their lobby for free of cost numbers in their countries. CHI member 
organisations in need of such an official support letter are requested to get in 
contact with their respective Programme Manager at the CHI Secretariat. 

6 http://www.unicef.org/protection/Rio_Declara-
tion_and_Call_for_Action.pdf
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F.2.2. Regional relevance
Africa
2011 – Memorandum of Understanding between CHI and the African Child 
Policy Forum (ACPF)

Both parties agreed to share information that facilitates and promotes each 
other’s work and collaborate in their advocacy to establish and strengthen child 
protection systems. 

2011	–	Nairobi	Resolution

During the Regional Consultation for child helplines in Kenya (September 2011), 
members came up with resolutions, the so-called, Nairobi resolutions of child 
helplines, clearly indicating the need to advocate for a regional harmonized toll 
free number:

1. Regional advocacy plans are essential and CHI secretariat must support the 
efforts to develop and promote these.

2. The Africa regional child helplines resolve to strengthen the relationship 
between the child helplines in Africa with the African Union, and specifically 
the Africa Committee of Experts on the Rights and Welfare of Children

a. Sending communication on the development of child helplines in Africa 
as an integral part of the child protection system in countries, and across 
the continent

b. Requesting that the Committee lobby with governments to ensure the 
development, scaling-up and maintenance of child helpline services

c. Requesting that the Committee lobby with governments to ensure the 
allocation of the 116 number to child helplines.

d. Requesting that the Committee encourages state parties in Africa to  
use the General Comment 13 on Article 19 of the CRC as a blueprin for 
the development and maintenance of child protection systems in the 
countries

3.     We resolve that CHI should support child helplines in the development  
        of IT systems by preparing a joint proposal for data system management  
        and supporting resource development for this.

4.     Plan International, UNICEF, and Save the Children should be strongly  
         targeted for this (see 3 above) purpose, and encouraged to develop a  
         joint strategy and partnership, to support child helplines in Africa.)

Americas and the Caribbean 
2009	 -	 Memorandum	 of	 Understanding	 between	 CHI	 and	 RELAF	 (Red	
Latinoamericana	 de	 Acogimiento	 Familiar	 /	 The	 Latin	 American	 Foster	 Care	
Network)

The objective of this agreement is to carry out activities that will enable CHI and 
The Institute to fulfil the objectives as set forth in each organisation’s respective 
mission statements. Of special importance to both organisations is the 
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promotion of the right to community- and family- based care in the Americas 
and Caribbean, as well as the right of children and youth to be heard and their 
opinion being heard and considered. 

2011	-	CITEL	recommends	use	of	116/116	111	

CITEL is the Inter-American Telecommunication Commission of the Organization 
of American States. From 30 August - 2 September 2011 CHI Regional 
Representative for the Americas and Caribbean represented CHI at the XIX 
Meeting of the “Permanent Consultative Committee”, which serves as an 
advisory committee of CITEL in the area of telecommunications and ICTs e.g. in 
matters related to policy, regulatory aspects and standardization.

The meeting took place in Mar del Plata, Argentina. During this meeting CITEL 
recommended to its member states the adoption of the number 116 or 116 111 
when possible for child helplines. This is an important and momentous decision 
for child helplines in the region. Additionally, with the help of Microsoft Mexico, 
CITEL will create a website that will deal with topics of interest for children, 
parents and teachers, where CHI’s members will be featured.

2010	–	The	North	American	Association	of	Child	helplines	(NAACH)	

CHI and the BeCause Foundation in 2010 joined hands in order to establish 
NAACH, the North American Alliance of Child Helplines. NAACH has the mission 
to strengthen and promote CHI member child helplines in North America (USA 
and Canada) so that all children in crisis have access to crisis services.  The 
Alliance intends to strengthen and promote existing child helplines through 
public education and policy making and work towards the development of a 
3 digit number that would efficiently allow children to access the professional 
crisis services offered through existing child helplines. Working together should 
bring efficiency to otherwise costly individual efforts.  

121help.me is a program of NAACH. The goal of the program is to create 
universal crisis portals, both phone and online, as mechanisms to reach qualified, 
professional crisis counsellors 24/7. The new portals include a toll-free 1-855-
201-2121, crisis emails and online chat services. A 5 digit text number will direct 
kids to call the toll-free number or visit the website for further communication.

Asia Pacific
2011	–	The	South	Asian	Initiatives	to	End	Violence	Against	Children	(SAIEVAC)

The South Asian Initiatives to End Violence Against Children (SAIEVAC)  and 
CHI put together a 3 year project proposal to the South Asian Association 
for Regional Cooperation (SAARC) Development Fund for a uniform Toll-Free 
number of child helplines across all the 8 SAARC countries. The number 1098 
has been harmonised in 4 countries of SAARC: India, Nepal, Bangladesh and 
Bhutan. The vision behind this project is that with this SAARC Development 
Fund project, all countries will adopt 1098 as the uniform Child Helpline Toll- 
Free number where the implementation of this harmonised number in South 
Asia will help facilitate better intervention in addressing issues on violence 
against children, especially the issue of cross boarder trafficking within South 
Asia.
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2012	–	the	South	Asian	Association	for	Regional	Cooperation	(SAARC)	

SAARC approved the 3 year joint proposal of SAIEVAC and CHI. All Child Helplines 
from 8 SAARC countries; i.e. Child Helpline Afghanistan – War Child Afghanistan, 
Childline India, Childline Nepal - CWIN Nepal, Child Helpline Bangladesh - 
Aparajeyo Bangladesh, Child Helpline Pakistan - Madadgaar Pakistan, Child 
Helplines Sri Lanka - National Child Protection Authority Sri Lanka and Don 
Bosco – Lama Sarana Sri Lanka, Child Helpline Bhutan –National Commission for 
Women and Children Bhutan, Child Helpline Maldives - the Ministry for Gender 
and Family of Maldives, will come together to plan the strategy of this Uniform 
Toll-Free Child Helplines’s project both at National and regional level.   

Europe
2007	–	EU	recommendation	on	116	111

On 29 October 2007 the European Commission adopted the Decision 2007/116/
EC recommending member states to reserve the number 116 111 for child 
helpline services on national levels. EU recommendations are binding for its 
member states. See the Decision 2007/116/EC on 116111 online7 

2007	-	Council	of	Europe	(CoE)	Convention	on	the	Protection	of	Children	against	
Sexual	Exploitation	and	Sexual	Abuse	

Article 13 of the Conventions calls on CoE member states to take the necessary 
legislative or other measures to encourage and support the setting up of 
information services, such as telephone or Internet helplines, to provide advice 
to callers, even confidentially or with due regard for their anonymity. See the 
entire document here.

2008	–	The	ECC	recommendation	on	116111

The ECC adopted Decision ECC/DEC/(07)03 based on the above mentioned 
Decision of the European Commission on 116111 on 26 February 2008. This 
makes 116 111 applicable in forty-eight European countries. See the ECC 
Decision ECC/DEC/(07)03 on 116 1118 online

MENA
2008 - CHI Memorandum of Understanding with the League of Arab States (LAS)

This document states the intention of the LAS to advocate and highlight the 
need for child helplines especially before key decision-makers in LAS countries 
without presence of a strong child helpline.

7 http://eur-lex.europa.eu/LexUriServ/LexUriServ.do?
uri=OJ:L:2007:284:0031:0032:EN:PDF

8 http://conventions.coe.int/Treaty/EN/treaties/
Html/201.htm
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G: Global and 
regional overview 
G.1. Global overview
As displayed in the beginning of this document, we are mainly looking at three 
different types of phone numbers in relation to child helplines.

1. A normal number, starting with a geographical area code. Calls to these 
numbers are paid by the caller. Hence child helplines operating this type 
of number cannot provide free of cost access for children to their services. 
See the example of the Madadgaar Helpline for Children and Women in 
Pakistan online9.

2. Toll-free numbers. Calls to toll-free numbers are free of cost for the caller. 
The recipient of the call will however have to take care of these costs. Child 
helplines operating through toll-free numbers usually provide free of cost 
access for children to their services. Looking at child helplines within the 
CHI membership, we can further distinguish two ways on how the toll-free 
status is implemented

a. The child helpline is paying the cost of incoming calls to the telecom 
provider. The high cost through incoming calls from customers of 
competing mobile networks however, cannot be paid by all child 
helplines. Therefore there are examples where the calls to toll free 
numbers are not free of cost for all children. In this case the caller needs 
to be informed of the respective costs by its telecom operator, when 
dialling the number. See the example of Children and Youth Trust Phone 
in Latvia online10.

b. A third party (e.g sponsor or donor) is covering these costs for the 
child helpline organisation. See the example of Childline Kenya online11.

c. Emergency numbers. Calls to emergency numbers are neither paid by 
the caller nor the receiver of the call. In most cases, these costs, by law, 
are picked up by a government agency. Emergency numbers are usually 
three to four digit numbers. Hence child helplines operating through 
emergency numbers provide free of cost access for children and do not 
have to bother with the costs for the calls themselves either. See the 
example of the Austrian child helpline of “147 – Rat auf Draht” online12.

In	the	below	summary	we	therefore	divided	into	the	three	main	categories 

• “toll-free for the child, BUT NOT for the child helpline”

• “toll-free for the child AND the child helplines” and 

• “no toll free number”. 

Additionally we divided between access from “landlines” and “mobile phones”. 

Finally we provide an overview of those CHI member organisations operating 
through a “3 or 4 digit number”. These helplines are already covered in the 
overview under “toll-free for the child and for the child helpline”, since their 
costs are either covered by sponsors or donors or are free by law. However it 
is interesting to display them separately, due to great child friendliness of their 
numbers. The overview was produced based on CHI Data collection form 2009, 
2010 and 2011 which combines feedback from 93 CHI member organisations. 

9 http://www.madadgaar.org/

10 http://www.bernutalrunis.lv/en/

11 http://www.childlinekenya.co.ke/helpline116

12 http://www.rataufdraht.at/
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THE 
HELPLINE

TOLL FREE 
FOR THE 

CHILD AND 
FOR THE 
HELPLINE

NO TOLL 
FREE 

NUMBER

Albania
ALO 116 Albania 

National Child 
Helpline

1 1 1

Algeria Green Line 1 1
Argentina Linea 102 1 1 1

Aruba
Fundacion 
Telefon pa 
Hubentud

1 1 1

Australia Kids Helpline 1 1

Austria
147 Rat auf 

Draht 1 1 1

Bangladesh
Aparajeyo 

Bangladesh 1 1

Belgium
Kinder en 

Jongerentelefoo
n

1 1 1

Botswana
Childline 

Botswana 1 1

Brazil 123Alo 1 1

Brunei Helpline 141 1 1 1

Bulgaria
National Hotline 

for Children 1 1

Canada Kids Help Phone 1 1

Chile Fono Infancia 1 1

China
Child Emergency 

Hotline 1 1

Colombia
Corporacion 

Linea de 
Atencion..

1 1 1

Croatia Hrabri Telefon 1 1

Curacao
Telefon pa 

Mucha I Hoben 1 1 1

Czech 
Republic

The Safety Line 1 1

Denmark Bornetelfonen 1 1

COUNTRY CHILD HELPLINE

LAND LINE MOBILE 

3 DIGIT  
NUMBER
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TOLL FREE 
FOR THE 

CHILD BUT 
NOT  FOR 

THE 
HELPLINE

TOLL FREE 
FOR THE 

CHILD AND 
FOR THE 
HELPLINE

NO TOLL 
FREE 

NUMBER

TOLL FREE 
FOR THE 

CHILD BUT 
NOT  FOR 

THE 
HELPLINE

TOLL FREE 
FOR THE 

CHILD AND 
FOR THE 
HELPLINE

NO TOLL 
FREE 

NUMBER

Gambia 199 Helpline 1 1 1

Germany
Kinder und 

Jugendtelefon 1 1

Greece SOS 1056 1 1

Greece
Helpline 

Connection 1 1

Guinee
Telephone vert 

AGUIAS 1 1 1

Hong Kong
Hotline Against 

Child Abuse 1 1

Hungary Kek Vonal 1 1

Iceland
Hjalparsimi RKI 

1717 1 1

India
Childline India 

Foundation 1 1

Indonesia TESA 129 1 1 1
Iran SPRC 1 1

Ireland Childline Ireland 1 1

Israel Natal 1 1

Italy
SOS Il Telefono 
Azzurro Onlus 1 1

Ivory Coast
SOS Enfants en 

Detresse 1 1

Japan
Childline 

Support Center 
Japan

1 1

Jordan
110 for Families 

and Children 1 1 1

Kazakhstan
Child Helpline 
150 (Union of 
Crisis Centres)

1 1 1

Kenya Childline Kenya 1 1 1

Latvia Helpline 116111 1 1

Latvia CYTP 1 1

Lesotho
Childline 
Lesotho 1 1

Lithuania Vaiku Linija 1 1

Luxembourg
12345 Kanner 
Jugendtelefon 1 1

COUNTRY CHILD HELPLINE

LAND LINE MOBILE 

3 DIGIT  
NUMBER
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TOLL FREE 
FOR THE 

CHILD BUT 
NOT  FOR 

THE 
HELPLINE

TOLL FREE 
FOR THE 

CHILD AND 
FOR THE 
HELPLINE

NO TOLL 
FREE 

NUMBER

TOLL FREE 
FOR THE 

CHILD BUT 
NOT  FOR 

THE 
HELPLINE

TOLL FREE 
FOR THE 

CHILD AND 
FOR THE 
HELPLINE

NO TOLL 
FREE 

NUMBER

Macedonia
SOS Helpline for 

Children and 
Youth

1 1

Malawi
Tithandizane 
Child Helpline 1 1

Maldives
Maldives Child 
Helpline 1412 1 1

Mauritius
Halley 

Movement 1 1 1

Mexico
Acercatel Casa 
Alianza Mexico 1 1

Mongolia Friends 1979 1 1

Namibia
Lifeline/Childlin

e Namibia 1 1

Nepal
Child Helpline 

Nepal 1 1

Netherlands
De 

Kindertelefoon 1 1

New Zealand Kidsline 1 1

New Zealand What's up? 1 1

New Zealand Youth Line 1 1

Nigeria
HDI Child 
Helpline 1 1

Norway Red Cross 1 1

Pakistan

Madadgaar 
Helpline for 
Children and 

Women

1 1

Palestine
Sawa Child 
Protection 

Helpline 121
1 1 1

Paraguay Fono Ayuda 1 1 1

Peru
Telefono ANAR 

Peru 1 1

Philippines Bantay Bata 163 1 1 1

Poland
116111 - 

Helpline for 
Children 

1 1

Poland Helpline.org.pl 1 1
Portugal SOS Crianca 1 1

Qatar Qatar 1 1 1

COUNTRY CHILD HELPLINE

LAND LINE MOBILE 

3 DIGIT  
NUMBER



39

TOLL FREE 
FOR THE 

CHILD BUT 
NOT  FOR 

THE 
HELPLINE

TOLL FREE 
FOR THE 

CHILD AND 
FOR THE 
HELPLINE

NO TOLL 
FREE 

NUMBER

TOLL FREE 
FOR THE 

CHILD BUT 
NOT  FOR 

THE 
HELPLINE

TOLL FREE 
FOR THE 

CHILD AND 
FOR THE 
HELPLINE

NO TOLL 
FREE 

NUMBER

Saint Martin
Positive 

Connection 1 1 1

Senegal Centre Ginddi 1 1

Serbia SOS Decija Linija 1 1

Singapore
Tinkle Friend 

Helpline 1 1

Slovakia
Linka detskej 
istory pri SV 

UNICEF
1 1

Slovenia
TOM - National 

Telephone 
Network

1 1

South Africa
Childline South 

Africa 1 1

Spain Telefono Anar 1 1

Sri Lanka
Child Helpline 

Sri Lanka 1 1

Suriname Bel123 1 1

Swaziland
Ministry of 

Education Child 
Toll Free Line

1 1

Sweden BRIS 1 1

Switzerland
Pro Juventute 
Beratung 147 1 1 1

Taiwan
113 Protection 

Hotline 1 1 1

Thailand
Childline 
Thailand 1 1

Trinidad & 
Tobago

Childline 
Trinidad & 

Tobago
1 1 1

COUNTRY CHILD HELPLINE

LAND LINE MOBILE 

3 DIGIT  
NUMBER
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TOLL FREE 
FOR THE 

CHILD BUT 
NOT  FOR 

THE 
HELPLINE

TOLL FREE 
FOR THE 

CHILD AND 
FOR THE 
HELPLINE

NO TOLL 
FREE 

NUMBER

TOLL FREE 
FOR THE 

CHILD BUT 
NOT  FOR 

THE 
HELPLINE

TOLL FREE 
FOR THE 

CHILD AND 
FOR THE 
HELPLINE

NO TOLL 
FREE 

NUMBER

Uganda
Uganda Child 

Helpline 1 1

United Arab 
Emirates

UAE Social 
Service 

Department
1 1

United 
Kingdom

NSPCC/Childline 
UK 1 1

United 
Kingdom

Get Connected 1 1
United 

Kingdom
Runaway 
Helpline 1 1

United 
Kingdom

Muslim Youth 1 1

Uruguay Linea Azul 1 1

USA
2nd Floor Youth 

Helpline 1 1

USA
Boys Town 

National Hotline 1 1

USA
Covenant House 

Nineline 1 1

USA
National Child 
Abuse Hotline 1 1

USA
Runaway 

Switchboard 1 1

USA Stop It Now! 1 1

USA
California Youth 

Crisis Line 1 1

Vietnam
Vietnam Child 

Helpline 1 1

Yemen
Arab Human 

Rights 
Foundation

1 1

Zimbabwe
Childline 

Zimbabwe 1 1 1

COUNTRY CHILD HELPLINE

LAND LINE MOBILE 

3 DIGIT  
NUMBER
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Number of 
helplines Region

TOLL FREE 
FOR THE 

CHILD BUT 
NOT  FOR 

THE 
HELPLINE

TOLL FREE 
FOR THE 

CHILD AND 
FOR THE 
HELPLINE

NO TOLL 
FREE 

NUMBER

TOLL FREE 
FOR THE 

CHILD BUT 
NOT  FOR 

THE 
HELPLINE

TOLL FREE 
FOR THE 

CHILD AND 
FOR THE 
HELPLINE

106 Global
52 

(49,1%)
44   

(41.5%)
10   

(9.4%)
37   

(34.9%)
37    

(34.9%)

15 Africa
3 

(20%)
10 

(66.7%)
2 

(13.3%)
0 

(%)
8 

(53.3%)

20 Americas&Carabean
14 

(70%)
5

(25%)
1

(5%)
9

(45%)
4

(20%)

22 Asia & Pacific
13 

(59.1%)
8

(36.4%)
1

(4.5%)
7

(31.8%)
4

(18.2%)

39 Europe
18 

(46.1%)
17 

(43.6%)
4 

(10.3%)
17

(43.6%)
17

(43.6%)

9 MENA
3 

(33.3%)
4 

(44.5%)
2 

(22.2%)
3 

(33.3%)
4 

(44.5%)

Land Line Mobile

toll free for the 
child but not for 
the child helpline

49%Toll free for the 
child and for the 

child helpline
42%

Not a toll 
free 

number
9%

Global status - landline

toll free for the 
child but not for 
the child helpline

35%

Toll free for the 
child and for the 

child helpline
35%

Not a toll free 
number

30%

Global status - mobile

toll free for the 
child but not for 
the child helpline

20%

Toll free for the 
child and for the 

child helpline
67%

Not a toll free 
number

13%

Toll free status Africa - landline 

Toll free for the 
child and for the 

child helpline
53%

Not a toll free 
number

47%

Toll free status Africa - mobile
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toll free for the 
child but not for 
the child helpline

70%

Toll free for the 
child and for the 

child helpline
25%

Not a toll free 
number

5%

Toll free status Americas and Caribbean -
landline

toll free for the 
child but not for 
the child helpline

45%

Toll free for the 
child and for the 

child helpline
20%

Not a toll free 
number

35%

Toll free status Americas and Caribbean -
mobile

toll free for the 
child but not for 
the child helpline

52%
Toll free for the 
child and for the 

child helpline
32%

Not a toll free 
number

16%

Toll free status Asia Pacific - landline

toll free for the 
child but not for 
the child helpline

32%

Toll free for the 
child and for the 

child helpline
18%

Not a toll free 
number

50%

Toll free status Asia Pacific - mobile

toll free for the 
child but not for 
the child helpline

46%
Toll free for the 
child and for the 

child helpline
44%

Not a toll free 
number

10%

Toll free status Europe - landline

toll free for the 
child but not for 
the child helpline

43%

Toll free for the 
child and for the 

child helpline
44%

Not a toll free 
number

13%

Toll free status Europe - mobile

toll free for the 
child but not for 
the child helpline

33%

Toll free for the 
child and for the 

child helpline
45%

Not a toll free 
number

22%

Toll free status MENA - landline

toll free for the 
child but not for 
the child helpline

33%

Toll free for the 
child and for the 

child helpline
45%

Not a toll free 
number

22%

Toll free status MENA - mobile
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Regional progress overview
Africa
Since 2007, CHI and independent individual child helpline advocacy efforts 
led to the allocation of the short toll-free number 116 to child helplines in 
Swaziland, Namibia, Zimbabwe, Mozambique, Tanzania, Kenya, Uganda, 
Senegal and Burkina Faso. As a result, a regional movement arose to strive for 
harmonisation on a regional level

Americas and Caribbean
In 2010, CHI started working with CITEL, the regional network of national 
regulatory authorities to achieve harmonisation and allocation of short toll-
free numbers to child helplines throughout the region. The process is moving 
forward but still in an exploratory phase

Asia Pacific
In the South Asia (sub) region, most child helplines have been allocated the short 
toll-free number 10-98: child helplines in India, Nepal, Bhutan, Bangladesh are 
using  it. In Sri Lanka and Maldives process is underway  to allocate the number.  
In Central Asia there is a drive to allocate the number 128 to child helplines.  In 
other sub-regions in Asia Pacific there are no  concrete efforts to harmonise 
telephone numbers for child helplines.

Europe
As of early 2012, 116 111 has been reserved for child helplines in all twenty-
seven member states, it has been assigned in twenty-two, and is operational 
in seventeen of them. Additionally 116 111 is assigned to CHI members in 
a number of non-EU European  countries and there are a number of child 
helplines using toll-free numbers other than 116 111 or emergency numbers. 
The charts below give an overview of the current free of cost status amongst 
child helplines in Europe.

MENA
In the MENA region there are no concrete processes to harmonise telephone 
numbers for child helplines. Most child helplines in the region do have a short 
toll-free number Annex I: Telecommunication Terms and Abbreviations 
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Annex I: Telecommunication 
Terms and Abbreviations

This Annex will provide a short overview of important 
stakeholders in the international, regional and national level 
as well as terms often used.

Allocating/allocation of a range  number refers to the 
reservation of a specific number for use for a certain purpose; 
in this case, for social services. Normally it is related to the 
allocation of certain blocks of numbers (for example starting 
with 0xyz) for the use of a certain network provider,for 
identification purposes, who will then assign each number to 
its customers.

Air Time The duration of the call during which the call is there 
in the ‘air’ (for example: Sarah calls Jason. The air time is the 
duration from when Jason answered the phone until he hung 
up).

Assigning/Assignment of a number is the technical procedure 
through which an end-user is given the practical possibility of 
using a certain number (the child helpline or a certain service 
provider assigned with the number).

Called party A person who receives a call.

Calling party A person who initiates a call.

CEPT. The European Conference of Postal and 
Telecommunications Administrations (CEPT) was established 
in 1959, as a coordinating body for European state 
telecommunications and postal organizations.

Country code The combination of 1, 2 or 3 digits characterising 
the called country.

Communications provider. An organisation or company 
that provides an Electronic Communications Network, or a 
Electronic Communications Service. 

Content provider.  In telecommunication terms, this refers 
to the content of the service provided through a number. In 
this case “content providers’ are the child helplines. Not to be 
confused with “service providers”, who, in telecommunication 
terms, are the telecoms that provide telecommunication 
services. 

Fixed link telephony operators. Operators providing a landline 
phone service as opposed to mobile telephony services. 

Freephone/toll-free  numbers refers to an arrangement by 
which a company or organization pays the cost of telephone 
calls made to it, incl. other related costs (e.g. line rental costs.)

Geographic Number is a telephone number, from a range 
of numbers in a country’s National Telephone Numbering 
Plan, where part of its digit structure contains geographic 
significance (such as regional codes, city codes etc) used for 

routing calls to the physical location of the termination point 
of the subscriber.

GSM (Global System for Mobile Communications) 

Europe – GSME is the public face of the European mobile 
operators and the key representative forum for the European 
wireless industry. It represents around 147 operators in 50 
countries in Europe, serving around 558 million subscribers. 

GSMA The GSM Association is the global trade association 
representing more than 700 GSM mobile phone operators 
across 218 countries and territories of the world. In addition, 
more than 200 manufacturers and suppliers support the 
Association’s initiatives as key partners. 

Interconnection. In telecommunications, interconnection is 
the physical linking of a carrier’s network with equipment or 
facilities not belonging to that network. In brief, Interconnection 
enables communication between subscribers of different 
networks.

International number The number to be dialled following the 
international prefix to obtain a called party in another country.

International prefix The combination of digits to be dialled, 
following access to the PSTN, by a caller making a call to a 
recipient in another country to obtain access to the automatic 
outgoing international equipment. For the UK, this prefix is ‘00’.

ITU International Telecommunication Union is the 
United Nations agency tasked with all issues related to 
telecommunication, including telephony and internet. The ITU 
endeavours to regulate and codify items and processes on the 
international and regional level related to telecommunication 
and affected by inter-country relations. ITU works has a 
cross sectoral membership, consisting of National Regulatory 
Authorities, Ministries for Telecom, telecom and internet 
providers as well as interest groups and NGOs (such as CHI).

ITU consists of several distinct bureaus each with their own 
task: 

• ITU-D is the ITU Development bureau that is focused on 
developing means of communication, whether that be 
through new technologies or through extending coverage 
in new geographical areas.

• ITU-T is the standardisation branch of ITU that is tasked 
with codifying international and cross border processes 
and items

• ITU-R is focuses on all items related to radio 
telecommunication and is considered less relevant in the 
internet era.
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• ITU Telecom is focused on organising international and 
regional telecommunication/ICT events and conferences

ITU-T Recommendation E.164 The international public 
telecommunication numbering plan.

National Numbering Scheme A scheme for the allocation and 
re-allocation of numbers made available for public inspection.

National rate The rate for calls within the national call area; 
the area being defined by the telecommunications operator 
serving the customer.

National Regulatory Authority (NRA) The body or bodies, 
legally distinct and functionally independent of the 
telecommunications organisations, charged by a Member 
State with the elaboration of, and supervision of compliance 
with, telecoms authorisations. The authority in charge with the 
assignment of 116, 116 111 and other regionally harmonised 
numbers. 

Network number (NN) A number allocated by a telephone 
company which identifies the line from which a call has been 
made; usually the same as the directory number.

Network operator The operator of a telecommunication 
network with a Public Telecommunication Operator (PTO) 
licence, which provides, amongst other things, network 
services.

Non-Geographic Number These are numbers which are used to 
identify a type of service rather than a geographical location. 
These services are sometimes referred to as Specially Tariffed 
Services and include freephone, local rate, national rate and 
premium rate numbers.

Originating Operator Network Operator in whose network the 
call originates, i.e. the operator to whom the customer making 
the call is subscribed.

PSTN: Public Switched Telephone Network is the network which 
presently provides most international and national telephone 
services to end-users.

POI: Point of Interconnection the geographical location where 
two networks interconnect and exchange traffic.

Roaming refers to the extending of connectivity service in a 
location that is different from the home location where the 
service was registered. The term ‘roaming’ originates from 
the GSM (Global System for Mobile Communications) sphere. 
International roaming refers to the ability to move to a foreign 
service provider’s network.

Right to use the number derives from the nature of the number 
and demands the meeting of certain criteria which, if not 

respected, can lead to the withdrawal of the right to use the 
number.

Service provider The provider of the telecommunication 
services, a telecom or network company.

Telecommunications provider A firm that provides an Electronic 
Communications Network or an Electronic Communications 
Service. 

Terminating operating network The network to which a 
customer who receives a call is directly connected and where 
the call terminates.

Transit network A network through which a call passes, but 
which is neither the originating network nor the terminating 
network for that call. It is, therefore, a service that links two 
networks that are not in themselves interconnected.

There are many regional networks of national regulatory 
authorities and telecom operators existing that meet, discuss 
and decide on issues on a regional or sub-regional level and 
liaise with the ITU. Some important ones are:

Some Regional Telecommunication stakeholders

Africa:	

ARTAC: Association des Régulateurs de Télécommunication de 
l’Afrique Centrale: The founding of the Association of Regulators 
of Telecommunications of Central Africa (ARTAC) was proposed 
by the participants in the CEMAC workshop on Information and 
Communication Technologies (ICT) in the service of regional 
integration, representatives of government departments, the 
private sector and civil society, who were meeting in Yaounde 
on 11- 13 September 2002. The objectives of ARTAC are similar 
to those of TRASA and ARTAO. ARTAC was set up officially on 26 
November 2004 in Yaounde.

WATRA/ARTAO: West Africa Telecommunications Regulators 
Assembly (WATRA) or L’Assemblée des Régulateurs de 
Télécommunications de l’Afrique de l’Ouest (ARTAO) consists of 
independent National Regulatory Authorities and departments 
for regulation of Telecommunications services established by 
governments of member states in the Economic Community 
of West African States (ECOWAS) sub-region and Mauritania.

CRASA: Communications Regulators Association of Southern 
Africa: CRASA Communications Regulators’ Association of 
Southern Africa (CRASA) is an association of Information 
and Communications Technologies (ICT) regulators and 
other stakeholders in the information and communications 
industry in Southern Africa. CRASA was set up in 1997 
within the framework of the Southern Africa Development 
Community (SADC) Protocol on Transport, Communications 
and Meteorology. This was a response to SADC leadership 
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common vision which recognised that individual information 
and communications market in the region were small to have 
comparative advantage on the global arena as well as attract 
adequate investment to build modern infrastructure for 
provision of universally-accessed ICTs services.

Americas	and	Caribbean

CITEL: The Inter-American Telecommunication Commission 
(CITEL) is an entity of the Organisation of American States (OAS), 
established by the General Assembly of the OAS. CITEL works 
with ITU on telecom issues in the Americas and Caribbean

CANTO: The Caribbean Association of National 
Telecommunication Organisations (CANTO) was founded 
in 1985 as a nonprofit association of telephone operating 
companies in the Caribbean. This initiative marked the first 
time that Caribbean operating companies had come together 
to address independently a wide array of telecommunication 
issues of mutual concern.

Asia	Pacific

APT: The Asia Pacific Telecommunity (APT) was founded 
on the joint initiatives of the United Nations Economic 
and Social Commission for Asia and the Pacific (UNESCAP) 
and the International Telecommunication Union (ITU). 
The APT was established in Bangkok in July 1979. The APT 
is an Intergovernmental Organisation which operates in 
conjunction with telecom service providers, manufacturers of 
communications equipment, and research and development 
organisations active in the field of communication, information 
and innovation technologies.

SATRC: South Asian Telecommunication Regulator’s Council 
was formed in 1997 by an initiative of APT and ITU Regulatory 
Forum for South Asia. The SATRC is responsible for discussion 
and coordination of all the issues relating to regulations in 
telecommunication and ICT, which are of common interest to 
the telecommunication regulators in South Asian countries. 
These issues included radio frequency coordination, standards, 
regulatory trends and issues, strategies for telecommunication 
development and telecommunication related international 
affairs. The council also indentifies and promotes areas of 
potential cooperation in telecommunication among South 
Asian countries; and facilitates the exchange of information in 
these areas through activities such as seminars, training and 
workshops.

Europe

Communications Committee The Communications Committee 
was established to assist the Commission in carrying out its 
executive powers under the regulatory framework governing 
telecoms in the EU. Established under the 2002 Framework 

Directive, the Communications Committee (Cocom) 
replaced the ONP Committee and the Licensing Committee 
which were set up under the 1998 regulatory package for 
telecommunications. Its first meeting was held on 10 July 2002.

Made up of senior officials from the Member State authorities 
responsible for telecoms, the Cocom assists the Commission 
in carrying out its executive powers under the regulatory 
framework and also with regard to the .eu top level Internet 
domain. It exercises its functions through ‘advisory’, and 
‘regulatory with scrutiny’ procedures in accordance with the 
Comitology Regulation.

ETNO European Telecommunications Network Operators’ 
Association was established in May 1992 and has become the 
principal policy group for European electronic communications 
network operators, representing 41 of Europe’s largest, well-
established telecom operators in 34 countries. ETNO is a key 
interlocutor on a wide range of regulatory and policy matters 
pertaining to the sector. The association closely monitors the 
implementation of the regulatory framework throughout the 
EU.

CEPT Conférence Européenne des Postes et des 
Télécommunications (the European Conference of Posts and 
Telecommunications). The original body concerned with pan-
European topics for Posts and Telecommunication services. 
This network is not immediately related to the ITU.

Europe – GSME is the public face of the European mobile 
operators and the key representative forum for the European 
wireless industry. It represents around 147 operators in 50 
countries in Europe, serving around 558 million subscribers. It 
has a large influence on ITU policies as it has the funds and 
capacities for large advocacy efforts. 

MENA

AREGNET:  The Arab Regulators Network of telecommunications 
and information technologies. Its creation took place on the 
occasion of the 1st conference of the Regulators of the Arab 
region which was held in Algiers, from 19 - 21 April 2003 and 
to which were present the representatives of Regulators, 
administrations and operators from 15 Arab countries.



Colophon
Child Helpline International (CHI) is the global network of 
173 child helplines in 142 countries (October 2012). In ten 
years together child helplines in the network received more 
than 126 million contacts from children and young people in 
need of care and protection. CHI supports the creation and 
strengthening of national toll free child helplines worldwide 
and uses child helpline data and knowledge to highlight gaps in 
child protection systems and advocate for the rights of children.
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1017 BZ Amsterdam
The Netherlands
Phone +31 (0)20 528 9625
Fax +31 (0)20 638 7655
E-mail info@childhelplineinternational.org
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Child Helpline International (CHI) is the global network of 
173 child helplines in 142 countries (October 2012). In ten 
years together child helplines in the network received more 
than 126 million contacts from children and young people in 
need of care and protection. CHI supports the creation and 
strengthening of national toll free child helplines worldwide 
and uses child helpline data and knowledge to highlight gaps 
in child protection systems and advocate for the rights of 
children.

Herengracht 418 – 3

1017 BZ Amsterdam

Tel:   +31 (0)20 528 9625

Fax:   +31 (0)20 638 7655

E-mail:  info@childhelplineinternational.org
Web:   www.childhelplineinternational.org


