+ BritishRedCross

Repeat callers

First call of the day:

“As you are aware, we are offering our callers the opportunity to chat with us for up to 30
minutes per day and we are there for everyone for both practical and emotional

support. We realise this may be difficult for our callers to adjust to but if you felt able to
share your general location, we could explore additional support for you.”

Operator to continue the call but managing time and must bring call to an end at 30 minutes.

Subsequent calls:

“As you are aware, we are offering our callers the opportunity to chat with us for up to 30
minutes per day. We realise this is difficult for you to adjust to but as you have already called
us today, we must end this call and invite you to call us tomorrow if you wish.”

To Operators:

If the caller does not accept this, please say you need to transfer the call to your
Supervisor. If caller refuses this, please end the call by saying they are welcome to call
again tomorrow. It is important not to carry on the conversation.



