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Executive Summary 
Despite long-standing engagement of the government and civil society for the development 

and welfare of children, millions of children in the country remain marginalised and exposed to 

injustices of various kinds. Even though a plethora of legislations and

securing children’s basic rights, a mechanism for handling their emergency needs at the local 

level remained conspicuous by its absence. The urgent need was for a system that could be 

approached at any time of the day for reporti

Against this background, a 24

by the Department of Family and Child Welfare and Tata Institute of Social Sciences in Mumbai 

in 1996. The service was initiated to serve as a round the clock emergency outreach service for 

the care and protection of children in distress. It enables any concerned individual to call up on 

a toll free number 1098 to seek information, counselling or report cases where

immediate help. In case of intervention calls, the CHILDLINE team at the city level reaches the 

child within an hour. Following the success of the field project, the programme was leveraged 

by the Ministry of Social Justice and Empowerment (

protection. For the implementation of the same, CHILDLINE India Foundation (CIF) was 

established as the nodal agency, headquartered in Mumbai with four regional resource centres 

in Delhi, Chennai, Kolkata and Mumbai

However, an initiative of this scale naturally faces many challenges in its operation. 

Teleconnectivity, funding and resource mobilisation continue to prove as hurdles at various 

levels. Because of government ownership of the programme, macro level matt

dealt with effectively. Micro level issues in implementation, which include inefficient 

functioning of Child Welfare Committees at the city level, are the real challenges. Despite these 

obstacles, CHILDLINE remains the most significant portal

marginalised and vulnerable children in India. 

As of March 2011, this national child protection service is in operation in 30 States and Union 

Territories, 172 cities, through its 415 partner organisations, and receives 2.5

year across India. It has received a total of 21 million calls since its inception. Owing to its 

efficacy and success, the Eleventh Five Year Plan of the Government of India mandated that the 

CHILDLINE service must be available in every 

mandate, the Ministry of Women and Child Development currently supports CIF under its 

Integrated Child Protection Scheme. CHILDLINE also receives funding and logistical support 

from various state governments 
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Executive Summary  
standing engagement of the government and civil society for the development 

and welfare of children, millions of children in the country remain marginalised and exposed to 

injustices of various kinds. Even though a plethora of legislations and policies are in place for 

securing children’s basic rights, a mechanism for handling their emergency needs at the local 

level remained conspicuous by its absence. The urgent need was for a system that could be 

approached at any time of the day for reporting instances of children in need of urgent help. 

Against this background, a 24-hours helpline- CHILDLINE- was started as a field action project 

by the Department of Family and Child Welfare and Tata Institute of Social Sciences in Mumbai 

ice was initiated to serve as a round the clock emergency outreach service for 

the care and protection of children in distress. It enables any concerned individual to call up on 

a toll free number 1098 to seek information, counselling or report cases where

immediate help. In case of intervention calls, the CHILDLINE team at the city level reaches the 

child within an hour. Following the success of the field project, the programme was leveraged 

by the Ministry of Social Justice and Empowerment (MSJ & E) as a national service for child 

protection. For the implementation of the same, CHILDLINE India Foundation (CIF) was 

established as the nodal agency, headquartered in Mumbai with four regional resource centres 

in Delhi, Chennai, Kolkata and Mumbai.  

However, an initiative of this scale naturally faces many challenges in its operation. 

Teleconnectivity, funding and resource mobilisation continue to prove as hurdles at various 

levels. Because of government ownership of the programme, macro level matt

dealt with effectively. Micro level issues in implementation, which include inefficient 

functioning of Child Welfare Committees at the city level, are the real challenges. Despite these 

obstacles, CHILDLINE remains the most significant portal for the care and protection of 

marginalised and vulnerable children in India.  

As of March 2011, this national child protection service is in operation in 30 States and Union 

Territories, 172 cities, through its 415 partner organisations, and receives 2.5

year across India. It has received a total of 21 million calls since its inception. Owing to its 

efficacy and success, the Eleventh Five Year Plan of the Government of India mandated that the 

CHILDLINE service must be available in every one of India’s over 600 districts. To meet that 

mandate, the Ministry of Women and Child Development currently supports CIF under its 

Integrated Child Protection Scheme. CHILDLINE also receives funding and logistical support 

from various state governments and corporate sector organisations. 
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Territories, 172 cities, through its 415 partner organisations, and receives 2.5 million calls per 

year across India. It has received a total of 21 million calls since its inception. Owing to its 

efficacy and success, the Eleventh Five Year Plan of the Government of India mandated that the 

one of India’s over 600 districts. To meet that 
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While a number of such tele-

unique in its focus on direct intervention on field to rescue children, extension of the service for 

long term rehabilitation of children, provision of trainings for children to ensure that they do 

not drop out of the system; all of these services are in addition to counselling and provision of 

information over the telephone. Further, CHILDLINE represents a unique partnership model

wherein all the relevant actors for protection of children

organisations, academic institutions, corporate sector, and the children themselves

a common platform for interaction and collaboration.

This report aims to highlight the working design and impact of the CHILDLINE initiative in 

India.  

Methodology 
Initiated as a pilot in 1996, CHILDLINE quickly expanded to a national level service for care 

and protection of children in distress. It has now been in operatio

spread across 172 cities of the country. Extensively supported by the central and various state 

governments and run practically as a government initiative, CHILDLINE has presented a 

financially sustainable and practical model fo

within a short time frame. While there are many similar initiatives being run across the world, 

CHILDLINE is unique at two levels. Firstly, it is not restricted to provision of support over the 

telephone but involves on-field assistance. Secondly, under CHILDLINE, support to children 

extends beyond pulling children out of emergencies; rehabilitation efforts form a significant 

part of its activities.  

These factors provide reasons to suggest that CHILDLINE provides 

immediate protection and long

desk research was carried out by the Governance Knowledge Centre (GKC) research team. The 

research focused on generic issues and debate

mechanisms currently in place for the same, similar international practices, and CHILDLINE’s 

genesis and progress per se. A set of unique factors, benefits and challenges to the programme 

were identified and confirmed through a telephonic interview with the Head of 

Communication and Strategic Initiatives, CHILDLINE India Foundation. 

Background 
Welfare of children, particularly vulnerable children, has long been a social policy concern in 

India. In policy circles, a child is defined as every human being below the age of 18 years unless 
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-helplines are in operation across the world, CHILDLINE India is 

unique in its focus on direct intervention on field to rescue children, extension of the service for 

children, provision of trainings for children to ensure that they do 

not drop out of the system; all of these services are in addition to counselling and provision of 

information over the telephone. Further, CHILDLINE represents a unique partnership model

wherein all the relevant actors for protection of children- the government, civil society 

organisations, academic institutions, corporate sector, and the children themselves

a common platform for interaction and collaboration. 

to highlight the working design and impact of the CHILDLINE initiative in 

Initiated as a pilot in 1996, CHILDLINE quickly expanded to a national level service for care 

and protection of children in distress. It has now been in operation for about 15 years and is 

spread across 172 cities of the country. Extensively supported by the central and various state 

governments and run practically as a government initiative, CHILDLINE has presented a 

financially sustainable and practical model for responding to children’s emergency needs 

within a short time frame. While there are many similar initiatives being run across the world, 

CHILDLINE is unique at two levels. Firstly, it is not restricted to provision of support over the 

field assistance. Secondly, under CHILDLINE, support to children 

extends beyond pulling children out of emergencies; rehabilitation efforts form a significant 

These factors provide reasons to suggest that CHILDLINE provides a holistic approach for 

immediate protection and long-term care of children. In order to verify best practice, extensive 

desk research was carried out by the Governance Knowledge Centre (GKC) research team. The 

research focused on generic issues and debates surrounding child protection policies in India, 

mechanisms currently in place for the same, similar international practices, and CHILDLINE’s 

genesis and progress per se. A set of unique factors, benefits and challenges to the programme 

d confirmed through a telephonic interview with the Head of 

Communication and Strategic Initiatives, CHILDLINE India Foundation.  

Welfare of children, particularly vulnerable children, has long been a social policy concern in 

rcles, a child is defined as every human being below the age of 18 years unless 
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under the law applicable to the child, majority is attained earlier.

Directive Principles of State Policy, defined under the Indian Constitution, pr

framework for protection of children and their rights in India. These have been consistently 

augmented by various child related policies, legislations and child

programmes over time. Apart from these, most of the states

policies, programmes and legislations to this effect. Notable among these include Rajasthan 

Child Policy 1974 (updated in 2008)

Rehabilitation in Bihar3, Bombay Preven

and Tamil Nadu Nutrition Programmes. 

Despite these interventions, millions of children in India are subjected to injustices of different 

kinds on a daily basis. The problem is compounded by the fact that there are hardly any 

mechanisms for providing immediate assistance and relief to children

children themselves do not have any avenues available for direct reporting of their own or 

anybody else’s exploitation. Children living on the streets are the worst hit in terms of 

suppression, abuse, lack of a support system for 

fulfilment of their emotional and physical needs, as 

well as the absence of any mechanism for redressal 

of their complaints.  

Against this backdrop, a 24

outreach service- CHILDLINE that could be 

accessed by dialling 1098- for children in need of 

care and protection in India was launched as a field 

action project of the Department of Family and 

Child Welfare and Tata Institute of Social Sciences 

(TISS) in June 1996.  It was initiated by Jeroo 

Billimoria, a professor at TISS then, who was 

                        
1
Ministry of Women and Child Development. 

<http://wcd.nic.in/crcpdf/CRC-2.PDF
2
 Refer to http://www.childlineindia.org.in/CP

3
 Refer to http://www.childlineindia.org.in/CP

4
 Refer to http://www.childlineindia.org.in/CP

Downloads/Bombay%20prevention%20beggin%20act%201959.pdf
5
 Refer to http://www.childlineindia.org.in/CP

Downloads/Goa%20children%27s%20act%20and%20rules.pdf
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Figure 1: Presence of CHILDLINE across India

under the law applicable to the child, majority is attained earlier.1 The Fundamental Rights and 

Directive Principles of State Policy, defined under the Indian Constitution, pr

framework for protection of children and their rights in India. These have been consistently 

augmented by various child related policies, legislations and child-targeted schemes and 

programmes over time. Apart from these, most of the states in the country have promulgated 

policies, programmes and legislations to this effect. Notable among these include Rajasthan 

Child Policy 1974 (updated in 2008)2, State Plan of Action for Child Protection, Rescue and 

, Bombay Prevention of Begging Act 19594, Goa Children’s Act 2003

and Tamil Nadu Nutrition Programmes.  

Despite these interventions, millions of children in India are subjected to injustices of different 

kinds on a daily basis. The problem is compounded by the fact that there are hardly any 

mechanisms for providing immediate assistance and relief to children

children themselves do not have any avenues available for direct reporting of their own or 

anybody else’s exploitation. Children living on the streets are the worst hit in terms of 

suppression, abuse, lack of a support system for 

ment of their emotional and physical needs, as 

well as the absence of any mechanism for redressal 

Against this backdrop, a 24-hour emergenc6y 

CHILDLINE that could be 

for children in need of 

care and protection in India was launched as a field 

action project of the Department of Family and 

Child Welfare and Tata Institute of Social Sciences 

(TISS) in June 1996.  It was initiated by Jeroo 

moria, a professor at TISS then, who was  

                         
Ministry of Women and Child Development. Definition of the Child. Web 14 October. 2011. 

2.PDF/>. 

http://www.childlineindia.org.in/CP-CR-Downloads/rajasthan%20child%20policy.pdf

Refer to http://www.childlineindia.org.in/CP-CR-Downloads/Bihar%20POA.pdf

http://www.childlineindia.org.in/CP-CR-

Downloads/Bombay%20prevention%20beggin%20act%201959.pdf 

Refer to http://www.childlineindia.org.in/CP-CR-

Downloads/Goa%20children%27s%20act%20and%20rules.pdf 
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Figure 1: Presence of CHILDLINE across India 

The Fundamental Rights and 

Directive Principles of State Policy, defined under the Indian Constitution, provide the legal 

framework for protection of children and their rights in India. These have been consistently 

targeted schemes and 

in the country have promulgated 

policies, programmes and legislations to this effect. Notable among these include Rajasthan 

, State Plan of Action for Child Protection, Rescue and 

, Goa Children’s Act 20035, 

Despite these interventions, millions of children in India are subjected to injustices of different 

kinds on a daily basis. The problem is compounded by the fact that there are hardly any 

mechanisms for providing immediate assistance and relief to children in need. Moreover, 

children themselves do not have any avenues available for direct reporting of their own or 

anybody else’s exploitation. Children living on the streets are the worst hit in terms of 

Web 14 October. 2011. 

Downloads/rajasthan%20child%20policy.pdf 

Downloads/Bihar%20POA.pdf 
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inspired by a similar system functioning well in the United States of America. The mid

were the years that witnessed a boom in the number of Public Call Offices (PCOs) in India. 

Therefore, the tele-helpline w

emergency service for children, restricted outreach of existing organisations and the adhoc role 

of allied systems in child protection. 

As of March 2011, this national child protection service is 

Territories, 172 cities, through its 415 partner organisations, and receives 2.5 million calls per 

year across India. It has received a total of 21 million calls since its inception.  CHILDLINE is 

unique in it being the only national child protection helpline, its focus on responding to 

emergency needs of children and going beyond to link them to services for their long term care 

and rehabilitation.  

Objective 
The CHILDLINE India Foundation (CIF) is the nodal organisation for CHILDLINE service 

across the country. Founded in 1999, the main aim of CIF is to reach out to marginalised 

children in need of care and protection. The idea behind the initiative is that ch

up with the security of knowing that help is just a phone call away might grow up to be more 

productive members of society. 

CHILDLINE works to serve as the nodal child protection service in India, reaching out to every 

child in need of care and protection by 

child friendly systems and to provide 

Programme Design 
CHILDLINE works with 415 partner organisations across the country to reach as many 

children in distress as possible. 

institutions, the corporate sector and the allied systems. 

along the lines of 4 Cs- connect, catalyse, collaborate, communicate. Accordingly, the main 

components of the programme are as follows:

- A 24-hours tele-helpline

- CHILDLINE Contact Centre (CCC)

- Rehabilitation activities through partners

- Knowledge creation through research on child rights and protection

- Awareness campaigns that include CHILDLINE online campaign, CHILDLINE social 

media initiatives, ‘Help Me Fly’ campaign for donor support, school campaigns, New 
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emergency service for children, restricted outreach of existing organisations and the adhoc role 

of allied systems in child protection.  
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The CHILDLINE India Foundation (CIF) is the nodal organisation for CHILDLINE service 

across the country. Founded in 1999, the main aim of CIF is to reach out to marginalised 

children in need of care and protection. The idea behind the initiative is that ch

up with the security of knowing that help is just a phone call away might grow up to be more 

productive members of society.  

CHILDLINE works to serve as the nodal child protection service in India, reaching out to every 

e and protection by responding to emergencies reported on 1098, to 

and to provide rehabilitation to children in need of care and protection. 

Programme Design  
CHILDLINE works with 415 partner organisations across the country to reach as many 

children in distress as possible. These partners include a network of NGOs, academic 

institutions, the corporate sector and the allied systems. Its framework of activities i

connect, catalyse, collaborate, communicate. Accordingly, the main 

components of the programme are as follows: 

helpline 

CHILDLINE Contact Centre (CCC) 

Rehabilitation activities through partners 

creation through research on child rights and protection

Awareness campaigns that include CHILDLINE online campaign, CHILDLINE social 
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1098 awareness campaign, Child Sexual 

mailers 

- Training and skills building activities for rehabilitation of children

- Corporate partnerships with organisations like TCS, Deloitte, Mphasis, Vodafone, 

ICICI, Axis Bank, Turner, as well as academic tie

Fashion Institute and Indian School of Business

Key Stakeholders 

The key stakeholders in the programme are:

CHILDLINE India Foundation 

India. Its role involves networking with children’s organisations, child friendly systems, 

children and youth nationally, conducting sensitisation trainings with government 

functionaries, identifying emerging trends in the area of child protection and lobbying for 

better services for children in the context of child rights and child participation. 

Ministry of Women and Chid Development

responsible for the implem

facilitates networking with all other government ministries. It provides the core funding for the 

CHILDLINE service across country and uses data generated by CHILDLINE in policy and 

legislation formulation.  

Department of Telecommunications 

1098 to CHILDLINE. DoT is instrumental in making telecommunication facilities reach the 

hitherto untouched corners of the country and make CHILDLINE access

were unaware of any such facility for their protection.

Allied system agencies like the police and hospitals complement the CHILDLINE teams’ on

field assistance activities. 

State Governments like those of Karnataka financially support

expansion to more areas in their respective states. They also form core committees for child 

protection at the state and local government levels. 

Non government organisations

part of their programmes, providing infrastructure, resources and integrating CHILDLINE 

messages into their awareness and outreach initiatives.  

Corporate sector organisations 

research, and financial sustainability for CHILDLINE.
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1098 awareness campaign, Child Sexual Abuse (CSA) programme in Mumbai, direct 

Training and skills building activities for rehabilitation of children 

Corporate partnerships with organisations like TCS, Deloitte, Mphasis, Vodafone, 

ICICI, Axis Bank, Turner, as well as academic tie-ups with institutions like the Raffles 

Fashion Institute and Indian School of Business 

The key stakeholders in the programme are: 

CHILDLINE India Foundation is the nodal agency that anchors CHILDLINE’s services in 

India. Its role involves networking with children’s organisations, child friendly systems, 

children and youth nationally, conducting sensitisation trainings with government 

emerging trends in the area of child protection and lobbying for 

better services for children in the context of child rights and child participation. 

Ministry of Women and Chid Development, Government of India, is the main body 

responsible for the implementation of CHILDLINE helpline across India. The Ministry 

facilitates networking with all other government ministries. It provides the core funding for the 

CHILDLINE service across country and uses data generated by CHILDLINE in policy and 

Department of Telecommunications was responsible for allotting a national toll free number 

1098 to CHILDLINE. DoT is instrumental in making telecommunication facilities reach the 

hitherto untouched corners of the country and make CHILDLINE access

were unaware of any such facility for their protection. 

like the police and hospitals complement the CHILDLINE teams’ on

like those of Karnataka financially support the programme for its 

expansion to more areas in their respective states. They also form core committees for child 

protection at the state and local government levels.  

Non government organisations collaborate with CHILDLINE by implementing the service as

part of their programmes, providing infrastructure, resources and integrating CHILDLINE 

messages into their awareness and outreach initiatives.   

Corporate sector organisations provide services in technology development, brand imaging, 

cial sustainability for CHILDLINE. 

Transparency and Accountability 

Case Study  

HILD DEVELOPMENT 

CHILDLINE HELPLINE, OCTOBER 2011 

6 

Abuse (CSA) programme in Mumbai, direct 

 

Corporate partnerships with organisations like TCS, Deloitte, Mphasis, Vodafone, 
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children and youth nationally, conducting sensitisation trainings with government 

emerging trends in the area of child protection and lobbying for 

better services for children in the context of child rights and child participation.  

, Government of India, is the main body 

entation of CHILDLINE helpline across India. The Ministry 

facilitates networking with all other government ministries. It provides the core funding for the 

CHILDLINE service across country and uses data generated by CHILDLINE in policy and 

was responsible for allotting a national toll free number 

1098 to CHILDLINE. DoT is instrumental in making telecommunication facilities reach the 

hitherto untouched corners of the country and make CHILDLINE accessible for children who 

like the police and hospitals complement the CHILDLINE teams’ on-

the programme for its 

expansion to more areas in their respective states. They also form core committees for child 

collaborate with CHILDLINE by implementing the service as 

part of their programmes, providing infrastructure, resources and integrating CHILDLINE 

provide services in technology development, brand imaging, 



Transparency and Accountability

 

Governance Knowledge Centre
Promoted by Department of Administrative Reforms and Public Grievances

Ministry of Personnel, Public Grievances and Pensions

Government of India 

Children form the backbone of CHILDLINE’s work.  These include street children and youth 

living alone on the streets, emotionally disturbed children, child labourers especially in the 

unorganized sector, children who have

abled children, child addicts, children in conflict with the law, children in inst

ill children, children affected by HIV/AIDS, children affected by conflicts or disasters, child 

political refugees and children whose families are in crisis. Youth who have been part of the 

target group comprise the vast majority of CHILDLINE team members at phone receiving 

centres; street youth volunteer to spread awareness about the service in their c

often call up 1098 on behalf of their friends; children participate in the monthly Open House to 

critically evaluate the CHILDLINE service, plan awareness and outreach activities. 

Programme Design 

In every city of its operation, CHILDLINE has

through which it assesses the needs of children, develops a resource directory of organisations 

in the city, ensures the phones are ringing and provides training to the new team. The 

organisational structure7 of CHILDLINE in each city/district is as follows:
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 Childline India Foundation. CHILDLINE Calling...Is Indi
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Figure 2: Organisational structure of CHILDLINE at the city level
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form the backbone of CHILDLINE’s work.  These include street children and youth 

living alone on the streets, emotionally disturbed children, child labourers especially in the 

unorganized sector, children who have been abused, child victims of flesh trade, differently

abled children, child addicts, children in conflict with the law, children in inst

, children affected by HIV/AIDS, children affected by conflicts or disasters, child 

itical refugees and children whose families are in crisis. Youth who have been part of the 

target group comprise the vast majority of CHILDLINE team members at phone receiving 

centres; street youth volunteer to spread awareness about the service in their c

often call up 1098 on behalf of their friends; children participate in the monthly Open House to 

critically evaluate the CHILDLINE service, plan awareness and outreach activities. 

In every city of its operation, CHILDLINE has a similar structure as well as a uniform process 

through which it assesses the needs of children, develops a resource directory of organisations 

in the city, ensures the phones are ringing and provides training to the new team. The 

of CHILDLINE in each city/district is as follows: 
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CHILDLINE at the city level 
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itical refugees and children whose families are in crisis. Youth who have been part of the 

target group comprise the vast majority of CHILDLINE team members at phone receiving 

centres; street youth volunteer to spread awareness about the service in their community and 

often call up 1098 on behalf of their friends; children participate in the monthly Open House to 

critically evaluate the CHILDLINE service, plan awareness and outreach activities.  
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through which it assesses the needs of children, develops a resource directory of organisations 

in the city, ensures the phones are ringing and provides training to the new team. The 
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CHILDLINE 1098’s intervention methodology

An incoming call  at CHILDLINE centre is attended  by the team members, working in shifts to 

ensure that calls are attended to 24 hours a day. . Depending on the nature of the call, be it by a 

child or an adult, the team member will respond to it either by

then linking him or her to medical help, shelter, restoration, protection from abuse or providing 

intensive counselling as required. 

If the team member feels that he will not be able to reach the child soon, assistance from a 

support organisation that is located in the vicinity of the caller is sought. After the emergency is 

addressed the next step is to link the child with long

and networking with other organisations providing specialised services. 

CHILDLINE shares a vibrant and dynamic relationship with the children it works with. 

Monthly Open House, an open forum for children to share 

the service as well as share their issues and concerns for themselves, is critical to the 

functioning of CHILDLINE. City mapping, an extensive exercise to highlight high risk areas 

where children are prone to abuse and chi

prioritise and reach out more effectively. Children and youth identify with CHILDLINE and 

often offer their services as volunteers. They play a critical role in creating awareness about the 

CHILDLINE service and work as informers who intimate CHILDLINE about children in need 

of assistance. Many of these children and youth grow into the CHILDLINE system and find 

themselves a space in CHILDLINE centres as paid volunteers or team members.

The Department of Telecomm

Mahanagar Telephone Nigam Limited (MTNL)

country’s first unmetered social sector telephone line. The DoT regulations mandate that calls 

to a 4-digit number like 1098 can only be received at a public sector number. Therefore, even if 

a call originates from a private sector number, it must end in a number assigned by BSNL or 

MTNL. In order to do this, an ‘interconnect charge’ of INR 0.30 per call is levied on 

CHILDLINE by BSNL/MTNL for landing the calls to 1098 on a public sector number provided 

by BSNL/MTNL. Vodafone and Tata Tele are the only two private sector tele

that allow connectivity to 1098 at no cost. Therefore, in 2011, CHILDLINE reque

assign Category 1 status to 1098 that would make it mandatory for every telecom service 

provider- public or private- to provide connectivity to 1098. The rolling out of the process is 

expected towards the end of 2011. 
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CHILDLINE 1098’s intervention methodology 

An incoming call  at CHILDLINE centre is attended  by the team members, working in shifts to 

ensure that calls are attended to 24 hours a day. . Depending on the nature of the call, be it by a 

child or an adult, the team member will respond to it either by going to meet the child first and 

then linking him or her to medical help, shelter, restoration, protection from abuse or providing 

intensive counselling as required.  

If the team member feels that he will not be able to reach the child soon, assistance from a 

support organisation that is located in the vicinity of the caller is sought. After the emergency is 

addressed the next step is to link the child with long-term rehabilitation. This involves referral 

and networking with other organisations providing specialised services.  

CHILDLINE shares a vibrant and dynamic relationship with the children it works with. 

Monthly Open House, an open forum for children to share feedback about the functioning of 

the service as well as share their issues and concerns for themselves, is critical to the 

functioning of CHILDLINE. City mapping, an extensive exercise to highlight high risk areas 

where children are prone to abuse and child protection resources, enables CHILDLINE to 

prioritise and reach out more effectively. Children and youth identify with CHILDLINE and 

often offer their services as volunteers. They play a critical role in creating awareness about the 

d work as informers who intimate CHILDLINE about children in need 

of assistance. Many of these children and youth grow into the CHILDLINE system and find 

themselves a space in CHILDLINE centres as paid volunteers or team members.

The Department of Telecommunications- Bharat Sanchar Nigam Limited (BSNL) and 

Mahanagar Telephone Nigam Limited (MTNL)- is a major partner of CHILDLINE. 1098 is the 

country’s first unmetered social sector telephone line. The DoT regulations mandate that calls 

ke 1098 can only be received at a public sector number. Therefore, even if 

a call originates from a private sector number, it must end in a number assigned by BSNL or 

MTNL. In order to do this, an ‘interconnect charge’ of INR 0.30 per call is levied on 

LDLINE by BSNL/MTNL for landing the calls to 1098 on a public sector number provided 

by BSNL/MTNL. Vodafone and Tata Tele are the only two private sector tele

that allow connectivity to 1098 at no cost. Therefore, in 2011, CHILDLINE reque

assign Category 1 status to 1098 that would make it mandatory for every telecom service 

to provide connectivity to 1098. The rolling out of the process is 

expected towards the end of 2011.  
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An incoming call  at CHILDLINE centre is attended  by the team members, working in shifts to 

ensure that calls are attended to 24 hours a day. . Depending on the nature of the call, be it by a 

going to meet the child first and 

then linking him or her to medical help, shelter, restoration, protection from abuse or providing 

If the team member feels that he will not be able to reach the child soon, assistance from a 

support organisation that is located in the vicinity of the caller is sought. After the emergency is 

habilitation. This involves referral 

 

CHILDLINE shares a vibrant and dynamic relationship with the children it works with. 

feedback about the functioning of 
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functioning of CHILDLINE. City mapping, an extensive exercise to highlight high risk areas 

ld protection resources, enables CHILDLINE to 

prioritise and reach out more effectively. Children and youth identify with CHILDLINE and 

often offer their services as volunteers. They play a critical role in creating awareness about the 

d work as informers who intimate CHILDLINE about children in need 

of assistance. Many of these children and youth grow into the CHILDLINE system and find 

themselves a space in CHILDLINE centres as paid volunteers or team members. 

Bharat Sanchar Nigam Limited (BSNL) and 

is a major partner of CHILDLINE. 1098 is the 

country’s first unmetered social sector telephone line. The DoT regulations mandate that calls 

ke 1098 can only be received at a public sector number. Therefore, even if 

a call originates from a private sector number, it must end in a number assigned by BSNL or 

MTNL. In order to do this, an ‘interconnect charge’ of INR 0.30 per call is levied on 

LDLINE by BSNL/MTNL for landing the calls to 1098 on a public sector number provided 

by BSNL/MTNL. Vodafone and Tata Tele are the only two private sector tele-service providers 

that allow connectivity to 1098 at no cost. Therefore, in 2011, CHILDLINE requested DoT to 

assign Category 1 status to 1098 that would make it mandatory for every telecom service 

to provide connectivity to 1098. The rolling out of the process is 



Transparency and Accountability

 

Governance Knowledge Centre
Promoted by Department of Administrative Reforms and Public Grievances

Ministry of Personnel, Public Grievances and Pensions

Government of India 

CHILDLINE Contact Centre

The CCC began as a pilot facility in Mumbai in 2007, expanded to cover the whole of Mumbai 

by 2008 and several other cities were connected to the CCC April 2009 onwards. The CCC 

currently located in Mumbai and caters to 30 cities in the north and we

callers in four languages- Hindi, Gujarati, Marathi and Konkani. In rest of the cities, calls to 

1098 are received in the local city offices. However, this poses a serious problem due to the 

telecom circle issue. For instance, in 

this is problematic since CHILDLINE’s partner in Bengaluru, owing to resource and logistical 

issues, is not able to provide intervention in case of all calls in Karnataka. Therefore, there are 

plans to roll out the CCC model in Delhi, Chennai and Kolkata so that each region is equipped 

with a CCC that can cater to all languages in that region. 

CCC is a 24 hour voice response facility of CHILDLINE run out of a modern Business Processes 

Outsourcing (BPO) facility belonging to TCS at Vikhroli in Mumbai. It uses the contemporary 

technology of a call centre. While the infrastructure of the call centre is outsourced from TCS, 

the staff manning and running the CCC is on CIF rolls. 

The launch of CCC became inevitable following dramatic changes in India’s telecom scenario. 

Owing to the current classification of 1098 in Department of Telecom’s (DOT) National 

Numbering Plan 2003 as a local level service, the connectivity to various cities has been 

provided by way of installing EPABX at local Collaborative Partners and linking up incoming 

local 1098 calls to the CCC using a conferencing facility available in the EPABX. 

Once a call is received at CCC, it is answered by a trained Childline Contact Officer (CCO).

the calls require direct intervention, the CCO captures call details and makes an outbound call 

to the Collaborative Organisation (CO) in the city where the call has come from. Then the CO 

takes over, indicates to the CCC an estimated time of intervent

case details to CCC after intervention 

documentation.  

As part of a modern call centre, several operational facilities are available to the CCC. These 

include the recording of all inb

response, tracking of speed of call response for every CCO, tracking the time and day for all 

calls to trace busy time periods and days for calls, tracking of abandoned calls.

direct intervention from external institutions such as  the police and adoption agencies is 

                        
8
 Abandoned calls are those that fail to reach a CCO and are 

because of other telecom related issues
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CHILDLINE Contact Centre (CCC) 

The CCC began as a pilot facility in Mumbai in 2007, expanded to cover the whole of Mumbai 

by 2008 and several other cities were connected to the CCC April 2009 onwards. The CCC 

currently located in Mumbai and caters to 30 cities in the north and west regions and deals with 

Hindi, Gujarati, Marathi and Konkani. In rest of the cities, calls to 

1098 are received in the local city offices. However, this poses a serious problem due to the 

telecom circle issue. For instance, in Karnataka, calls from all over the state land in Bengaluru; 

this is problematic since CHILDLINE’s partner in Bengaluru, owing to resource and logistical 

issues, is not able to provide intervention in case of all calls in Karnataka. Therefore, there are 

ns to roll out the CCC model in Delhi, Chennai and Kolkata so that each region is equipped 

with a CCC that can cater to all languages in that region.  

CCC is a 24 hour voice response facility of CHILDLINE run out of a modern Business Processes 

(BPO) facility belonging to TCS at Vikhroli in Mumbai. It uses the contemporary 

technology of a call centre. While the infrastructure of the call centre is outsourced from TCS, 

the staff manning and running the CCC is on CIF rolls.  

e inevitable following dramatic changes in India’s telecom scenario. 

Owing to the current classification of 1098 in Department of Telecom’s (DOT) National 

Numbering Plan 2003 as a local level service, the connectivity to various cities has been 

way of installing EPABX at local Collaborative Partners and linking up incoming 

local 1098 calls to the CCC using a conferencing facility available in the EPABX. 

Once a call is received at CCC, it is answered by a trained Childline Contact Officer (CCO).

the calls require direct intervention, the CCO captures call details and makes an outbound call 

to the Collaborative Organisation (CO) in the city where the call has come from. Then the CO 

takes over, indicates to the CCC an estimated time of intervention and reports the complete 

case details to CCC after intervention – this enables the CCC to complete the case 

As part of a modern call centre, several operational facilities are available to the CCC. These 

include the recording of all inbound and outbound calls, enforcing quality standards on call 

response, tracking of speed of call response for every CCO, tracking the time and day for all 

calls to trace busy time periods and days for calls, tracking of abandoned calls.

direct intervention from external institutions such as  the police and adoption agencies is 

                         
Abandoned calls are those that fail to reach a CCO and are terminated either because the line drops or 

because of other telecom related issues. 
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The CCC began as a pilot facility in Mumbai in 2007, expanded to cover the whole of Mumbai 

by 2008 and several other cities were connected to the CCC April 2009 onwards. The CCC 

st regions and deals with 

Hindi, Gujarati, Marathi and Konkani. In rest of the cities, calls to 

1098 are received in the local city offices. However, this poses a serious problem due to the 

Karnataka, calls from all over the state land in Bengaluru; 

this is problematic since CHILDLINE’s partner in Bengaluru, owing to resource and logistical 

issues, is not able to provide intervention in case of all calls in Karnataka. Therefore, there are 

ns to roll out the CCC model in Delhi, Chennai and Kolkata so that each region is equipped 

CCC is a 24 hour voice response facility of CHILDLINE run out of a modern Business Processes 

(BPO) facility belonging to TCS at Vikhroli in Mumbai. It uses the contemporary 

technology of a call centre. While the infrastructure of the call centre is outsourced from TCS, 

e inevitable following dramatic changes in India’s telecom scenario. 

Owing to the current classification of 1098 in Department of Telecom’s (DOT) National 

Numbering Plan 2003 as a local level service, the connectivity to various cities has been 

way of installing EPABX at local Collaborative Partners and linking up incoming 

local 1098 calls to the CCC using a conferencing facility available in the EPABX.  

Once a call is received at CCC, it is answered by a trained Childline Contact Officer (CCO). If 

the calls require direct intervention, the CCO captures call details and makes an outbound call 

to the Collaborative Organisation (CO) in the city where the call has come from. Then the CO 

ion and reports the complete 

this enables the CCC to complete the case 

As part of a modern call centre, several operational facilities are available to the CCC. These 

ound and outbound calls, enforcing quality standards on call 

response, tracking of speed of call response for every CCO, tracking the time and day for all 

calls to trace busy time periods and days for calls, tracking of abandoned calls.8 In certain cases, 

direct intervention from external institutions such as  the police and adoption agencies is 

either because the line drops or 



Transparency and Accountability

 

Governance Knowledge Centre
Promoted by Department of Administrative Reforms and Public Grievances

Ministry of Personnel, Public Grievances and Pensions

Government of India 

required. This poses the need for recorded evidence; the provision for call recording at the CCC 

fulfils this need.  

Total calls handled 

Total calls abandoned

Average calls per month

average time per call

 

 

Rehabilitation Activities

CHILDLINE’s role ceases once they have linked a child with a rehabilitation centre. It does not 

believe in replicating any long

formal following-up mechanisms in place, CHILDLINE informally 

institutions and the children. Formally, CHILDLINE’s functions are limited to an emergency 

response service.  

Monitoring and Evaluation Mechanisms

Considering the fact that CHILDLINE is a national child protection service that no

reaches out to children in need of help and protection but also assists the government in policy 

making, it is important that the usage of its helpline 1098 is closely monitored in detail. 

Moreover, the number of phone calls that 1098 receives is so

mechanism is required to analyse them. Understanding this need, Tata Consultancy Services 

(TCS) developed the software called CHILDNET, which was India’s first Java

The software is run by TCS on a pro bono 

abandoned calls, and specificies the distribution of calls by gender, region, category of 

intervention and such like. The call data thus gathered is presented in the form of a report titled 

‘CHILDLINE Calling...Is India Listening’. This is complemented by periodical visits to the 

cities, daily communication through the net and formal reporting systems. The entire 

quantitative and qualitative data gathered is incorporated in CIF’s annual report. 

Funding 
The bulk of the funding of CHILDLINE comes from a grant budget under the Integrated Child 

Development Scheme of the Ministry of Women and Child Development, Government of India. 

This is primarily because funds allocation and utilisation has to be spread ac

Apart from this, many state governments like those of Karnataka and Kerala have supported 

CHILDLINE in various ways through the years. Many states have their own budgets for 

Table 1: Overview of CCC’s performance in 2009

Source: 
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required. This poses the need for recorded evidence; the provision for call recording at the CCC 

 1,99,473 

oned 3,195 (19 per cent) 

Average calls per month 13,428 

average time per call  45 seconds 

Rehabilitation Activities 

CHILDLINE’s role ceases once they have linked a child with a rehabilitation centre. It does not 

believe in replicating any long-term rehabilitation facilities. However, even though there are no 

up mechanisms in place, CHILDLINE informally maintains contact with the 

institutions and the children. Formally, CHILDLINE’s functions are limited to an emergency 

Monitoring and Evaluation Mechanisms 

Considering the fact that CHILDLINE is a national child protection service that no

reaches out to children in need of help and protection but also assists the government in policy 

making, it is important that the usage of its helpline 1098 is closely monitored in detail. 

Moreover, the number of phone calls that 1098 receives is so large that a proper and accurate 

mechanism is required to analyse them. Understanding this need, Tata Consultancy Services 

(TCS) developed the software called CHILDNET, which was India’s first Java

The software is run by TCS on a pro bono basis. It captures details like intervention calls, 

abandoned calls, and specificies the distribution of calls by gender, region, category of 

intervention and such like. The call data thus gathered is presented in the form of a report titled 

ling...Is India Listening’. This is complemented by periodical visits to the 

cities, daily communication through the net and formal reporting systems. The entire 

quantitative and qualitative data gathered is incorporated in CIF’s annual report. 

The bulk of the funding of CHILDLINE comes from a grant budget under the Integrated Child 

Development Scheme of the Ministry of Women and Child Development, Government of India. 

This is primarily because funds allocation and utilisation has to be spread ac

Apart from this, many state governments like those of Karnataka and Kerala have supported 

CHILDLINE in various ways through the years. Many states have their own budgets for 

Table 1: Overview of CCC’s performance in 2009 

Source: ChildNET 
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required. This poses the need for recorded evidence; the provision for call recording at the CCC 

CHILDLINE’s role ceases once they have linked a child with a rehabilitation centre. It does not 

term rehabilitation facilities. However, even though there are no 

maintains contact with the 

institutions and the children. Formally, CHILDLINE’s functions are limited to an emergency 

Considering the fact that CHILDLINE is a national child protection service that not only 

reaches out to children in need of help and protection but also assists the government in policy 

making, it is important that the usage of its helpline 1098 is closely monitored in detail. 

large that a proper and accurate 

mechanism is required to analyse them. Understanding this need, Tata Consultancy Services 

(TCS) developed the software called CHILDNET, which was India’s first Java-based software. 

basis. It captures details like intervention calls, 

abandoned calls, and specificies the distribution of calls by gender, region, category of 

intervention and such like. The call data thus gathered is presented in the form of a report titled 

ling...Is India Listening’. This is complemented by periodical visits to the 

cities, daily communication through the net and formal reporting systems. The entire 

quantitative and qualitative data gathered is incorporated in CIF’s annual report.  

The bulk of the funding of CHILDLINE comes from a grant budget under the Integrated Child 

Development Scheme of the Ministry of Women and Child Development, Government of India. 

This is primarily because funds allocation and utilisation has to be spread across the country. 

Apart from this, many state governments like those of Karnataka and Kerala have supported 

CHILDLINE in various ways through the years. Many states have their own budgets for 
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children’s welfare and have utilised funds from that to expand t

cities/districts within the state. CHILDLINE also relies on corporate funding and is involved in 

retail fundraising.  

All of CHILDLINE’s partners’ activities are fully financed by the government. CIF’s operations 

are supported partially, about 40 percent, by the government while the rest of the funds are 

raised from corporate houses and other sources of funding. 

Impact  
CHILDLINE utilises society’s existing resources and capitalises on the extensive 

telecommunications network in India 

protection of marginalised children. The programme involves participation of children and 

agencies that work in the government, private, civilian and the not

giving it the requisite flexibility at every level of operation. Since the structure development of 

CHILDLINE in every city is culture and context specific, linguistic and literacy barriers are 

easily overcome.  

Partnership with the government

According to the CHILDLINE t

procured a partnership with the national and state governments at this scale. The MSJ & E 

shoulders the major financial burden of the programme and its Secretary is the Chairperson of 

CIF. In addition, the Ministry also collaborates with CIF initiatives for child protection

National Initiative for Child Protection (NICP) and the Missing Children’s Tracking System are 

some of these collaborations.  

The Government of India has recognised CHILDLINE’s contribution in its amended Juvenile 

Justice (Care and Protection) Act, 2000. By its inclusion in the Act, CHILDLINE has been given 

special powers before the Child Welfare Committees established by the Act

High usage of 1098 

CHILDLINE is the only helpline globally that reaches out physically to children in distress and 

also extends its services to ensure the long term rehabilitation of these children, in addition to 

counselling and provision of informatio

In 2009, CHILDLINE received a total of 22,02,016 calls. Out of these, 53,949 calls recorded were 

those for intervention. The south zone, covering 28 cities, accounted for the highest number of 

these calls at 39 per cent while the eas

highlighted that 30 per cent of the calls were made by children either for themselves or to refer 
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children’s welfare and have utilised funds from that to expand the programme to more 

cities/districts within the state. CHILDLINE also relies on corporate funding and is involved in 

All of CHILDLINE’s partners’ activities are fully financed by the government. CIF’s operations 

y, about 40 percent, by the government while the rest of the funds are 

raised from corporate houses and other sources of funding.  

CHILDLINE utilises society’s existing resources and capitalises on the extensive 

telecommunications network in India to offer an effective national level helpline for the 

protection of marginalised children. The programme involves participation of children and 

agencies that work in the government, private, civilian and the not-for-profit sectors, thereby 

quisite flexibility at every level of operation. Since the structure development of 

CHILDLINE in every city is culture and context specific, linguistic and literacy barriers are 

Partnership with the government 

According to the CHILDLINE team, the service is the first helpline across the world to have 

procured a partnership with the national and state governments at this scale. The MSJ & E 

shoulders the major financial burden of the programme and its Secretary is the Chairperson of 

addition, the Ministry also collaborates with CIF initiatives for child protection

National Initiative for Child Protection (NICP) and the Missing Children’s Tracking System are 

 

The Government of India has recognised CHILDLINE’s contribution in its amended Juvenile 

Justice (Care and Protection) Act, 2000. By its inclusion in the Act, CHILDLINE has been given 

special powers before the Child Welfare Committees established by the Act

CHILDLINE is the only helpline globally that reaches out physically to children in distress and 

also extends its services to ensure the long term rehabilitation of these children, in addition to 

counselling and provision of information over the telephone.  

In 2009, CHILDLINE received a total of 22,02,016 calls. Out of these, 53,949 calls recorded were 

those for intervention. The south zone, covering 28 cities, accounted for the highest number of 

these calls at 39 per cent while the east zone, with 22 cities, accounted for 24 per cent. Data 

highlighted that 30 per cent of the calls were made by children either for themselves or to refer 
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about a friend, 15 per cent of the calls came from CHILDLINE members, 11 per cent from 

concerned adults, 15 per cent from family members, 15 per cent from allied systems and 9 per 

cent from NGO personnel.  

Establishment of Child Helpline International (CHI)

Based on the success of the CHILDLINE in India, the model has been replicated by several 

developing countries for the initiation of similar helplines for child protection. CIF, therefore, is 

the founder member of a global network of helplines, CHI. 

A unique model of partnership

Typically, the impact of child welfare initiatives has often remained limite

disconnectedness marked by inefficient distribution of resources, replication of facilities and 

improper focus on awareness generation. CHILDLINE has established a child protection 

mechanism that brings together all the relevant actors

national, state and local levels, bilateral and multilateral institutions, corporate sector, academic 

institutions, children and other concerned individuals. 

This innovative model of partnership has enabled the growth of CHILD

experimental project to large scale national level child protection network of over 415 partners 

affiliated to it. It provides a basic framework with preset standards to be adhered to while it 

gives its partners enough flexibility to adapt to 

Rural model of CHILDLINE

Following the viability and success of the urban model of CHILDLINE, CIF has setup a rural 

model of the helpline in four districts of Bihar (Sitamarhi, Darbhanga, Purnia and Kishanganj). 

It is funded by the Sir Dorabj

comes in- this is a reactive model. A rural model is based on the belief that there is a lot of 

migration and trafficking of children for household work, labour, construction, sexual abuse 

from economically weaker parts of the country. CHILDLINE’s first experience of working in a 

rural setting came with its successful employment of a ‘disaster

2001 earthquake situation in Kutch. 

The concept of the rural model is

to sensitise them about the rights of children and mechanisms available for their protection. 

Children in these areas will, therefore, be empowered with the knowledge required for their 

protection while at the same time people belonging to these vulnerable sections of the society 

can be linked proactively with anti

Rural Employment Guarantee Scheme (MGNREGS). In this context, for instance, CHILD
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about a friend, 15 per cent of the calls came from CHILDLINE members, 11 per cent from 

s, 15 per cent from family members, 15 per cent from allied systems and 9 per 

Establishment of Child Helpline International (CHI) 

Based on the success of the CHILDLINE in India, the model has been replicated by several 

countries for the initiation of similar helplines for child protection. CIF, therefore, is 

the founder member of a global network of helplines, CHI.  

A unique model of partnership 

Typically, the impact of child welfare initiatives has often remained limite

disconnectedness marked by inefficient distribution of resources, replication of facilities and 

improper focus on awareness generation. CHILDLINE has established a child protection 

mechanism that brings together all the relevant actors- NGOs, government agencies at the 

national, state and local levels, bilateral and multilateral institutions, corporate sector, academic 

institutions, children and other concerned individuals.  

This innovative model of partnership has enabled the growth of CHILD

experimental project to large scale national level child protection network of over 415 partners 

affiliated to it. It provides a basic framework with preset standards to be adhered to while it 

gives its partners enough flexibility to adapt to local needs.  

Rural model of CHILDLINE 

Following the viability and success of the urban model of CHILDLINE, CIF has setup a rural 

model of the helpline in four districts of Bihar (Sitamarhi, Darbhanga, Purnia and Kishanganj). 

It is funded by the Sir Dorabji Tata Trust. The typical urban model activates the moment a call 

this is a reactive model. A rural model is based on the belief that there is a lot of 

migration and trafficking of children for household work, labour, construction, sexual abuse 

rom economically weaker parts of the country. CHILDLINE’s first experience of working in a 

rural setting came with its successful employment of a ‘disaster-model’ of the service in post

2001 earthquake situation in Kutch.  

The concept of the rural model is that intense engagement with the local community is required 

to sensitise them about the rights of children and mechanisms available for their protection. 

Children in these areas will, therefore, be empowered with the knowledge required for their 

on while at the same time people belonging to these vulnerable sections of the society 

can be linked proactively with anti-poverty programmes like the Mahatma Gandhi National 

Rural Employment Guarantee Scheme (MGNREGS). In this context, for instance, CHILD
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Based on the success of the CHILDLINE in India, the model has been replicated by several 

countries for the initiation of similar helplines for child protection. CIF, therefore, is 

Typically, the impact of child welfare initiatives has often remained limited due to their 

disconnectedness marked by inefficient distribution of resources, replication of facilities and 
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that intense engagement with the local community is required 

to sensitise them about the rights of children and mechanisms available for their protection. 

Children in these areas will, therefore, be empowered with the knowledge required for their 

on while at the same time people belonging to these vulnerable sections of the society 

poverty programmes like the Mahatma Gandhi National 

Rural Employment Guarantee Scheme (MGNREGS). In this context, for instance, CHILDLINE 
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seeks to make sure that children belonging to families that are linked to MGNREGS are not 

being trafficked. Hence, the rural model of CHILDLINE is more preventive than reactive. 

Challenges in Implementation 
The major hurdle in CHILDLINE’s operations

telecommunications sector has undergone a radical change in the last two decades. The rapid 

reduction in the number of publically available avenues for making phone calls poses a major 

challenge in areas where mobile phones’ penetration is still not extensive. In order to deal with 

this situation, CIF liaisons with the Ministry of Railways to install a dial

in each railway station. Any individual wishing to connect to 1098 can then do so 

lifting the handset of the instrument. Secondly, interconnectivity is another major challenge to 

CHILDLINE. Number portability does not apply to 1098. Therefore, in case of connectivity 

issues with BSNL, CIF cannot switch to another service provi

The CCC is an efficient but expensive way of handling CHILDLINE’s calls. Since funding is 

difficult to procure, currently there is only one CCC centred in Mumbai that caters to 30 cities 

in the northern and western regions of the country. The Elevent

50 lakhs per annum for the development of CCCs but that amount is insufficient for meeting 

the requirements of the programme since technology development and apparatuses involve 

heavy costs.  

Further, in many parts of the cou

hospitals and other agencies for providing care and protection to children. Even if 1098 is 

intimated of a child in need of urgent help and the CHILDLINE team is able to reach the child 

in time, the lack of efficient social welfare services defeat the entire purpose of the programme. 

According to the CHILDLINE team, the Child Welfare Committees in every city, which are 

manned by members from within the government and civil society and have the powe

decide whether the child should be sent back to his/her family or to a shelter home etc, do not 

function properly in most of the places. This is largely because economic development in India 

is vastly uneven and budgetary priorities of different state

one another. Child protection and welfare rarely figures as a top priority in this scheme of 

things.  

CIF’s data reveals that there has not been much success with prosecution of traffickers and 

abusers; the number of FIRs lodged is much lower than the actual cases that have taken place. 

This is due to a variety of reasons

able to follow through on lengthy and tedious procedures, gaps in coordination with state

child protection mechanisms like the Child Welfare Committees (CWC), labour departments, 

Transparency and Accountability

Governance Knowledge Centre 

Promoted by Department of Administrative Reforms and Public Grievances 

Ministry of Personnel, Public Grievances and Pensions 

Researched and documented by 

 

 

 

OneWorld Foundation India 

CHILD 

CHILDLINE

seeks to make sure that children belonging to families that are linked to MGNREGS are not 

being trafficked. Hence, the rural model of CHILDLINE is more preventive than reactive. 

Challenges in Implementation  
The major hurdle in CHILDLINE’s operations comes in the telecommunication sector. India’s 

telecommunications sector has undergone a radical change in the last two decades. The rapid 

reduction in the number of publically available avenues for making phone calls poses a major 

e mobile phones’ penetration is still not extensive. In order to deal with 

this situation, CIF liaisons with the Ministry of Railways to install a dial-less phone instrument 

in each railway station. Any individual wishing to connect to 1098 can then do so 

lifting the handset of the instrument. Secondly, interconnectivity is another major challenge to 

CHILDLINE. Number portability does not apply to 1098. Therefore, in case of connectivity 

issues with BSNL, CIF cannot switch to another service provider.  

The CCC is an efficient but expensive way of handling CHILDLINE’s calls. Since funding is 

difficult to procure, currently there is only one CCC centred in Mumbai that caters to 30 cities 

in the northern and western regions of the country. The Eleventh Five Year Plan allocated INR 

50 lakhs per annum for the development of CCCs but that amount is insufficient for meeting 

the requirements of the programme since technology development and apparatuses involve 

Further, in many parts of the country there is no well-functioning system of shelter houses, 

hospitals and other agencies for providing care and protection to children. Even if 1098 is 

intimated of a child in need of urgent help and the CHILDLINE team is able to reach the child 

he lack of efficient social welfare services defeat the entire purpose of the programme. 

According to the CHILDLINE team, the Child Welfare Committees in every city, which are 

manned by members from within the government and civil society and have the powe

decide whether the child should be sent back to his/her family or to a shelter home etc, do not 

function properly in most of the places. This is largely because economic development in India 

is vastly uneven and budgetary priorities of different state governments differ radically from 

one another. Child protection and welfare rarely figures as a top priority in this scheme of 

CIF’s data reveals that there has not been much success with prosecution of traffickers and 

lodged is much lower than the actual cases that have taken place. 

This is due to a variety of reasons- lack of resources and manpower within CHILDLINE to be 

able to follow through on lengthy and tedious procedures, gaps in coordination with state

ild protection mechanisms like the Child Welfare Committees (CWC), labour departments, 
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medical officials and police, as well as non adherence to standard operating procedures by 

partner organisations 

Way Ahead  
The Ministry of Women and Child Development, 

supporting the expansion of CHILDLINE to 305 districts of India by 2012. The service is 

currently in the development phase for the same. 

CHILDLINE’s future plans involve the establishment of a national database on child protection 

services in India to serve as a ready reference point for the government agencies, civil society 

organisations and interested citizenry working in related fields.

The CCC in Mumbai has proven to be an efficient way of handling the large volume of calls 

coming in to 1098. Despite the initial large costs involved in setting up of a CCC, the costs are 

offset in the long run. Therefore, current plans for enhancement of 

up of three CCCs at Delhi, Kolkata and Chennai to cater to the northern, eastern and southern 

regions respectively.  

Conclusion 
CHILDLINE India is unique in its focus on direct intervention on field to rescue children, 

extension of the service for long term rehabilitation of children, provision of trainings for 

children to ensure that they do not drop out of the system; all of these services are in addition 

to counseling and provision of information over the telephone. Further, C

a unique partnership model wherein all the relevant actors for protection of children

government, civil society organisations, academic institutions, corporate sector, and the 

children themselves- have found a common platform for i

Research was carried out by the OneWorld Foundatio

Documentation was created by Researcher, 

For further information, please contact 
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offset in the long run. Therefore, current plans for enhancement of the service involve setting 

up of three CCCs at Delhi, Kolkata and Chennai to cater to the northern, eastern and southern 
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Appendix A – Interview Questionnaire
Background 

1. In response to the lack of an emergency service for children, CHILDLINE was launched by 

the Department of Family and Child Welfare and 

of both these organisations in launching CHILDLINE

the pilot - duration, location, stakeholders involved, working model, targets, achievements, 

challenges and funding. 

2. The CHILDLINE India Foundation (CIF) was founded in 1999 to serve as the nodal 

organisation for CHILDLINE service. What is the organisational structure of CIF?

3. Who are the current stakeholders in the programme? Please specify their exact roles.

i. How do you identify the partner organisations that intervene on behalf of CHILDLINE 

at the grassroots?  

Working Design 

4. According to our research, the most important components of CHILDLINE are a 24 hour 

helpline at 1098, the CHILDLINE Contact Centre, awareness campaigns, an

skill building activities for rehabilitation of children. Are there any other activities that 

CHILDLINE is involved with?

5. CHILDLINE 1098 helpline

i. Please provide technical details about th

ii. How was the helpline made toll free feature for the users? How was cooperation 

procured from private service providers?

6. What is the idea behind organisation of a monthly Open House? Please provide details

frequency of organisation, participants, and proceedings. 

7. What is ‘city mapping’? How is it carried out? 

8. CHILDLINE Contact Centre (CCC)

i. What necessitated the establishment of the CCC? 

ii. Are all calls to 1098 routed through the CCC now? If not, how many cities are connecte

to the CCC? How does the system work in the remaining cities?

iii. What is the organisational structure of the CCC? 

iv. Is any form of training provided to the CCC operators?

v. Compared to the previous

number of calls, connectivity, ease of use to the callers, 

9. CHILDLINE’s work extends to providing rehabilitation to children after their emergency 

needs have been met. Can you explain the

Transparency and Accountability

Governance Knowledge Centre 

Promoted by Department of Administrative Reforms and Public Grievances 

Ministry of Personnel, Public Grievances and Pensions 

Researched and documented by 

 

 

 

OneWorld Foundation India 

CHILD 

CHILDLINE

Interview Questionnaire 

In response to the lack of an emergency service for children, CHILDLINE was launched by 

the Department of Family and Child Welfare and TISS, Mumbai in 1996. What was the role 

of both these organisations in launching CHILDLINE pilot project? Please provide details of 

duration, location, stakeholders involved, working model, targets, achievements, 

LDLINE India Foundation (CIF) was founded in 1999 to serve as the nodal 

organisation for CHILDLINE service. What is the organisational structure of CIF?

Who are the current stakeholders in the programme? Please specify their exact roles.

y the partner organisations that intervene on behalf of CHILDLINE 

According to our research, the most important components of CHILDLINE are a 24 hour 

helpline at 1098, the CHILDLINE Contact Centre, awareness campaigns, an

skill building activities for rehabilitation of children. Are there any other activities that 

CHILDLINE is involved with? If yes, please provide details about the activities. 

CHILDLINE 1098 helpline 

Please provide technical details about the functioning of this helpline. 

How was the helpline made toll free feature for the users? How was cooperation 

procured from private service providers? 

What is the idea behind organisation of a monthly Open House? Please provide details

nisation, participants, and proceedings.  

What is ‘city mapping’? How is it carried out?  

CHILDLINE Contact Centre (CCC) 

What necessitated the establishment of the CCC?  

Are all calls to 1098 routed through the CCC now? If not, how many cities are connecte

to the CCC? How does the system work in the remaining cities? 

What is the organisational structure of the CCC?  

Is any form of training provided to the CCC operators? 

the previous system, what has been the impact of the CCC in terms of 

number of calls, connectivity, ease of use to the callers, and costs to the funding bodies? 

CHILDLINE’s work extends to providing rehabilitation to children after their emergency 

Can you explain the rehabilitation activities offered by CHILDLINE?
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In response to the lack of an emergency service for children, CHILDLINE was launched by 

TISS, Mumbai in 1996. What was the role 

? Please provide details of 

duration, location, stakeholders involved, working model, targets, achievements, 

LDLINE India Foundation (CIF) was founded in 1999 to serve as the nodal 

organisation for CHILDLINE service. What is the organisational structure of CIF? 

Who are the current stakeholders in the programme? Please specify their exact roles. 

y the partner organisations that intervene on behalf of CHILDLINE 

According to our research, the most important components of CHILDLINE are a 24 hour 

helpline at 1098, the CHILDLINE Contact Centre, awareness campaigns, and training and 

skill building activities for rehabilitation of children. Are there any other activities that 

If yes, please provide details about the activities.  

e functioning of this helpline.  

How was the helpline made toll free feature for the users? How was cooperation 

What is the idea behind organisation of a monthly Open House? Please provide details- 

Are all calls to 1098 routed through the CCC now? If not, how many cities are connected 

system, what has been the impact of the CCC in terms of 

and costs to the funding bodies?  

CHILDLINE’s work extends to providing rehabilitation to children after their emergency 

offered by CHILDLINE?  
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Training  

10. Is there any training provided to individuals involved in the functioning of CHILDLINE? If 

yes, for each of the training programmes, please provide the following details

participants, resource persons, curriculum content, methodology

mechanisms after the training programmes. 

Funding 

11. According to our research, 

Development, GoI. Are th

Please provide a breakdown of the major heads of expenditure incurred per month/annum. 

Impact  

12. What have been the main challenges in the implementation of CHILDLINE? How has CIF 

dealt with these?  

13. Working with allied system agencies i

do you ensure cooperation and 

14. Are there any enhancements in the planning?  
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Is there any training provided to individuals involved in the functioning of CHILDLINE? If 

yes, for each of the training programmes, please provide the following details

participants, resource persons, curriculum content, methodology, funding

mechanisms after the training programmes.  

According to our research, CHILDLINE is funded by the Ministry of Women and Child 

Development, GoI. Are there any other sources for procuring funds for CHILDLINE?

Please provide a breakdown of the major heads of expenditure incurred per month/annum. 

What have been the main challenges in the implementation of CHILDLINE? How has CIF 

orking with allied system agencies implies direct involvement with the government.

do you ensure cooperation and prompt action from the police, hospitals 

Are there any enhancements in the planning?   
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Is there any training provided to individuals involved in the functioning of CHILDLINE? If 

yes, for each of the training programmes, please provide the following details- purpose, 

, funding and following up 

the Ministry of Women and Child 

for procuring funds for CHILDLINE? 

Please provide a breakdown of the major heads of expenditure incurred per month/annum.  

What have been the main challenges in the implementation of CHILDLINE? How has CIF 

direct involvement with the government. How 

action from the police, hospitals etc.?  


