Aarth-Astha 


THE AARTH-ASTHA DISABILITY HELPLINE

The Aarth-Astha disability helpline and walk-in service was launched in the year 2000. The AARTH- ASTHA helpline for persons with disabilities and their families is the first of its kind in the north. The objective is to try and reach out to as many people as we can and to enable them to access their rights- supporting them, wherever required, with information, referrals and counseling. The helpline is part of the AARTH-ASTHA Disability Information Resource Centre which houses information on disability and rehabilitation as well as development and policies.
Over the last seven years, AARTH- ASTHA has seen the impact of the help-line and the potential for it to become a very important resource. AARTH- ASTHA has been able to touch the lives of over 3000 people, linking them with professionals, organizations and support groups. The helpline is not merely a telephone service but has over the years worked with families who have walked in to the centre. The team at ASTHA has over the last fourteen years, worked closely with families of children with disabilities who are linked with the various ASTHA projects and programmes.

AARTH- ASTHA has also been able to share information on disability conditions and disability-linked needs and issues with them. More importantly, the AARTH–ASTHA team has been there to listen when people have wanted to share their experiences.

THE REACH OF THE HELPLINE
The AARTH-ASTHA Disability helpline has been receiving calls not only from Delhi and the NCR region that it serves, but from people living in States like Haryana, Punjab and Rajasthan to as far as Bihar, West Bengal and Karnataka. It has grown over the years and also widened its reach, despite the fact that it has never been advertised.
An analysis has shown us that Intellectual disability; Cerebral palsy and Mental Illness are the areas where information is most sought. [A detailed Analysis is attached as Annexure- 1]
PROCESS OF INFORMATION SHARING
It needs to be stressed that one call that the helpline takes, does not necessarily mean that the process stopped there. Very often that one call that we receive leads to a string of calls and a search for information. Some calls are required to be made to find out further information about the query, some to establish a linkage and then refer the person.
Some calls require us to find out information from different sources and then get back with comprehensive information – all this adds up in terms of number of calls and also the time that is required to get the right information from the right person.   

FOCUS AREAS OF THE HELPLINE
Besides taking calls, answering queries through email and working directly with people the helpline also needs to focus on the following areas:
· Collection and Collation of information
· Simplification of information
· Dissemination of information
· Analysis of the information
· Research

COLLECTION AND ORGANISING OF RESOURCE MATERIAL 
In terms of collection of material, the focus is on collecting information and material on all disabilities covered under The National Trust and the area of Mental Illness.

It is necessary to collect information on various aspects in order to be able to reach out proactively with comprehensive information. This information has to be then organized in a way so as to make retrieval of information faster and more effective.
REFERRAL LIST
Maintaining an up-to-date referral list with correct information is an essential part of the helpline.
It is also important to establish a contact with the organizations or specific people in the organizations to whom regular referrals are being made. This enables us to refer with more confidence.

The referral lists have to be updated regularly and names and numbers of new organizations added to it. 

The helpline also has to continue to E-mail people and organizations, requesting them to send in information about the work they do and about their organizations. 

CREATION OF MATERIAL & REACHING – OUT TO PEOPLE
When creating information material it is kept in mind that it is in Hindi, English and Braille. A copy of it can also be made available on CD. Other ways of making information accessible can be explored ex. More visual content so that people who are unable to read are able to understand it too.

· The helpline will create easily accessible material on various topics like the Disability certificate, schemes, education, employment and other areas where there are many referrals required. These will be one-page handouts that are put with the referral directory so that at least basic information about these can be given to the caller when s/he calls the first time. Detailed information can be given as follow-up calls or the person can be asked to come in to AARTH.                                              

Information on Schemes in the areas of Education, Travel facilities and concessions and some other benefits extended by the Delhi Government has been compiled. These hand-outs give basic information on how to access these schemes. 

DISSEMINATION OF INFORMATION
The information that the helpline collects, compiles and simplifies is to be disseminated through the helpline. Information is also emailed and disseminated through workshops and meetings.

ANALYSIS
An analysis of the queries received by the helpline is done every three months. This gives an indication of the areas to focus on and enables us to:
· Look at the number of calls and queries received through email under each area.

· To identify the areas where there is a need for information 

· This gives the helpline an indication of the area it needs to focus on. For instance if there are a lot of calls in the area of residential facilities, then we would need to update our referrals in that and also identify further areas of training that are required

· Monitoring and evaluating the reach and effectiveness of the service:
· Three monthly analysis will enable a better understanding of needs
· Feedback from clients who are willing to be contacted will be sought
· Source of referral will be an indicator on the reach of the helpline and its effectiveness.
DEVELOPING LINKAGES, CONDUCTING AND ORGANIZING MEETINGS AND WORKSHOPS 
This is an area that the helpline will be working towards developing.

· Establishing groups of professionals, ex a panel of lawyers, doctors, psychologists, other helplines etc. These groups can be developed and a meeting can be organized around relevant areas and topics.  

· Similarly, a group of Parents can also be established. They can also be developed into a panel to which some calls can be referred for further information.

· These groups can be used as referral base for the helpline too.

· Reaching-out through sharing of information: once in six months, organise a meeting with a group on an area that emerges from our trend analysis ex. If the calls and other interaction with people indicate a lot of queries around institutionalization, then a meeting of parent groups could be called and all issues surrounding that discussed.
· Develop linkages with other Helplines [ Already has linkages with Helpline in Delhi and the NCR such as the Childlines, Sahyog, TARSHI, Senior citizens helpline and others]
GUIDELINES FOR TAKING CALLS
When we talk to a person over the phone, there are certain guidelines that need to be followed. A kind of checklist that can be used for easy reference has been developed by The Aarth-Astha Helpline. (Please refer to Annexure 2) This is a list that can be added to as the Helpline gains more experience. 
The Aarth-Astha Helpline emphasizes the importance of maintaining confidentiality. Confidentiality must be maintained even as the helpline extends its services. This will be ensured by:

· Changing names in case studies
· Ensuring that the helpline documents are available only to a select group of people to maintain confidentiality

2008- 2009
Further funding will enable the Helpline to extend its scope and reach out to people in Northern India while continuing to form linkages with information- providing organizations across the country.
THE HELPLINE WILL BE FURTHER ENABLED TO:
· Develop linkages with organizations in North India. In Year One the Helpline will focus on the states of Uttar Pradesh and Haryana, besides Delhi.
· Linkages with organizations in two states in Northern India will provide a base and enable Aarth-Astha to:
· Proactively reach out with information
· Link people contacting the helpline to these organizations across Northern India
· The helpline team will need to collect information on organizations, Schemes and facilities from the various states in North India. Linkages with the National Trust registered organizations will facilitate this process.
· Collect, collate, simplify and create information hand outs and proactively reach out with information to people through the helpline and organizations in the states.

· Develop formation of at least two support groups
HOW THE HELPLINE WILL REACH OUT
· Take calls

· Meeting with people and families who walk in

· E-mails – The Aarth-Astha Helpline has been receiving and answering queries though e-mails. The email dedicated to the helpline is : aarth.helpline@gmail.com 

TRAINING OF THE HELP-LINE TEAM 
· Establishing systems and guidelines for the helpline 
· Training in counseling skills for the new members of the helpline team.
TIMINGS OF THE HELPLINE
The first six months: 
9am to 4 pm

After six months:   

Look at the possibility of the addition of another line
An answering machine facility will be available from the beginning. The analysis of the calls and the time when it was made will help in the Identification of the time slots when the largest number of calls come and plan further lines or extension of hours.

The possibility of installing an Interactive Voice Response system will be looked into after Year One.

STAFF REQUIRED
2008-2009
· Programme coordinator/ Manager
· Two Helpline counselors
BUDGET FOR THE YEAR 2008-2009
	1  (a)              HELPLINE PERSONNEL

	Salaries / month
	
	months
	
	Amount

	
	Programme Manager - helpline               1                              
	12000
	
	12
	
	   1,44,000

	
	Helpline Counselor                                  2                        
	    2 x 8000
	
	12
	
	1,92,000

	
	Total
	
	
	
	
	3,36,000

	1 (b)                 ADMINISTRATIVE COSTS


	
	
	
	
	

	Particulars
	Cost per month
	
	months
	
	Amount

	
	Printing/stationery/computer cartridges
	2000
	
	12
	
	24 ,000

	
	Local travel
	2000
	x
	12
	
	24 ,000

	
	Postage/ courier
	300
	x
	12
	
	3, 600

	
	Telephone and Internet charges
	2 x 5000
	x
	12
	
	1,20, 000

	
	Audit Fee
	2000
	
	
	
	2 ,000

	
	Bank charges
	100
	x
	12
	
	1 200

	
	Centre Rent and Maintenance (Electricity, water etc )
	15000
	x
	12
	
	1,80, 000

	
	Total
	
	
	
	
	 3,54, 800

	1 (b)                                    CAPITAL


	
	
	
	
	

	Particulars
	Unit
	
	Price / Unit
	
	Amount

	1
	Workstations
	4 no.
	
	4000
	
	   16, 000


	2
	Chairs
	     6 chairs   
	
	1000/-
	
	6 000   

	3
	Computer 
	1 no.
	
	22,000
	
	   22, 000

	4
	Printer with scan and fax facility
	1 no.
	
	7500
	
	      7,500

	
	
	
	
	
	
	

	
	Total 
	
	
	
	
	51,500


	
	Total for the 1st year


	
	
	
	
	7,42,300



