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Frequently asked Questions 

Modern Slavery Helpline and Resource Centre 

  

   

 

 

  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 This document has been developed to provide answers to a range of questions relating to 

the setting up and running of the Modern Slavery Helpline and Resource Centre.  
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1. General  

Why have you decided to set up a new helpline?  

The modern slavery helpline run by the NSPCC was set up in July 2014, to support 

a national TV campaign aimed at raising awareness of modern slavery in the UK.  

The aim of the new helpline is to raise awareness of the issue and provide an 

ongoing central point of contact for anyone wanting to access information, advice 

and support relating to all aspects of modern slavery.  The new and enhanced 

helpline aims to provide even better services to victims, the public and frontline 

professionals. 

 

What will happen to the NSPCC Modern Slavery Helpline?  

The number for the Modern Slavery helpline remains as: 08000 121 700.  The 

number has been transferred from the NSPCC to Unseen, who now operate the 

helpline.  

 

Is this a continuation of the NSPCC helpline?  

The new modern slavery helpline retains the existing helpline number operated by 

NSPCC until October 2016 but provides a more comprehensive service to victims, 

statutory agencies, the public and businesses as well as new analytical capabilities 

that will assist law enforcement in bringing slave-drivers to justice.    

 

When did the helpline start operations?   

The enhanced Modern Slavery Helpline started taking calls from Monday 10 October 

2016 and operates 24/7, 365 days a year, taking calls from across the UK.  

 

Who operates the helpline?  

Award winning charity Unseen operates the helpline, with technical assistance from 

Polaris and start-up funding from Google.org.  Unseen is a modern slavery charity 

directly supporting victims in the South West of England. Unseen also helps to equip 
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stakeholders with the skills and tools to identify and support modern slavery victims 

as well as influencing and contributing to government policy.  

 

Who is Unseen?  

Unseen is a modern slavery charity working towards a world without slavery.  We 

believe that modern slavery has no place in the 21st century and everyone has the 

right to live a life free from abuse, exploitation and suffering. Each of us has a 

responsibility to prevent modern slavery from happening in our communities and our 

lives. With direct experience of dealing with survivors who have faced unimaginable 

abuse we understand the uniqueness, sensitivities and complexity of handling these 

difficult crimes.  

 

What is the purpose of the helpline? 

The purpose of the helpline is to provide a central point of contact for anyone who:  

• may be a victim of modern slavery,   

• has encountered a potential victim,   

• wants to report a suspicion or   

• wants further information and advice.   

The helpline is staffed by trained specialists who provide a central point of contact 

for anyone wanting information, advice and guidance on all aspects of modern 

slavery.  Where the helpline receives a call from a caller on a related topic, such as 

domestic abuse, honour-based violence or FGM, the caller will be referred by the 

helpline adviser to the service or services most appropriate for the individual. 

 

What is the mission of the helpline?  

We want to work collaboratively with partners, agencies and other organisations to 

break down the current barriers and silos around modern slavery; we want to create 

an environment and service where people feel safe to seek help and information; 

and we want to provide a central hub of information and intelligence that can inform 

the national picture and help direct resources to where they are most needed.  

Ultimately, our mission is to end modern slavery in our lifetimes.  
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What is the helpline’s vision?  

Our vision is clear – to end modern slavery.  We want to help, advise and support 

potential victims of this insidious crime out of situations of exploitation and to prevent 

more people from becoming victims of modern slavery in the first place.   

 

What is BT’s role in supporting the helpline? 

British Telecommunications (BT) are a founding partner of the helpline.  BT has 

provided crucial support to Unseen in setting up the helpline and providing office 

furniture, high tech telephony equipment and vital IT support.  BT continues to 

provide much needed on-going support to the helpline.  
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2. Selection Process  

Why was Polaris involved in establishing the UK Modern Slavery helpline?   

Google and Polaris made an offer to the then Home Secretary, the Rt Hon Theresa 

May, to establish an enhanced modern slavery helpline in the UK that would be 

modelled on a similar helpline (the National Human Trafficking Hotline) that Polaris 

runs in the US. Polaris ran a competition to identify a UK-based NGO to operate the 

UK-wide modern slavery helpline.  Polaris was invited to run the competition 

because of their experience of running the National Human Trafficking Hotline for 

the United States.   

 

Which organisations were invited to bid to run the helpline?  

Polaris initially invited 16 UK-based NGOs to bid to run the modern slavery helpline.  

A further two NGOs expressed an interest in running the helpline and submitted 

bids.  In total, seven bids were received from which four finalists were selected after 

the initial round of evaluation. Those finalists provided additional information and one 

final winning bid was selected.  

 

Who ran the bidding process and developed the bid criteria?  

Polaris ran the entire bidding process, from setting the criteria against which bids 

would be assessed through to assessing the bids and choosing the winning bid. The 

bids were assessed against set criteria and involved several stages to identify the 

NGO who would be selected to run the helpline.  

The primary selection criteria that were included in the Solicitation for Statements of 

Interest document were:   

 Experience in the anti-slavery field;   

 Network and depth of relationships with stakeholders in the anti-slavery field 

across sectors, forms of slavery, and perspectives;  

 Experience with providing direct services and/or capacity to connect potential 

victims of all forms of modern slavery with necessary services (foreign 
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nationals, UK Citizens, adults and children, men and women, victims of sex 

and labor trafficking, and LGBTQ-specific services);  

 Synergy between a modern slavery helpline and organisational mission and 

priorities;  

 Infrastructure and/or other sustainable resources; or ideas about how to 

mobilize these to support the operation and maintenance of a 24/7 call center;  

 Ability to build connections across the UK, including Northern Ireland, 

Scotland and Wales. Each of these areas was then broken down into sub-

criteria that were further evaluated:  

 TIP Experience 

o Depth of experience with Trafficking in Persons 

o Victim Centeredness  

o Potential for Survivor Engagement  

 Networks  

o Connection to Government  

o Connection to Law Enforcement  

o Connection to Civil Society  

o Strength of the Advisory Board  

o Membership in TIP-related Coalitions 

o International Partnerships 

 Population Specific Experience With 

o Foreign Nationals  

o UK Citizens 

o Children  

o Men  

o Women  

o Sex 

o Labor  

o LGBTQ 

o Cultural Competency  

o Experience/Depth of understanding on how to provide direct services  

 Mission Fit 

o Scope of vision of hotline impact  

o Scope of vision of impact of data  
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o Hotline fit with existing work/organizational strategy  

o Comprehensive vision for fighting TIP in the UK 

 Resources  

o Clarity and capacity to execute on hotline operations 

o Sensible staffing plan  

o Experience running helplines  

o Experience managing large grants 

o Experience/potential for securing private sector investment  

o M&E and Program Evaluation resources  

o Interpretation resources  

o Marketing and outreach plan/resources  

o Call centre space viability 

 UK Reach  

o Direct experience in devolved areas.  

o Partnerships in Northern Ireland, Scotland, and Wales  

 

How was Unseen selected?   

Polaris undertook a rigorous and comprehensive selection process based on the six 

primary criteria and 34 sub-criteria listed above. Organisations submitted an initial 

Statement of Interest, organisational budget, references, and other supporting 

documentation.  Finalists were also asked to submit answers to several additional 

questions related to their specific bid.  Quantitative ratings were assigned by an 

internal selection committee of Polaris’s executive and senior staff.  In addition to the 

written submissions, the selection committee also reviewed required references for 

each group and solicited 2-4 additional references by organisations or individuals not 

submitted by the original bidder.  

 

What is Polaris’s role in the UK helpline going forward?   

Polaris is administering the grant funds provided by Google to support the Helpline in 

its first year+ of operation.  Polaris is also providing technical support and Polaris 

staff have been on the ground in the UK supporting the ongoing development of the 

project.  The UK helpline will also feed into the Global Human Trafficking Hotline 

Consortium operated by Polaris.  
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Why did the UK Government not undertake the bidding process themselves?  

The Government is committed to doing what is best for victims, in pursuit of its 

commitment to end modern slavery. The partnership between Google and Polaris to 

establish an enhanced helpline in the UK offers an opportunity to deliver a 

significantly enhanced, world-leading service to victims, the public and law 

enforcement. 

 

Who was responsible for making the ultimate decision to award the helpline?  

The decision to award the bid was made by Polaris following the rigorous 

assessment process outlined above. 

 

What role did the Home Office have in deciding who would run the helpline?  

The Government had no role in deciding who would run the helpline.  The decision 

was made by Polaris, based on criteria they had developed from their experience of 

running the National Human Trafficking Hotline in the U.S. over the last nine years.    
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3. Operations  

When is the helpline open?  

The helpline can be accessed 24/7, 365 days a year.  

 

Is it operating 24/7, 365 days a year now?   

Yes, it has been operating since 10 October 2016.  

 

Where does the helpline take calls from?  

The helpline is a UK-wide helpline and takes calls from England, Wales, Scotland 

and Northern Ireland.  If a caller calls from outside the UK we will respond by 

providing advice, information and support, based on their particular circumstances.  

Where the caller may be calling in relation to an issue outside of the UK we will 

identify a relevant NGO or helpline operating in that jurisdiction to support the caller, 

and provide a warm handover where that is appropriate and possible. 

 

Is the helpline number free to callers?   

Yes. The helpline number 08000 121 700 is free to call from any UK landline or 

mobile  phone.  You can also contact us by email or through our online reporting 

form on our website www.modernslaveryhelpline.org.  

 

Is the helpline anonymous?   

The helpline is confidential rather than anonymous.  This means that a person can 

call the helpline but does not have to give their name or their contact details if they 

don’t want to.  Look at our confidentiality policy for more details.   

 

When will you pass information to the Police?   

We will not divulge personal information to the police or any other organisation or 

agency if a caller does not want us to.   The exception to this is where a caller is 

reporting an immediate threat to life or if there is a minor involved.  In these 

particular situations, we will contact the police and relevant safeguarding teams to 
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ensure the safety of the caller or another person. If a caller does not want their 

personal details to be shared with the police or other agencies we will not share 

them. Each case will be assessed based on the circumstances being reported by the 

caller.   

 

Will you share personal data with the immigration authorities?  

No, we will not share any personal data with UK Visas and Immigration or the wider 

Home Office.   

 

Who can contact the helpline?   

Anyone who requires help, advice or information about all aspects of Modern 

Slavery can contact the helpline.  This includes members of the public, potential 

victims, statutory agencies and businesses.   

 

What help can you offer to potential victims?  

The helpline provides a range of support to help potential victims. Callers who are 

potential victims can be offered helped to consider their options; access crisis 

assistance; safety planning; emotional support, help with access to critical social and 

legal services and help to connect with law enforcement agencies to get out of a 

situation and stay safe.  The helpline can also warm transfer potential victims to 

other services and support providers including providing help to access the National 

Referral Mechanism. Using the helpline directory of services, we can signpost and 

support potential victims to get help and support linked to their circumstances and 

their location in the UK.  

 

Isn’t the helpline just one of many helplines available to callers and potential 

victims?   

There are other local helplines available that are specific to certain organisations. 

The UK Modern Slavery Helpline and Resource Centre (MSHRC) is the only national 

helpline specialising in advice, help and support on all aspects of modern slavery 

across the UK.   

 

 

 



12 
MSHRC FAQs document                                                                                          February 2017 

How will the helpline be advertised and made known to the wider UK Public?   

We are working with a wide range of partners including NGOs in the sector, the 

police, Police and Crime Commissioners, local authorities and the NHS.  We will 

raise awareness through social media, through promotion via partners and 

supporters and through materials which advertise the Modern Slavery Helpline.  We 

are also working with the media to raise awareness through radio and TV. 

 

Can NGOs advertise the helpline number on their materials?  

Yes.  We are keen to discuss with NGO partners how we can advertise the helpline 

number through their own materials.  For example, we have partnered with A21 on 

their ‘Can you see me’ campaign which includes the helpline number.  We have a 

small budget to develop materials and communications and have produced a range 

of helpline materials to raise awareness such as posters, keyrings, leaflets and 

window stickers. We will use existing communications channels to maximise our 

reach. 

 

How will you measure performance of the helpline?   

We will measure performance of the helpline in a number of ways.  We are recording 

helpline calls to assist with ongoing training of helpline advisers.  We will analyse the 

data recorded from helpline calls to ensure they are being handled effectively and 

the right actions are being taken on each case.  Advisers will be regularly evaluated 

using a set of standards and the helpline is supervised by specialist staff.  Each case 

recorded by the helpline team is reviewed to ensure we maintain a consistent high 

quality of response.  We are also seeking feedback from partners to ensure we are 

making referrals in an appropriate and timely manner.  We will continue to monitor 

the performance of the helpline to ensure it aligns with wider policies and practices 

such as the National Referral Mechanism and through policing and local authorities.   

 

What if I do not have credit on my phone? Can I still call?   

Calls in the UK from mobiles and landlines will be free so you can use your mobile 

phone to call even if you don’t have any credit.   
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Is there any other way to contact the MS Helpline and Resource Centre other 

than via phone?   

Yes.  As well as contacting us by telephone on 08000 121 700 you can also send 

an email to our email address at info.mshelpline@unseenuk.org or contact us via 

the contact page on our website http://www.modernslaveryhelpline.org/contact-us  

 

What if I do not speak English?   

Callers can contact the helpline regardless of what language they speak.  The 

Helpline has access to telephone interpreters who provide over 80 different 

languages.  The helpline adviser will stay on the line with you to facilitate the 

discussion and ask relevant questions through the interpreter. Please be aware that 

there may be a short delay whilst we connect to our interpreting service.  We also 

seek team members who can speak other languages (this may vary as helpline 

personnel change) and we may call on their language skills as available and 

required.  

 

Must I be a UK citizen to call the Helpline?   

No, the helpline is available to anyone who needs help, support or guidance related 

to modern slavery, regardless of their situation, background, nationality, ethnicity, 

religion, sexual orientation, immigration status or gender.   

 

Will the Helpline notify the authorities if they learn of an individual working in 

the UK without an appropriate visa?   

The helpline will never pass on any personal information to the immigration 

authorities. The role of the helpline is to support callers with issues related to Modern 

Slavery and Human Trafficking. If a caller seeks support from the National Referral 

Mechanism (NRM) (the Government-funded support system for potential victims of 

modern slavery) their details may be shared by the NRM competent authorities (UK 

Visas and Immigration and the National Crime Agency) with the police and 

immigration authorities or other relevant authorities in order to assist in the 

identification and decision-making process.  The helpline makes callers fully aware 

of this prior to making any decision about seeking help through the NRM.  The 

helpline will NEVER share personal information directly with immigration authorities 

or the police, unless the individual gives their specific consent. 
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Does the MS Helpline offer immigration advice?   

No. The Helpline is not qualified to provide immigration advice.  Immigration advice 

can only be given by those who have been fully trained. For those wanting 

immigration advice we will signpost callers to wider immigration services. The office 

of the immigration services commissioner regulates immigration advisers and makes 

sure they meet certain standards. OISC maintains a register of the immigration 

advisers that they regulate.  

 

Can you provide advice about someone wanting to travel to the UK to work?  

Yes, the helpline can provide general advice to someone wanting to travel to the UK, 

for example where a job offer has been made to the person.  

 

Can I call the MS Helpline more than once?   

Yes, absolutely. We are available 24/7, 365 days a year.  Callers can call whenever 

they need to speak to a trained adviser about an issue of modern slavery.  When 

you call the helpline you will be given a unique case reference number which you 

can quote if you need to contact us again about the same case.  

 

How can I find out if someone called the MS Helpline about me or about a 

case?   

The Modern Slavery Helpline and Resource Centre operates a confidential service.  

We will never share personal information about our callers with others who call the 

helpline.  This includes not confirming that someone has or has not contacted the 

helpline. 

 

Will the MS Helpline call me back?  

The MS Helpline is predominantly an inbound contact centre, however in some 

circumstances we may call our callers back if agreed beforehand. We would never 

call someone back without their prior agreement.   
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Why are the calls recorded?  

We record helpline calls for two reasons: to safeguard the caller and for training 

purposes. Helpline management will review a percentage of calls to ensure that 

correct advice and information is routinely given by the advisers.  To safeguard 

callers we may recall a recording of a call where important information has been 

omitted from the call notes or certain information from the call is unclear.   

 

Will the recordings be provided to third parties?  

Call recordings will not be provided to third parties.  Recordings will be used for 

internal purposes only and deleted after 30 days.   

 

How long will you keep the recordings?  

We have decided only to retain call recordings for a period of 30 days after which 

time they will be deleted.  The helpline will not store recordings on its own systems 

or on portable devices to maximise security.  All call recordings will be maintained by 

BT and deleted after the agreed time.   

 

How many calls have you taken so far?  

In our first three months of operation we received over 470 calls.  These calls 

comprise of calls from potential victims, statutory agencies and members of the 

public.  We have dealt with situations involving domestic servitude, sexual 

exploitation and forced labour across a wide range of locations in the UK.  

 

Who is calling into the helpline?  

We have had a range of callers, including potential victims, statutory agencies, 

businesses and members of the public wanting to report tip-offs.  

 

How many calls can you handle at one time?  

During our busy times, the helpline can handle up to five calls at once.  We will 

increase our helpline advisers as demand for the service increases.  We are already 

recruiting bank staff and additional part-time staff to manage busy periods.  
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When are your busy times?  

Generally, our busy times are mid-morning and mid-afternoon during weekdays 

(Monday to Friday).  Weekends (Saturday and Sunday) are usually less busy.  We 

will continue to monitor call volumes to ensure we can respond to any spikes or 

increase in demand.  

 

How quickly can you deal with an emergency?  

In an emergency, we would advise the caller, in the first instance, to dial 999.  If they 

cannot, the helpline adviser would alert the helpline management to the situation 

and a response would be instigated immediately and any immediate follow up action 

taken within two hours.  

 

What about other cases?  

For any urgent case, the helpline will respond within 24-48 hours depending on the 

facts of the case and the situation being reported.  For all routine cases including tip-

offs, information will be provided to the relevant authorities within 72 hours.    

 

What will you do if the police or local authority haven’t acted on a case you 

have referred? 

Where the police or local authority hasn’t acted on a referral, the helpline will seek to 

ascertain why and encourage the relevant agency to act quickly where that is 

appropriate. Where the grounds for delay in acting on a referral are considered 

unreasonable or the failure to act may increase the risk to a potential victim, the case 

will be escalated to the helpline management for consideration of next steps.  The 

helpline management may contact the relevant agency to encourage action or may 

seek an alternative route to raise the issue with the relevant individuals (such as the 

national policing lead). 
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4. Funding  

Who is funding the helpline?   

Google.org has provided £1 million in funding which will cover the start-up and 

operating costs of the helpline and the technical assistance provided by Polaris.  

 

How much has been paid by Google to set up the helpline?   

£1 Million has been made available by Google.org to fund the helpline.  

 

How much funding has been made available to Polaris to support the 

establishment of the UK helpline?  

Polaris has received 25% (£250k) of the total funding made available by Google to 

run and manage the selection process, provide technical systems infrastructure, and 

provide ongoing guidance and technical expertise on the set-up and operation of the 

UK helpline.  

 

Why is the Government not funding the helpline?   

The Government is committed to doing what is best for victims, in pursuit of its 

commitment to end modern slavery. The partnership between Google and Polaris to 

establish an enhanced helpline in the UK offers an opportunity to deliver a 

significantly enhanced, world-leading service to victims, the public and law 

enforcement.  

 

How will the helpline be funded once the initial funding has expired?   

We are looking at a range of funding streams to ensure the helpline is sustainable in 

the longer term.  This includes trust funds, corporate sponsorship, fundraising events 

and individual donations. We have already secured some corporate donations and 

will continue to seek further donations to ensure the viability and sustainability of the 

helpline in the long term.  
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Will the tisc central registry fund the helpline?   

No.  We have decoupled the helpline from the tiscreport central registry funding 

model.  

 

Why have you decoupled the helpline and central registry?  

We have decoupled because of concerns raised by some stakeholders that the 

helpline should not be funded in this way.  Cross-partner support is vital for the 

helpline to succeed and so we have decided to remove this funding stream.   

 

What impact will the decoupling have?  

We are already in the process of identifying a range of long-term sustainable funding 

options from a wide range of sources and have already secured some corporate 

funding for the next three years.  We will continue to identify a range of opportunities 

to put the helpline onto a sustainable footing. 

 

Will the UK Government pay for the helpline if there is no funding available?  

The Government is not funding the helpline and has no plans to do so in future. 

 

How much will the helpline cost year-on-year?  

Our indicative yearly budget is approximately £550k, depending on expansion of the 

service to meet demand.  We expect our costs to increase over time as we take 

more calls. 

 

What does that cost comprise?  

The largest share of the helpline cost is staffing costs and running costs/overheads, 

including rent, facilities, IT and staff supervision.     
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5. Helpline Logistics  

  

What skills have you sought in recruiting for the helpline?  

We have sought a range of skills and experience in recruiting our team members for 

the helpline.  Many of our staff have backgrounds in social care, charitable work, 

voluntary work, asylum support and health care as well as experience of working on 

a range of different helplines, such as Victim Support.  All our staff are tested 

throughout the recruitment and training phase to ensure they have the right 

communication, teamwork and organisational skills to perform the role effectively 

and provide a trauma-informed response to all types of helpline calls.  

 

What training have you provided to helpline staff?  

All helpline staff have undergone a three-week intensive training programme and 

must successfully complete several assessments before being allowed to take live 

calls on the helpline.  Training includes dealing with situations of trauma, related 

crime and self-care, and we have worked with a number agencies and organisations 

to ensure a wide breadth of understanding across the law enforcement, 

safeguarding, third sector and related landscapes.  Training and development is a 

live and ongoing process to ensure all helpline personnel keep their knowledge, 

understanding and skills up to date. 

 

What training will you provide to helpline staff going forward?  

We are committed to ongoing training for all staff and we hold regular refresher 

sessions, including through our regular monthly team meetings to ensure knowledge 

is maintained and improved and to share expertise and experience.  We focus on 

ensuring that all of the helpline personnel retain knowledge and understanding of 

safety planning, emotional support, trauma, assessment of modern slavery-related 

cases, dealing with cases involving minors and the support landscape including the 

National Referral Mechanism.  Our programme of continuous improvement also 

includes regular evaluation of performance and full supervision.  
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How many people are working on the helpline?   

We currently have 8 trained full and part-time helpline advisers working on the 

helpline and we are still actively recruiting for more advisers. We will carefully 

monitor call volumes to ensure the helpline team grows accordingly, to meet 

demand.   

 

What is the staffing structure for the helpline?  

We have 8 helpline advisers, two helpline supervisors and one helpline manager 

responsible for the day-to-day running of the helpline.  We are also recruiting for a 

case analyst who will be responsible for data quality/management and reports.  The 

helpline is overseen by an Executive Director.  

 

Where is the helpline based?   

The helpline is based in Bedfordshire.   

 

Why is the helpline based in Bedfordshire?  

We decided to base the helpline outside of London to minimise our overheads and 

maximise the start-up funding we received.  Siting the helpline outside of London 

means that our basic costs are significantly reduced.  Additionally, the helpline site 

offers the right infrastructure and travel links as well as an opportunity to access a 

talent pool drawn from the surrounding areas of Cambridgeshire, Bedfordshire, 

Hertfordshire and London. 

 

How can you access the right talent pool for helpline staff if the helpline is not 

based in London? 

We do not believe that we need to be based in London to employ talented and 

experienced helpline staff.  In fact, we have already attracted and employed helpline 

staff from a wide range of locations including London, Cambridge, and Glasgow who 

bring a vast range of talent, experience and skills in dealing with all situations of 

modern slavery.   
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6. Data and personal information  

Why do you collect data?  

We collect data to inform the overall picture of the nature and scale of modern 

slavery in the UK.  This in turn can support prevention measures by providing law 

enforcement agencies, the Government and other statutory agencies with a better 

understanding of how modern slavery manifests itself, where it is happening and the 

methods used to force, coerce and deceive people into exploitative situations.  

 

How will you ensure that the data recorded by the helpline is secure and safe?   

Our helpline data protocols and wider organisational protocols will ensure that our 

data remains safe and secure.  We use a secure Salesforce case management 

platform to record data and we do not retain paper files.  Data is stored on a cloud 

based solution on servers based in the UK. All helpline staff have been fully trained 

in data management, including data standards and data security.  

 

How long will you hold data?   

We will hold data for as long as necessary and reasonable.  Routinely, this will be for 

a maximum of seven years from the date of the last action on a case.  

 

What information will you capture?    

Information about each helpline call will be noted in our highly secure Salesforce 

database. Information about the caller and the situation they are reporting will be 

captured, regardless of whether they are a business, a potential victim, a member of 

the public or a statutory agency.  If a caller does not want to give their personal 

details, we will only record information about the situation.   

 

How will you set data standards and ensure reliable numbers?  

Our data standards protocol sets out how we capture information from a call or 

contact to the helpline.  To avoid over-estimating a potential situation MSHRC will 

always use the most conservative estimate when recording information.  For 
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example, if MSHRC receives a tip-off call about a potential situation of exploitation, 

and the caller is unsure of how many victims are involved exactly, and states that 

there could be a situation involving between 10-15 people, MSHRC will record the 

lower figure of 10. Where information is not known, it will be recorded as such on the 

MSHRC database.  MSHRC will not assume or estimate information that is unclear 

or unknown.  Each case recorded by the helpline will be internally quality assured to 

ensure data is recorded appropriately and accurately.  

 

Who will you share the data with?   

We will share strategic and aggregate data with relevant statutory agencies – the 

police and local authorities, and relevant support providers to inform the overall 

picture of modern slavery in the UK.  We will also share personal information with 

relevant agencies (with the callers consent) to ensure the safety and wellbeing of 

individuals and to prevent crime.  

  

How much data will be shared?  

We recognise the important balance between sharing data and maintaining 

confidentiality. To that end, we will provide strategic data to partners and we will not 

share personal information with third parties where the caller does not consent.  

However, where a person is in immediate danger or there are concerns relating to 

the safety and wellbeing of a child information may be passed on to a third party 

such as a local authority or the police for crime prevention and safeguarding 

purposes.  

 

Why might statistics be subject to change?  

All helpline data must be quality assured prior to publication to ensure it is recorded 

correctly and accurately.  In some cases, updated information may alter the nature 

or type of case recorded.  

 

What reports will be produced and published?   

We intend to produce a range of regular strategic reports.  These reports will set out 

information about the work of the helpline including: volume of calls; type of calls; 

type of callers; nature of exploitation; location of exploitation; and referral volumes.  
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How often will helpline data be published?  

Data from the helpline will be published monthly, quarterly and annually but only 

once the data has been quality assured.  Reports will not start to be published until 

sometime into 2017, to embed processes and ensure the quality of our data.  

Reports will be shared with Advisory Board members prior to publication. 

 

Are calls to the MS Helpline confidential?  

Yes.  All calls to the modern slavery helpline are confidential.  If a caller does not 

want to provide their personal details, they do not have to and we will respect their 

wishes.  The exceptions are where there is a threat to life or a minor is involved and 

at risk of harm.  We have a number of protocols setting out how we deal with such 

instances.  

 

Do you inform callers that their information is being recorded?  

When a caller calls the helpline, they receive a recorded message telling them that 

the call may be recorded for their own safety and for training purposes.  We include 

this message in the initial recorded message to ensure that all callers are fully aware 

of our intention to record all calls.  

 

Do you retain telephone numbers of callers?  

Yes, we retain the telephone number of callers to the helpline.  If a caller blocks their 

telephone number, it will not be recorded on the helpline database.  This situation 

may change as we look at improvements to our call answering functionality.  Where 

a caller calls the helpline, and does not provide their number, but is in immediate 

danger, the Police may request the number using certain police procedures from our 

telephony partner, BT.  This is in line with normal police procedures.  

 

Will you share personal information with other government bodies?   

No.  We will only share helpline data with other government bodies in an aggregated 

format to highlight the number and type of calls the helpline is receiving.  We will not 

provide personal information to other government departments or agencies.  
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Will your data be pooled with data from other government bodies and NGOs?  

Aggregated strategic data may be pooled with other agencies and organisation’s 

data to inform the overall picture of modern slavery in the UK.  However, we will not 

routinely share personal information from the helpline with other organisations and 

agencies to maintain confidentiality and to comply with Data Protection principles.   

We are working with several partners to identify how we might bring anonymised 

data together to support the Government’s work in tackling modern slavery.  

 

Does the Helpline track outcomes of slavery cases? How?   

The helpline does not track final outcomes of slavery cases.  However, we will follow 

up with the referral agency to ensure that, where a referral is made to an 

organisation or agency the referral agency has successfully received the referral and 

has engaged with the individual concerned.  The helpline is concerned to ensure 

that the caller is receiving the services they require and will continue to engage with 

the referral agency and the caller to ensure that this is the case.  The helpline will 

look for alternative services, as appropriate, where the original referral agency is 

unable to assist the caller. 

 

Will you ever track outcomes?  

Our intention is to bed down the helpline processes during the first six months of 

operation. We will then consider how we might build additional resources over time 

to track longer term outcomes for those who have contacted the helpline and have 

been supported into services or accommodation.  
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7. Engagement 

 Who have you engaged with in setting up the helpline?  

We have engaged with a wide number of partners including: the police; local 

authorities; Gangmasters Licensing Authority; NGOs; Crimestoppers; Wales 

Government; Northern Ireland Government; Scottish Government; the Home Office; 

and businesses.  We continue to work with a wide range partners to ensure we raise 

awareness and support for the helpline going forward.  

 

How will you work with NGOs in the future?  

We intend to establish an advisory group of NGOs, early in 2017, who can provide 

feedback and suggestions on the running of the helpline.  The group will meet 

quarterly and will help to inform and continually shape the helpline service to ensure 

it is meeting the needs of users.  

 

Which organisations will be represented on the NGO advisory group?  

We will encourage any relevant NGO to apply to participate in the NGO advisory 

group. With over 100 modern slavery and trafficking NGOs we will invite 

organisations to express an interest in participating to ensure we get wide 

representation.  

 

Who will oversee the running of the Helpline? 

In addition to the NGO Advisory Group, we are setting up an Advisory Board to 

oversee the running of the Helpline.  The Advisory Board will start to meet from early 

2017. 

 

Who will be on the Advisory Board? 

Members of the Advisory Board will comprise of representatives from the four UK 

countries, law enforcement agencies, health professionals, local authority personnel 

and business. 
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How will you promote the helpline?  

We have developed a long-term communications strategy to ensure the helpline 

number remains in the public domain.  We are also collaborating and partnering with 

several agencies and organisations to ensure that the helpline number is the central 

point of contact and can support any organisation or individual calling in the UK.  

 

Will you take calls from outside of the UK?  

Yes.  If a caller calls from outside of the UK we will identify as much information as 

possible, including why they are calling the UK helpline.  This will help to advise and 

inform the caller of potential next steps, including transferring them to organisations 

or helplines in the country they are calling from if that is relevant.  Further resources 

can be found through the Global Modern Slavery Directory.  

 

What help can you give to callers outside of the UK?  

Help and advice to callers outside of the UK will depend on the nature of the call.  

We are developing our directory of services to ensure that we have relevant contact 

details for NGOs based outside of the UK.  We will also use the Global directory of 

services established by Polaris, our technical assistance organisation.  We also work 

with embassies and organisations on the ground in other countries, where that is 

appropriate.  

 

Do you have any materials you can share with other organisations to promote 

the helpline?  

Yes.  We have posters, leaflets, desk cards, key rings and window stickers 

highlighting the helpline number and how the helpline can support potential victims, 

statutory agencies, the public and businesses.  We also have partner materials 

which promote the helpline, including posters and videos.  

 

 

How will you engage local authorities in this project?  

All local authority personnel have a responsibility to safeguard and protect 

individuals.  They also have a duty to notify the Home Office of any person they may 

come into contact with who may be a victim of modern slavery.  We are working with 

http://www.globalmodernslaverydirectory.org/
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local authorities to raise their awareness of the issue and know what to do if they 

think someone may be a victim.  If local authority personnel contact the helpline they 

are reminded of the duty to notify requirement and the National Referral Mechanism.   

 

Do you provide training to other NGO’s/ professionals to help build a greater 

awareness of the modern slavery issues?  

Yes.  We provide CPD accredited training to any organisation or individual wanting 

to know more about modern slavery and how they can spot the signs.  

 

What is the directory of services?  

The directory of services is a comprehensive list of organisations and agencies that 

we routinely engage with to help and support victims of modern slavery.  The 

directory consists of police and local authority contacts, wider services such as 

immigration advice and NGOs. We are encouraging all NGOs to be included in the 

directory of services to ensure that we have the widest coverage possible to support 

and help victims regardless of where they are in the UK. NGO partners are asked to 

complete a directory of services application form setting out the range of services 

they offer and to whom. 

 

Do you promote certain organisations who are included in the directory of 

services? 

No.  The directory of services enables the helpline to provide a range of services and 

support to individuals and organisations.  The purpose of the directory is to provide 

callers with information about the organisations they can engage with in their 

location to support them.  In providing information and advice to callers, we do not 

promote one organisation over another.  We ask all service providers to complete an 

application form and to provide a reference from another organisation or individual 

which confirms the services they provide.  This provides us with a level of assurance 

that the organisation is reputable and known within the sector for providing 

appropriate support and care. 

 

Have the service providers that you signpost or refer callers to been vetted?  

We have an application process for service providers to be part of the directory of 

services to ensure we understand their organisation and the services they provide.  
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We request a reference from a third party as part of our vetting procedure.  The 

application form can be obtained at www.modernslaveryhelpline.org.  

 

Will you be referring cases to the other programs of Unseen over and above 

other NGOs offering similar services?  

No.  The helpline will offer impartial information and advice specific to an individual’s 

needs, based on the services available and their location.  

 

How is this helpline different from other UK modern slavery helplines?   

Our helpline is the only UK-wide confidential Modern Slavery Helpline specialising in 

providing information, advice and guidance to potential victims, members of the 

public, statutory agencies and businesses on all aspects of modern slavery.   In 

responding to calls we provide safety planning, assess the risk of a reported 

situation, support access to relevant services, signpost to wider support and services 

for businesses and statutory agencies and inform and advise potential victims on 

accessing services through the National Referral Mechanism.  

 

Is this the only Modern Slavery Helpline in the UK?   

We are not aware of any other specialist modern slavery helpline operating across 

the UK.  

 

  

  

http://www.modernslaveryhelpline.org/
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8. Services  

What accommodation is available through the MS Helpline?   

Accommodation is not available through the helpline.  However, our helpline 

advisers can help callers safety plan, advise callers on the options available to them, 

and signpost or refer to wider support services and accommodation, including 

through the National Referral Mechanism.  

 

Can emergency accommodation be guaranteed where a person is in danger 

and the helpline makes a referral?   

MSHRC cannot guarantee any accommodation, but plays an important role in 

helping individuals understand their options and rights.  We work with callers to 

establish their needs, and link the caller to the most appropriate service provision 

based on their location and requirements.  The helpline will help the caller to connect 

with relevant services in their local area, however it cannot guarantee eligibility for 

services or the capacity of the provider.  

 

Will the helpline intervene or send someone to remove and/or collect potential 

victims of modern slavery?   

Helpline personnel will not intervene directly in any case reported to the helpline.  If 

the caller is in immediate danger they will be advised to hang up and dial 999. 

Where the helpline is alerted to a situation involving a potential victim who wants to 

leave a situation of exploitation and 999 is not appropriate, the helpline adviser will 

establish the facts of the case and escalate immediately to the supervisor or helpline 

manager for consideration.  The helpline will contact the relevant police force to alert 

them to the situation and may keep the caller on the line whilst doing so.  A risk 

assessment of each case will be undertaken to ensure the actions of the helpline do 

not make the situation worse or inadvertently put someone at increased risk.  
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If I am unable to leave an exploitative situation, may I still call the MS Helpline?   

Yes, absolutely. Helpline advisers will be able to help and advise regarding any 

situation of exploitation/slavery, regardless of whether the person feels able to leave 

the situation or not.  Helpline advisers can help callers to safety-plan to keep 

themselves safe, think through their situation and provide options to access support 

and information should they choose to do so.   

 

What should I expect when calling the MS Helpline?   

Callers to the helpline will be able to speak to a member of the helpline team in 

confidence. Our advisers will talk to you in a non-judgemental, professional and 

supportive manner to give help and advice about modern slavery-related issues.  If 

calling about a tip-off the helpline adviser will ask for further information about the 

situation, where it’s taking place and the callers proximity to it.  If a caller is a 

potential victim, the helpline adviser will check to see if the person is safe, seek 

more information about the situation and offer advice, guidance and support based 

on what the caller wants.  The helpline will also signpost to wider support services 

where a caller wants information relating to another issue, such as domestic 

violence or honour-based violence.   
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9. Children 

Can a child call the helpline? 

Yes, anyone can call the helpline. 

 

What happens if a child calls the helpline? 

If a child calls the helpline the helpline adviser will check to see if the child is safe 

and ascertain the reason for the call.  The adviser will advise the child that if they are 

in danger or at risk the helpline will need to contact the police regardless of whether 

they want the police involved, in line with our child protocols based on Data 

Protection principles.  Any referral will depend on whether the child is prepared to 

provide their personal details and the facts of the case.  Nevertheless, the helpline 

will continue the call with the minor, even where the minor does not wish to give their 

personal details.  The helpline will discuss the child’s situation with them and offer 

the appropriate support and guidance. 

 

What if the child says that by referring to the police they may be at greater 

risk? 

Any referral to the police or the local authority is only made following agreement by a 

supervisor and approval by the helpline management.  The helpline adviser will 

assess the situation and seek further internal advice as required.  We always take 

the approach of ‘do no harm’ and so may not refer a case to another agency if we 

believe that the child will be placed at increased risk. 

 

Will you involve the police in all cases related to children? 

We will refer any case to the police where a situation has been reported and a child 

is considered to be at risk of harm.  In making any such referral the helpline will 

always consider whether a referral would place the child at greater risk. 
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Will you involve the local authority in all cases related to children? 

We will refer any case (whether the case involves modern slavery or not) to the 

relevant local authority (relevant child teams) where a situation has been reported 

and a child is considered to be at risk of harm. In making any such referral the 

helpline will always consider whether a referral would place the child at greater risk. 

 

What happens if the child says they want to remain anonymous? 

The helpline will advise the child that they can remain anonymous if they wish and 

that the call is confidential.  The child will be encouraged to provide information 

about the situation and to call back or seek further help.  The advice given to the 

child will depend on the situation being reported.   

 

What will the helpline do if a child is indirectly involved in a situation of 

exploitation but is not in danger or any harm? 

The helpline will assess the situation and determine whether a child is at risk using 

the relevant helpline child protocol.  If we assess that there is no risk to the child a 

referral will not be made, unless the child specifically wants to be referred.  The 

situation will be assessed each time an activity is recorded on the case to ensure 

that the circumstances of any reported child has not changed.  Where there is doubt, 

a referral will be made to the relevant local authority or equivalent for safeguarding 

purposes. 

 

If you refer a case involving a child to the police or the local authority (or 

equivalent) what follow up action will you take? 

The helpline will contact the relevant local authority or equivalent agency at the time 

the referral is being made to them.  This is often within two hours of an urgent 

situation being reported to the helpline.  The helpline will then follow up any referral 

to the police or the local authority three days following the original referral date to 

ensure that action has been taken by the receiving agency. 
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What will you do if a child calls the helpline and they want to report a situation 

other than exploitation related to modern slavery? 

Our action will depend on the situation being relayed by the child.  If the child is in 

danger, we may ask them to hang up and dial 999 or keep them on the phone whilst 

we dial 999.  Where they are reporting another situation and they want to discuss 

this with someone we will seek to find the right organisation and undertake a warm 

transfer (connecting the child and introducing them to another helpline or 

organisation). 

 

We will continue with the call where the child is distressed or not willing to speak to 

another organisation or individual, or is likely to hang up.  Our primarily goal is to 

protect and safeguard the child.  

 


