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(YOUTH UNIQUE GROUP- YUG)
ELDER CARE GROUP (ECG)

1. INTRODUCTION

of HELPING is intended to provide 8 am to 8 pm seven days a week 365
a year immediate emergency response 1o {people in crisis Jgroup of needy people
and other groups like youths, <hil

al (linking with appropriate authority such as police, hospita

[dren, women,

schemes programs across the district/ state through a single uniform number.

1.2 Under the Helpline Scheme, the Umiversity will launch a hotline number connected
through a dedicated app initially in the district of Bilaspur and later on as per condition in the
entire state the service may be coordinated by the Guru Ghasidas Vishwavidyalaya.

i3 Initially the scheme is launched as a “Service Model” 1o serve the need of the target
hat is “Service cum Business Model’

eroups and later on it will work on a bina

2. PURPOSE OF THE IMPLEMENTATION GUIDELINES

2.1  These Guidelines have been developed to support all stakeholders/agencies who
would be involved in 1 are also it

s associated with the execution of the helpline scheme

ended to s¢rve as an

for official

effective reference

atthe ¢

the services to be provided under th e as well a5 steps in implementation. It also lays

received from

gand reporting formats for different levels. feedback
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4. OBIECTIVES

s of the Scheme ares

* To provide toll-free 8 am to 8 pm telecom app-based service to PIC- People in
Crisis seeking support and information.
- ?&assz%mwe;%;zms&&z&z&mgamésge&ﬁe
needs- medical, physieal, psychological, legal, recreational
uality time spending etc

¢ To provide information about the appropriate support services, government schemes
&ﬁd i
the local area in which they reside.

available te the PIC- People in Crisis in their pa

5 TARGET GROUP

The beneficiary group of this helpline will be preferably in the initial stage the senior citizens
60 years and above and the other groups (vouth, women, and different]
r district.

persons) i the Bilaspu

6. OTHER STAKEHOLDERS




A LOCATION

The Helpline Scheme will be implemented through a hotline app-based service in the

%ﬁamémtaii%ﬁmxgaiéea;ﬁaﬁéaﬁaaﬁ’

8. SERVICES

Sr. No.

T

i

*©

S;a@ quality time with the
elderly & lear
other

Spending quality time together is a fundamental aspect of building

relationships betw
12 ;

It allows them to get to know each other on a deeper level, share
experiences, and learn from other.
Mgmimmﬁfmfmm%mgaﬁg m

-~

Health Care

medical requirements and assist in a medi
Support the following servioes:

1y of Bilaspur with their

CIRLTECHCY.

E

To get routine as per prescription at home

niteerin mrsing home is a great way to meet and interact
with the elderly. You can offer to read |

have a conversation wit]

soks, play games, or simply

fhem

such as grocery shopping or visiting the post asfiice, due to physical

Limitations or lack of transportatios |
By offering to accompany everyday jobs, young graduates
can help ease these challenges and provide the elderly with a nuch- |

GGY young graduates can provide one-on-one tutoring sessions to

§ ¥§ ae e




They can also assist with setting up and using social media platforms, |

online shopping, and other digital tools.

Embark on unique

m&fs&é&yiéga&weﬁe@é,&y&gmmﬁmm

ant or watch a new movie.

6.

Tnformation Assistance and | Information related to Doctors, Hospitals, Old Age Center activity

tenance-rel

sorted out and information will be provided to the sentor citizens.

per their requirement for the information and services Based on the

Information related to another group of PICs

PIC group

group about proce:

7.

The online app will be developed to provide techmical support for the smooth, effective and speedy
ing of the service. At the initial level the project pilot phase will be executed by the

ths. After the successful
execution the pilot phase, the next phase of the project will be executed in entire B

The process of implementation of service provided has explained step by step:




5r. Ne.

Activiti

Timeline

Geﬁinga {T&ﬂ-?rﬁﬁ} mambes sggﬁ.,av

service will start with a temporary mobile no.)

15 Days

Development of the App

2 months (approx.)

| Volunteer call and registration

15 Days

ation of Volunteers

07 Days

G7 Days

Insurance of the selected trained

Meanwhile, activity after training may

| take one week

07 Days

Informing the Police Station,

other agencies

Just before the pilot study

Meanwhile activity

After a pilot phase of the project

‘Wil start once the b
established

Ipline centre gets

13,

After the pilot phase of the project

Durmg pilot

Collaboration for Help Desk/Call Centre with

After Pilot Phase

Future collaboration with national organization:
working on elderly people.
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The service providers at the Helpline will have the following Key Personnel responsibilities:

Fgdasae:

ferent departments of the University.

Conveners arxd other members from &if

= Helpline Manager: Main In charge of the hotline.

=  Specific Service Groups (S5G) with Team Leader/Sapervisor: Per specific service, a
nted by the tean: leader and the volunteers registered will be their team.

group will be represe

=  (Call Respenders: Call responders will be in each SSG to assist and align the service of the

=  Service Providers/Volunteers: Service providers will be non-paid volunteers preferabl

Certifed, skilled power to deliver services to needy persons.

9lPage



lowing responsibilities:

m.

ill be responsible for formulat
relevant State private authority

profectzon.

HM will conduct awareness generation activities within the community to raise awareness about

HM will be responsible for the day-to-day ma

Coordinator/Convener/Co-Conveners, and any other competent authority as and when required.

Y
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Service Specific Group Team Leader

its Jogical conclusien by the responder, as

: all calls are being attended to promptly and every call has been takento

de

regular follow up of the cases and talk

irement of the ease.

nts as per the requ

partm

SSGTL will provide guid

f)

closing of the duty shift
2. SSGTL will recommend closare of an

hat the assistance/police help has been reached/provided to the caller and

k. SSGTL will bring te the notice of the Helpline Manager

assistance provided or in Failure in providing assistance to the caller noticed.

Call Responder

a. CR will advise PIC/beneficiaries referred by call responders.

ort the TL/Supervisor in weekly follow-ups with

e. [Im case of any contingencies and absence
“

f CR will the calls; do primary

1t/ Page



senior Call Responder.

h. CR will provide all the assistance to women applying for any such above-mentioned scheme or

g the same.

thromgh the process to be adopted for ac

3. CRwill be responsible for other work as assigned by the Helpline Manager.
Service Provider/Volunteers

will be the certified and a

among the basket of varied services.

sthorized skilled manpower to deliver any of the services

a. Service Provide

b. The basic criteria of the certification are he/she has completed the “Value-added Course” or at
the initial level to start the Helpline schem ial work trainees, NSS, NCC

volunteers may be -

c. SP registered to the specific service group will the PIC on basis of the call received location

preference of the case.

d. SP has to report to the supervis

all responder about the service delivery.

€. SP have to submit the feedback form from the client/beneficiaries (preferably online
will be filled but it"s important to be done by the volunteer after service delivery.

feedback form

f. 'SP must have a conveyance option required for service delivery.
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IT Staff

a. TFhe IT staff will Took after the technological asp
functional at all

9. MODALIJITIES OF THE SCHEME

a. Registration/Training/Certification/Service Delivery Process of the Service
Providers/Volunteers:

a. Service Providers (SF} students of the unt a volunteer
basis to get associated with this helpline scheme

elves through select the preferred service they are interested

ill be the voluntee

S 5

rersity whe will

b. Students have to register thems
to serve.

€. Specific Service Group (SSG) will be formed on basis of the choice/preference of the SP/Volur

d. SSG is headed by the Team Leader whe will be directly cor i '

. of the Helpline Scheme. SSGTL will loeok after the training/skill development &

SP/Velunteer for quality service delivery.

pline Manager and
et of the

Coordimator

2. SP has to complete 30 hours of his/her service delivery throughout his/ her tenare to get the saccessful
completion certificate of his duty.

f. Two hours of the Value-added Course (nchuding lectures/sessions practical/field work) will be equivalent

lete 3 min

—

imam of [0 visits of -2 hours eacle.

to one credit and mandatervte o

The Credits earned by the SP/Volunteer will be mentioned in his/her

mark sheet as a “Value added

iG]

§3 i P& g .



SEEEEE

and safety in the advanced stage

of this Helpline scheme.

J- Services will be offered wit]

service by male students and female by female keeping in view safety issues female volunt:

anied by a male volunteer.

k. “Same Volunteer Same Beneficiary’ pattern may be preferred to develop bonding and good rapport in
of service provider and service secker, which will be fruitful in making the helpline service model
into a business model.

a group of two students, preferably male benef;

b. Registration Process of the Beneficiaries

For any mterested to avail of the services of the Helpline, registration is an essential process. The
bene selves through the app-based registration form with all relevant and essential
information along with the undertaking mandatory to be submitted for successful registration. After successful

1 will be saved for fut

¢ reference. The beneficiary may now choose the service as per
his/her need. Through the hotline : er the registered ; n can call to avail of his/her preferred service,
the specific service group will be directed through the helpline manager and the «

i responde

of the specific

forward the requi

for service delivery to the service provider of the nearest location

<. Accessing Helpline
1. The Helpline will be accessible 12 hours a 7 days a week to People in Crisis

enior Citizens and other groups (Youths, Children, Women and the
Specially abled etc)

*  Interner - emails, azieb posts, web interface, social networking sites i.e., web

ill have a provision to locate/ trace the number from




d. Decumentation

1. A web-enabled Managen

stton System (MIS) would be developed to
rd to the

43222

ly and easily accessible single portal giving due r

otr ot PIC approaches the

prescribed format and a Unique ID Number would be generated through which the
case would be followed by the authorities

| nte this system as per the

1. This system would alse be used to access a

of mnstitutions resources avatlabl able te provide the service as per the

need. For this purpose, a Resource Directory would be collated from resource

mapping at the district/state level and uploaded to the computer mana

Sl

[S2r=55 08

iii. Furthermore, this software may be in the advanced stage and be utilized to provide
wat all the schemes and programmes nm the Central/State

'y people of the

arity/University/district/state




{newspapers, radio and television), public conferences, special events, and interface
with youth through school and college-based outreach and more could be utilized
for the purpose.

10. RISKS/CHALLENGES AND MITIGATION MEASURES

Challenges ' Mitigation Measures Mitigation Measures

Elder care requires patience, volunteers at the

ining before going to
passion and dedication | primary level by taking the | the field as a service provider
therefore - the foremost | simple test to test their interest | For improvement in the standa

challenge in this may be to | and basic knowledge about | acertificate course will be required

1g volunteers | elderly care. to make volunteers more skilled in

have lacki

a team with such mtens elder care.

ification of other Volunteers
to be revised, for each class |such as NSS, NCC and other
different fieldwork wil
provide at least one class | comn

Concurrent field workdays

retired  sclf-mterested GGV

providing to the helpline.

training of the volunteers

expertise I service providing  as  counselling,

' 1t etc. will be designed |
be provided to %ﬁe

& management along with other

L
with end users (clderly _
people/other groups)
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Lack of admimistrative
mfrastructural support may Jindal etc.)

hinder the effective and
efficient delivery of services
Chareces of fake

also there. verthication thros of Whats/

clear the situation.

Secial  acceptance  and | Community Engagement Collsboration with other

approval of the serviee t bodies

lead to cheating and {

Chances of accidents or any

other type of mishappening

Any other

EITIETEENCE

 volunteers)

ine data will be analyzed to identify the areas, nature and scope of proble
on the basis of the ceived at the Helpline. Helpline will utilize this data and
opted by Helplines to create a compendium of good practices, looking at emerging areas

strategy 2

rch in identified focused areas to analyze the impaet

of concern conduc

of Helpline on society.

b

ining to all the personnel involved in the functioning of the Helpline
: jective, Helpline will coordinate with different stakeholders so that

17|Page



s but providing services on account of

Helpline could be sensitized trained in handling the issues related to service

delivery.
posters etc. would be developed and provided to engaged stakeholders to be utilized

by Helpline to promote a sensitive and empathetic society and groups.

a. At the University level, Helpline Executive Committee would be responsible for the

control, successful implementation of the
b. The Helpline Executive Committee will also look after the involvement process and method
of different stakeholders of the Helpline.

IBaag

Monitoring of the Helpline would be at two levels:

a.  Atthe higher-level University Steering and Monitoring Committee may be constituted

ahle Vice-Chancells

Convener of the Executive Committee with Co-conveners, members (Helpline
fanager, Team Leaders of $3G, IT staff) along with stakeholders™ representative:
will review and evaluate the functioning of Helpline quarterly.

14.  REPORTING

> last 24 hours would be extracted analyzed by the

a. Every of the
Helpline Managerand a daily proggess report (DPR) wo

challenges faced through designated Service Specific Group on

E=

basis of the feedback of the service providers and call responders.

i18|Pase



(QPR) will be prepared and submitted to He

[pline Executive Committee Convener/

15. EVALUATION

a. Audit: Audit shall be done as per Comptroller &

that channel will be followed at the University level.

group as well as
Justice and Empowerment etc.
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Social Werk. With the follewing reg

1.

Fa

L

Proposal for Pilet Launch of the Helpline Scheme

nt of Sociat Ww&m&yn&i Ily start the helpline as a pilot project through volunteers of

uirements:

basis the helplir

New sim for a new numl etting toll free helpline mumber on a trial

service will be provided throu

=

Financial assistance of Rs.10000/- to meet the travelling xpenses (if any) of the

volunteers for twe months. :

tially the service area will be up to-a 5 kam radius surrot

. The service delivery will be for six days = week (Mon to Sat.}

At the initial level will eater for the need of Elderly persons only.
The services which will be provided during the pilot period will be:
(i)  Spending quality time together is a
between young graduates and the elderly. | allows the

m to get to k
deeper level, share experiences, and learn other.

(i}  Quality time together can take many forms, such as engaging in

wversations, playing participating in recreational activities, or even
volunteering together

b. Much-Needed Companion

shopping or visiting the post office, due te physical limitations or lack of trar

€y Many older

any them on everyday jobs, young gradua

with a2 much-needed compant

fundamental aspect of building %&Eﬁgﬁi&ﬁ%ﬁﬁgﬁs

t to complete everyday tasks, such as grocery




i)

nformation related o anof

group of PIC will also be as per then
ent for the information and services Based on the requirements explained by

ill refer to relevant support services like medical aid, police

son for professional counselling

1 be provide

| programs relate e empowerment protection. Any person m

of information or somecone on their behal

categorization 1l

interested volunteer as per the

Quarterly and monthly report formation

At end of th

nction in Hybrid mode




STANDARD OPERATING PROCEDURES

remely polite and give a patient

f

®=  The helpline staft tter that kelp s on its way.

=  The helpline staff shall not insist on the caller disclosing his/her id:
and should assure the caller that the confidentiality of has/her

ntity unless the caller so agrees
tion shatf

y and iforma

be generated.
*= As soon as a call is received on the Helpline, the call responder shall listen te the caller patiently
by keeping in mind the physical/mental condition of the caller and shall take all pessible

mformation about the grievance of the caller

location, type of help/assistance he/she required

he/she discloses at that point of time without insisting too mmuch on this aspect).

| also assure the caller of quick action
patient and not te lose his/her control/temper/composure

bout the caller, mentioning

= After passing the information to all concerned authorities, a brief note 2

the maximum details available i.e., name, age, sex, locat

f person to whom the call has been forwarded/entrust

iom, type of grievances/complaint, a

as the of the concerm

= In case of requirement of police or medical assistance, ambulance shall
reach the caller at the ¢

for leeal pelice or hospitals and shall

ller without waiting

confirm their position at the spot. (As per the condition in

serious cases}
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SYLLABUS

Value Added Course: Social Connectedness and Social S

. Socially Useful Produactive Work

‘Social connectedness is a sense of belonging to a group, family, or community. It’s about the relationships people
vith cach other and their engagement with the broader commmmity. Social connection is an integral component

i il i ity is a place where everyone feels like they belong and a

ife challenges and leading to a better qu

good social support system is key to overcoming |

ality of life. The objectives

of the course are;

development and life.

HSSESS Y sei:x:a} support system

Essential skills and traits for social workers: Empathy, communication,
ﬁi‘ﬁﬁiﬁiﬁﬁ% fé’ﬁi!:a; &sﬁ}aﬁg active éasifsﬁﬁg, sg:%f-s:aa‘e, cultural.

keholders: Meaning, tybes of "?Ldfzrsﬂmkaf tatechold
ssmai velopment and NGOs non-covernmental oreanizati

v Activities/ficld wari: - | | I ¢
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