One page overview of the Ofcom Regulations 

On 1st October 2010 Ofcom released their final regulatory statement, Tackling abandoned and silent calls:

http://stakeholders.ofcom.org.uk/consultations/silent-calls/statement/
Its purpose is to update their statement of policy on persistent misuse to tackle repeat silent calls and clarify our existing policy. The points below list the main highlights of this statement but do not constitute an exhaustive and complete list of points covered in the detailed Ofcom statement. The following document should be consulted for the full statement:

 http://stakeholders.ofcom.org.uk/binaries/consultations/silentcalls/statement/silentcalls.pdf
The overview of the OFCOM requirements in place before this revision were:

· Abandonment rate must not be greater than three percent of live calls for a twenty-four hour period.

· Phone must ring for a minimum of 15 seconds (5 rings) before disconnecting with a disposition of ring-no-answer.

· Calling party number must be presented to the called party.

· Abandoned calls need to be excluded from being redialed for 72 hours unless there is a guaranteed Agent on the next attempt. Abandoned calls may be redialed in Preview mode, ensuring an agent is available.

· Abandoned calls must hear a recorded message two seconds from the beginning of speech of the called party – the ‘H’ in ‘Hello’.

· Calls must be connected to an Agent within two seconds from the beginning of speech of the called party.

· A reasoned estimate of false positives must be applied to the abandonment rate.

This new statement adds the following points:

· The 24 hour period is clarified as between midnight and midnight on a calendar day

· When a call has been identified as being picked up by an answer machine (including AMD false positives), any repeat calls to that specific number within the same 24 hour period may only be made with the guaranteed presence of an Agent. 

· The abandonment rate may exclude a reasoned estimate of calls abandoned to answer machines.

· 0845 numbers have been reinstated as an option to include within an information message (played in the event of an abandoned call). Companies can use a geographic number (01/02/03) if they so choose.  Companies will be required to provide a 080 or a 0845 or a 01/02/03 number that a consumer can use to opt out of future marketing calls.
· The use of IVM can be used for non-marketing calls so long as it can be shown to be a benefit to the consumer.

· Any call centre employing IVM to help eliminate AMD false positives must ensure that recipients of these messages are:

· always transferred to a call centre agent should they choose; 

· informed of the identity of the company making the call; and 

· given no marketing information within the short message. 

Key

Changes that have impacted AMD accuracy
Changes that have negatively impacted productivity
Changes that can help the productivity of the dialer
No impact to AMD accuracy or dialer productivity

