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Introduction 
BCT held two question-and-answer (Q&A) sessions on Zoom for the Bat Care Call Handling Consultation 

on the evenings of Monday 15th November and Tuesday 14th December. Both Q&As started with an 

introduction to the consultation (please see the BCT website for more information and the background 

to the consultation: https://www.bats.org.uk/resources/consultation-on-handling-of-bat-care-calls). We 

then went through any questions that had been received in advance, before opening up to questions 

from participants. Provided in this document are the questions and answers organised by the options 

presented in the consultation. This isn’t a verbatim record of the discussions but covers the questions 

asked, although for the sake of brevity in the notes they have been paraphrased as have the responses 

(and links added where appropriate). In addition we have included questions that have been emailed to 

us about the consultation where these are relevant more widely.  

The deadline for consultation submissions is 9am on Monday 10th January. We would encourage all 

members of the UK Bat Care Network as well as bat group representations to submit responses. We 

want to hear your views on the four options being presented and to get as many responses as possible 

to ensure we hear a good range of views.  

If you have any remaining questions on the consultation, please email them to Hannah and Becky at 

hlmanager@bats.org.uk (note that due to Christmas and team leave emails won’t be replied to from 

Thursday 23rd December to Monday 3rd January). 

https://www.bats.org.uk/resources/consultation-on-handling-of-bat-care-calls
mailto:hlmanager@bats.org.uk
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Questions about option 1  

There have been some issues with volunteer recruitment for option 1 and some shifts 

only having one volunteer or even being cancelled because they had no volunteers. Does 

BCT have any plans in place to address this?  
We have learnt a lot this summer through trialling the Volunteer Bat Care Helpline in office hours. In 

building the service this summer we were relying on our experience with the out of hours (OOH) service, 

that has been running for a number of years. However, we learnt taking the same approach within office 

hours doesn’t work. Although the OOH service ended in September, we are continuing the in-office 

hours (IOH) service through the winter and spring. We have learnt from mistakes and made 

improvements. For example, we will be running two separate recruitment drives, one for OOH and one 

for IOH. We have increased the time frame over which people can book their shifts from up to one 

month in advance to three months in advance. We are increasing opportunities for volunteers to engage 

with BCT staff and activities, developing an approach to get volunteers involved with in-house talks and 

training. We implemented a new volunteer management system this summer. It was bought in April, 

and we began using it in May so have continued to improve our understanding of that and made 

improvements to the way we use it.  

We continue to build on successes and eliminate failures. We are always open to feedback, and we ask 

for this from volunteers’ part way through the season and again at the end of the season, so the 

volunteers themselves have given us lots of ideas to implement. Please do use the space in the 

consultation questionnaire to provide your suggestions too.  

What training is given to people who volunteer to take bat care calls for the BCT 

Helpline?  
In summary training for Volunteer Bat Care Helpline volunteers includes a full day covering information 

about bats and their ecology, how bat conservation in the UK works, how to take a bat care call, using 

the technology, reporting, and recording. The volunteers are provided with a manual in advance of 

starting to take calls, they also have an online area to access all of their training materials. There is a 

member of staff providing back-up when the volunteer is on shift and the support of the Volunteer Bat 

Care Helpline Coordinator at other times. We are happy to share more about the Volunteer Bat Care 

Helpline experience with bat groups and will do this ahead of the next recruitment drive.  

What is the set up for volunteer call handlers, does one need to be sat at a computer or 

would a mobile phone be adequate? 
We ask volunteers to be set up at a computer/laptop during their bat watch so yes, they would need to 

be sat at a computer to take a call, this is because of the need to use BCT’s record keeping and phones 

software. However, volunteers can amend the audio settings of the phone software to ring aloud on 

their computer’s speakers, so they don’t need to wait for calls at the computer, but they do need to 

have access to it throughout the bat watch.  
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Are shifts flexible or can they be swapped? 
Volunteers pick their own bat watches through an online portal, and they can change them at any time 

however, we do ask if they can try to avoid cancelling bat watches at the last minute. So the 

arrangements are quite flexible.  

Are phone call costs reimbursed? 
We use a Voice over Internet Protocol (VoIP) phone system, whereby the volunteer logs in to an account 

on their computer and so do not have to pay for any calls.  

Questions about option 2  

Would helplines only take calls within their own area? 
We do not intend for calls to be diverted to regional helplines via a central telephone number. Instead, 

we envisage regional numbers being available to the public, for example on the BCT website, who will 

call the helpline for their relevant area. We anticipate that regional helplines will only be responsible for 

their own calls. How each region, or bat group, organises how those calls are handled, would at their 

own discretion.  

However, we do recognise that sometimes the public will disregard instructions given to them online 

and will call helplines outside of their region, in an effort to get help and reassurance. Some attendees 

of the Q&A who have their details listed on the BCT website, confirmed that this regularly happens. 

While some do not mind, for others it is difficult to manage, particularly in the busy summer months. 

We value this feedback, and there may be ways to manage the number of calls coming from incorrect 

regions, for example by improving our communications with the public, or restricting the details using 

technology.  

If you share this concern, please do include your thoughts about this while filling out the consultation.   

Would the details of all UK Bat Care Network members be available to the local bat care 

group? 
We can’t automatically give these details out if we go ahead with option 2, because we do not currently 

have the permission of Bat Care Network members to share their details in this way. However, if this 

option does go ahead then we would contact all those registered with us to ask permission for their 

details to be shared with the relevant bat groups or helplines.  

Would regional/local helplines have numbers for other areas so they can pass on calls if 

they get them from out of area?  
If option 2. is chosen then those helpline numbers will need to be publicly available (and we have 

included questions in the consultation on how best to do this), therefore they should be available to the 

other helplines if calls came from another area and need to be redirected.  

Please do include in your consultation responses what information you would want about other regional 

helplines to be able to facilitate the passing on of calls (although there isn’t a question specifically on 
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this there is space for ‘any other comments’ at the end of each section within the consultation), if this 

option is chosen.  

What happens if bat groups can’t resource this option? 
We acknowledge that some bat groups may have concerns about resourcing this approach. Some bat 

groups are very small, some are much larger and have lots of people who might be available to help. 

These concerns are issues that would need to be resolved if this is the option that we go down. For 

example, we will be encouraging bat groups to work alongside and support neighbouring groups or 

helplines, perhaps even joining up in some areas if that was of mutual benefit.   

If you share this concern, please do include your thoughts about this while filling out the consultation. 

Will local/regional call handling be limited to bat rescue, rather than the wider remit of 

the current National Helpline? If so, how will that work? 
The consultation is about bat care enquiries and that is the remit, not other areas of the National Bat 

Helpline’s activities. The calls are currently separated through the phone menu system, and it is likely 

that something similar would be in place for all options. Currently if the volunteers taking bat care calls 

get other sorts of enquiries, they pass them on to the Helpline staff. It is similar with regional helplines 

that exist now, they pass on enquiries relating to the Bat Advice Service to the National Bat Helpline, for 

example.  

Irrespective of the final option (or options) we go with, the National Bat Helpline will continue to 

function to take other enquiries, such as the Natural England Bat Advice Service, bat crime calls, etc. just 

as it does now. It is worth noting that some local helplines (and indeed bat groups more widely) already 

help with other enquiries such as planning or general bat information.  

If regional helplines get non-bat care enquiries, for example if someone phones with a 

potential crime case, what would BCT expect them do to with that call?  
Regional Helplines that run in parallel with helpline now have a lot of experience and will know if what 

someone is contacting them about is possible crime or if there are bats in living areas for example and 

see that as a red flag that means something else is going on. We train our volunteers to look out for 

these red flags and when they occur to pass the call on to a member of Helpline staff. We would expect 

something similar will happen with the regional helplines. In training volunteers, we don’t go into a lot 

of information in how they would answer those enquires but we do train the volunteers in how to look 

out for these red flags so those cases can be passed on to staff.  

Would BCT provide training for regional helplines? 
The approach to training is something we would work out based on answers to the questions in the 

consultation. How BCT would support helplines being set-up is something we would plan for as part of 

that project development, given this option would be a major project in its own right. We would want to 

determine how best to support groups, especially where regional helplines aren’t already in place.  
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Whether the training is wholly delivered by BCT or is in conjunction with some of those groups that have 

been running helplines already is something we would consider. If this is the option that we go down, 

then we certainly would want to build on the experience of those groups.  

Do regional helplines have to be part of a bat group? Our group is very small and 

informal, and the bat care phoneline is not part of the bat group.  
It certainly doesn’t have to be just bat groups, the regional/local helplines could work in a myriad of 

ways (there are already number of bat care only helplines in operation across the country). For this 

option to work, irrespective of whether this is within or out with the bat group, there does need to be 

people who are prepared to get involved. We are keen to hear from both members of the Bat Care 

Network and bat groups around option 2., and we have questions within the consultation aimed at both 

audiences.  

How much of the country needs to be covered to go ahead with option 2?  
Ideally for it to work with regional helplines we are going to need the whole country covered to some 

extent for the bat care calls to have somewhere to go. If BCT isn’t taking the calls anymore and there 

isn’t a regional helpline then we’d need to understand what the options are, for example are bat finders 

in areas without coverage directed to vets, to the RSPCA, to local wildlife rescue organisations? That is 

something we would need to look at if this is the preferred option.  

Does the use of the term regional helpline mean we have to expand beyond our county?  
We have used term regional helpline in the consultation so that small groups could potentially 

collaborate on a regional helpline covering multiple counties to share the workload. However, that 

doesn’t mean helplines have to cover a larger area, they could be covering a single county (or potentially 

a smaller area) and there may even be some overlap of areas (as happens with some local helplines 

now). We are open to all suggestions and are keen to get feedback on what is possible through the 

consultation.   

Do people who take calls have to be bat carers (as we may not get enough volunteers)?  
No, call handlers don’t have to be bat carers. We know how stretched many carers already are. Getting 

sufficient volunteers is an important consideration when understanding if having a regional helpline is a 

possibility in an area. We would encourage respondents to include their concerns about this in their 

consultation responses. 

Would there be insurance available for giving advice via a regional helpline?  
We are exploring this question with BCT’s Head of Operations. At the moment some bat groups have 

coverage through BCT insurance, but this doesn’t extend to professional indemnity insurance. Members 

of the Bat Care Network are not covered by BCT’s insurance as they are not directly volunteering  for 

BCT, we pass on their details to bat finders. We will update this document when we have more 

information. 
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Will a bat group need to change their constitution if they take on running a helpline?  
It would depend on what the bat group’s constitution currently permits and that is something that each 

group would need to consider. If you share this concern, please do include your thoughts about this 

while filling out the consultation. 

Could bat carers not on BCT’s Network potentially get involved with regional helplines?  
It would certainly be good to increase the number of volunteers able to have calls passed to them or 

that might be interested in getting involved with a regional/local helpline. There are a variety of reasons 

that people choose not to register with BCT, and it may be that in some cases they would be much 

happier volunteering directly for a local helpline. BCT does not have a list of people who do bat care but 

aren’t registered with us so we would need to consider how best to reach out to the carers not 

registered with us, that may be better done directly through bat groups and local bat care networks.  

Questions about options 3 and/or 4  

I would like more information about how the online system(s) might work 
Options 3 and 4 would mean that UK Bat Care Network members get access to the contact details of 

local bat finders, or vice versa, using technology. The exact mechanics of how this would work is 

dependent on the technology we have available to us, and the feedback gathered during the 

consultation.  

However, we envisage option 3 (Bat Finder Details Passed Direct to Bat Care Network members) working 

like this:  

1. The bat finder’s details are input into an online system (either directly on BCT’s website where 

guidance about rabies and properly containing bats can be found, or by a volunteer call handler 

who will explain this advice). 

2. When a bat needs help in a member’s area, then all Bat Care Network members for whom the 

bat is within their working radius receive an alert with full details, for example in the app, by e-

mail or by text.  

3. A Network member would accept the case using the software. 

4. Once a Network member has accepted a care call, the others get a message advising they’re no 

longer needed. 

5. If no Network member accepts a call within two hours for emergencies or five hours for non-

emergencies, the finder will be advised to take the bat to a vet. 

6. Network members would manage their accounts independently and change their availability, 

radius, or personal details at any time themselves. They would receive rabies vaccination 

reminders automatically.   

And we envisage option 4 (Carer Details Made Available Direct to Bat Finders) working like this:  

1. Bat finders use an online system, most likely hosted on the BCT website, to input their details 

and the location of the bat.  
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2. Here, they will find the contact details of up to three nearby Bat Care Network members, 

possibly based on postcode (as the Helpline currently does with bat care calls), grid reference, or 

some other method. 

3. The bat finder will then contact the Network members in list order (as they currently do when 

Helpline volunteers take bat care calls). 

4. The bat finder will be advised that when there are no contact details available, or if no Network 

member accepts a call within two hours for emergencies or five hours for non-emergencies, the 

finder will be advised to take the bat to a vet. 

5. Network members would manage their accounts independently and change their availability, 

radius, or personal details at any time themselves. Network members would receive rabies 

vaccination reminders automatically. 

How will bat carers or regional helplines who rely on landline telephones, use options 3 

or 4?  
This is something that would need to be worked out if we went ahead with these options. It may be that 

we can negotiate methods with affected Bat Care Network members which work for everyone. For 

example, they could continue taking calls on the landline if this number is listed on our website but 

engage with the technological solutions another way. For example, it may be possible to be notified, and 

accept a case, using email or a web browser, rather than a smart phone. Similarly, members may list 

their landline number as the one available to the public if using option 4.  

If you share this concern, please do include your thoughts about this while filling out the consultation.   

How will BCT help bat finders who cannot access online systems?  
This is a valid concern and something that would need to be worked out if we went ahead with option 3 

or 4. Our current approach to supporting enquirers where information is available online, is to 

encourage them to make use of any personal networks or resources that can help them access the 

internet, for example friends, neighbours, local libraries, etc. However, we acknowledge this is not an 

ideal outcome and further consideration would be needed.  

With options 3 and 4 would it still be BCT taking the calls and passing on to members of 

the Bat Care Network? 
With these options, the solutions are technology based so rather than calling the Helpline, enquiries 

would come through via an online enquiry form on the BCT website and then linked to members of the 

Bat Care Network via an app (that the Network members would have rather than the bat finder) or 

other technological solution, to reduce phone calls.  

General questions  

How are urgent and non-urgent cases categorised? Why do they have 2-hour and 5-hour 

time frames around them?  
We use the acronym ‘PIPS’ to determine emergency calls: we advise that bats which are Predated, 

Injured (in a way obvious to the finder), a Pup, or Stuck to something, are taken to a vet within 2 hours 
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of no contact from a member of the UK Bat Care Network. We advise five hours for non-emergencies. 

These timelines are in line with our current approach on the Helpline, as outlined in our call handling 

procedure, found here: https://bit.ly/3GoMbnk  

The time frame indicates whether or not a bat finder has had contact with a member of the network 

who has agreed to help, not whether that bat has entered care. This simply ensures that bats will be 

with someone with professional animal care experience and a duty of care to the bat. Ideally, the bat 

would still end up with a carer. We will continue to connect vets to members of the UK Bat Care 

Network in the same way we do for bat finders.   

While we acknowledge that not everyone agrees with this approach, we do take a standardised 

approach across the UK, and envisage this continuing with option 1, as well as options 3 and 4.  

How will the future handling of bat care calls be connected to Natural England’s free bat 

advice service (the Volunteer Bat Roost Visitor system)?  
These two areas of Helpline’s work are currently managed separately. However, where bat care calls do 

flag roost related issues that can be advised on under Natural England’s free advice service, for example 

multiple bats in the living areas, we do have a system meaning those cases are passed to staff. Currently, 

volunteers on the Volunteer Bat Care Helpline can transfer calls straight through to Helpline staff using 

our internet phone system, or cases will be picked up while staff check incoming records.  

It may be possible to build a similar function into future systems, particularly options 3 and 4. We may 

rely on local helplines referring bat finders to the Helpline directly with option 2. This would need 

further consideration, but we are confident we could reach a suitable solution for any of the four 

available options.  

How will the decision be made? Will it be a majority vote for example?  
We do not anticipate taking a majority-vote approach, where a certain number of votes for one option 

will trigger us to move ahead with that option. Instead we will be looking at the qualitative data, the 

details of the ideas and concerns raised that will determine the outcome of the consultation. We will 

also need to balance the differences in preferences we might see across the two audiences responding 

to the consultation: bat groups, and members of the UK Bat Care Network. The outcome of the 

consultation may well be a hybrid of two or more different options.  

Once a decision has been made will there be a future consultation on the option(s) 

chosen?  
Yes, there would be further discussions and collaborative working once decision has been made on 

which option (or options) we go ahead with. This is why we aren’t trying to do a consultation and then 

to have something up and running for the start of the season in May 2022. For example, with option 2 

there would be all sorts of matters to address from consistency between helplines to rabies boosters, 

for options 3 and 4 there would be technical development period, focus groups, testers, etc.  

https://bit.ly/3GoMbnk
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How have bat groups been communicated with about the consultation?  
BCT has a primary contact with all bat groups in the UK and we have sent them a very similar email to 

that we sent to bat carers. We are expecting a single response from each bat group. We also have a 

Word version of the bat group questions, to support groups collating feedback from their membership. 

Email hlmanager@bats.org.uk to request a copy.  

What are the timescales after the consultation to implement the chosen solution?  
We will be continuing with the Volunteer Bat Care Helpline (VBCH) over the next year, to provide time 

to implement the chosen option. The exact time frame that we move forward on will depend on the 

outcome of the consultation.  If Option 1 is chosen, then that will be in place quickly, as it a continuation 

of the VBCH but the other solutions will require significant time to implement and there will need to be 

further discussions with Bat Care Network members and bat groups (depending on the option chosen). 

How will things work with those bat carers who operate outside of the current systems, 

for example carers who aren’t registered with the Bat Care Network? 
We already know there are bat carers who work outside of the BCT Bat Care Network, but our focus for 

the consultation is on the members of the Network because those are the people who currently get bat 

finders contacting them through the National Bat Helpline. 

Some carers not on the Network work with carers who are registered, as local networks. In those cases 

the Network member they work with has the responsibility to checking vaccinations, etc. We would 

anticipate such an approach continuing in one way or another with all of the options presented in the 

consultation.  

If licensing for bat care were introduced how would this impact on the options being 

proposed, for example local authorities having a role in licensing? 
We are not aware of this being something that the Statutory Nature Conservation Bodies are 

considering at the moment (beyond the possession licences for having bats for six months or longer). 

There has been the issue in relation to travelling zoos/show animals which are licensed through local 

authorities and whether education bats would need to be licenced if taken to events, although this has 

been resolved. However, this doesn’t relate to tending a bat for its welfare. If licensing was introduced 

for bat rehabilitation, then we would need to consider how that impacted on the option that had been 

implemented (given it is unlikely to be introduced before then) and take appropriate measures, for 

example asking for evidence of a licence, in the same way evidence of rabies vaccinations is required for 

bat carers now.  

 

- End - 

mailto:hlmanager@bats.org.uk

