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Lighthouse will illuminate where you can't - let us listen to your employees!


FREQUENTLY ASKED QUESTIONS (FAQ)

How often can an employee make a report? 

As often as they like. There is no limitation on how often or when an employee can use our service.

Is there a restriction on what type of information or problem an employee can report? 

Absolutely not. An employee may report anything that concerns him or her or that they think management should know. 

How can an employee be assured of their anonymity when making a report? 

The reporter’s anonymity is guaranteed. They are not required to identify themselves when making a report. No one will know their identity unless they choose to specifically disclose it.  All callers reaching Lighthouse’s hotline will be advised that they have reached an anonymous reporting hotline. 

Who will actually see a report? 

Upon submission, a report will be instantaneously transmitted to our report processing center (reports@lighthouse-services.com) and then forwarded to a designated recipient at the client organization. 

Will an employee report be shown to the police? 

No. Unless required by law, the report will not be made available to the police. 

What happens if an employee intentionally makes a false report? 

The intentional misreporting of information may be actionable and subject to criminal investigation.

Where can the 800# be reached from?

Canada and the USA.  International employees can reach Lighthouse via a Toll# (215) exchange.

How does the password system work for follow up communication?

All call reports will be assigned a unique “Call ID Number” consisting of a company code, date and sequential report number.  As an example: The Call ID Number for a hotline call by an employee of ABC Teleservices, Inc. on February 15, 2003 is = 101(ABC client code); date = 03.02.15; and a sequential # 0001 creates a Call ID Number of 101.03.02.15.0001.  Each caller will be asked if they would like follow up communication.  Lighthouse will maintain this information in a protected database.  The caller will be asked by our Customer Service Representative to call back if they have additional information, or if they would like follow up regarding the status of an investigation.

What information is asked of the caller?

Lighthouse will create a transcript of the call that will document all pertinent information relayed by the employee and will ask relevant questions relating to the incident.  See sample transcript for list of questions.

What information will appear on the Call Event Report?

· The report number

· The customer name

· Location of the event

· Report time and date

· Password if applicable

· Contact person

· Transcript of call

How will the report be provided to the Client (employer)?

The call center which takes calls 24/7/365 will transcribe the call and deliver it to Lighthouse via e-mail (reports@lighthouse-services.com) immediately along with providing a Call ID number and password if applicable.  Lighthouse will then send the report by the next business day to the client.   Lighthouse will also register the activity in its database for future reference.

How does encryption e-mail work?

See encryption e-mail instructions document.

Can a caller get a busy signal?

No.  The multiple line resources at Lighthouse’s call center prevent this from happening.

What information is provided in the monthly reports?

· Report ID #’s during the period

· Date of Reports

· Time of Reports

· Follow-up communication – Yes or No

Are records retained by Lighthouse?

Yes.  Lighthouse will keep all records indefinitely.

How does the company respond to a caller who requested follow-up?

The company (employer) will send Lighthouse an e-mail with their response or further questions.  Lighthouse will post the response or question onto its protected database.  If the caller calls Lighthouse’s call center again he or she will provide a Call ID number.  Upon receipt the customer service representative will verify the database and update the caller if an update is available.  

What is the Sarbanes-Oxley Act and how does it apply to my company?

The Sarbanes-Oxley Act requires audit committees of publicly traded corporations to establish procedures for employees to confidentially report ethical violations within the company.  Such procedures can encourage whistleblowers to report their concerns to our toll-free reporting specialist rather than taking them to the media, government authority, or worse not acting at all.  The compliance deadline is April 26, 2003.

What if I am not a public corporation?

Although the Act only applies to publicly traded companies, these new standards are likely to become “best practices” for all organizations, regardless of their capitalization.  

What do I do if my company receives a report?

Companies need to act responsibly based on the information provided.  It may be necessary to consult with legal council, a forensic accounting firm, as well as police given the nature of the call.

What does the customer service representative do if the customer wants to negotiate price?

Call Lighthouse.

Why is a hotline the best solution?

Anonymous Reporting Hotlines - Lighthouse telephony solution is protected from any third party infiltration.  Employees trust our services because of our pledge of confidentiality.  We inform all callers that their anonymity is always protected.

In-house Hotline - In-house systems discourage reporting because of a perceived lack of independence.  There is skepticism that reports will be forwarded to the appropriate authority.  Caller ID, voice recordings and other technologies inhibit user confidence.

Web Reporting - Employees are suspicious of web solutions as they can be infiltrated or compromised and web history is traceable.  Employees have little confidence that web systems are truly anonymous.

E-mail Reporting – Emails can be traced by companies in addition to computer hard drives that can be read even after they have been "erased."  Most companies have informed their employees that email will be monitored.

How does the Language Line work?

Lighthouse has English and Spanish customer service representatives on staff.  If a caller calls in using another language other than English or Spanish, the specially trained customer service representative will loop in Language Line who have specialized language translation services for over 140 languages.  Language Line will forward a transcript of the call to Lighthouse.

What training do Lighthouse customer service representatives receive?

Lighthouse customer service representatives are professionally trained reporting specialists, accustomed to dealing with caller concerns, stress, and frustration
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