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Phone-a-thon Training Manual

General Information

A.)
WHEN?

There will typically be 2 weeks of calling this Spring.  Calling will occur Monday – Thursday.  
B)
WHERE?

The Phone-a-thon will be held in <X location>.  
C)
TIME?

All Phone-a-thon sessions begin promptly at 6:00 p.m. and are completed by 8:30 p.m.  It is helpful if callers arrive 10-15 minutes prior to beginning calls.

D)
QUESTIONS & MORE INFORMATION?

Please contact the Phone-a-thon Coordinator at <phone number and email address> for additional information.

Welcome!

Welcome aboard as a <School Name> Phone-a-thon Caller!  We hope you will enjoy raising funds for your elementary school while serving as positive public relations advocate for <School Name>.

A. Your Role
As a volunteer caller, you will contact alumni to solicit gifts for the Annual Fund.  You are a representative of the School, raising critical funds for the School and fostering relations with alumni and parents while providing current information about <School Name>.

B. Expectations
The expectation, as a volunteer caller, is that you will serve as a positive advocate for <School Name> and act professionally (training is provided).  There should be an effort to keep personal phone calls to a minimum, we ask that you please use the script as a guide and abide by the rules set out in this handbook.  

Some phone calls will not go as smoothly as you would like.  If this happens, please do not disrupt other callers.  Take the opportunity to discuss the call with your supervisor.  At any time, you should feel free to discuss any phoning questions or problems with the Phone-a-thon coordinator.
Throughout the Phone-a-thon, you should maintain a positive attitude.  

C. Cell Phones

Cell phones should be silenced while in the Phone-a-thon Room.  If you are expecting a call, please take it outside of the room.
D. Honesty

All callers are expected to be truthful when reporting pledges on pledge cards. 

E. Confidentiality
Alumni and donor information is strictly confidential and should be used only for the purposes of the Phone-a-thon, i.e. soliciting donations for the Annual Fund.  No information may be removed from the Phone-a-thon room and information used during the Phone-a-thon is not to be discussed or used at any other time.  Misuse of donor information includes, but is not limited to:  removal of donor information from the Phone-a-thon room, use of donor information for purpose(s) other than the Phone-a-thon, misuse or personal use of donor credit card numbers.  

In order to be active for the Phone-a-thon, a confidentiality statement must be signed and returned to the Phone-a-thon coordinator before you can begin making calls.
Annual Fund Basics
A. Definition
The Annual Fund is a pool of money, from funds donated to <School Name> on a yearly basis by alumni, students, parents, friends, faculty, staff, and outside corporations and foundations.  These monies help to alleviate the operating expenses of the School – the money is used for funding scholarships, buying new books for the library, upgrading technology in the classrooms, and dorm renovations and repairs.  Virtually all education institutions have an Annual Fund.
B. How it Works
Tuition revenue does not cover the costs of <School Name’s> operating expenses.  Many of the remaining costs are covered by unrestricted money from the Annual Fund.  The word “unrestricted” implies that the donor does not designate how his/her gift will be used; therefore, the contribution goes to the School’s general operating budget for that particular year.  Although Annual Fund money is unrestricted, <School Name> uses most of the funds for financial aid, scholarships, academic programs, and buildings and grounds maintenance.  Unrestricted gifts are the main focus of the Annual Fund, but restricted gifts are equally appreciated.  An example of a restricted gift:  an alumna/us says, “I’d like to make my donation to the Annual Fund towards the library.”  In a situation like this, the donor is stating how s/he would like the gift to be used, therefore it is restricted.

C. Dollars and Participation
The Annual Fund focuses on the broad base of support from the greatest number of alumni giving smaller gifts.  There are other people in <School Name>’s Development Team who focus on large gifts from a small pool of individuals.  The success of the Annual Fund is tracked not only by dollars raised, but by the number of individuals participating in the Fund.    

As a Phone-a-thon Caller you will be contacting the largest portion of <School Name> donors, who generally give smaller gifts ($10 - $900).  You are an integral part of <School Name>’s future.  By encouraging donors to increase their gifts, you are setting sights for the future and enabling the Annual Fund to grow.  You will also encourage non-donors to participate. When you involve non-donors, you are creating a group of new donors who will grow with the Annual Fund.

D. Pledge Fulfillment
The Annual Fund runs on a “fiscal year” calendar, from July 1st – June 30th.  When a donor promises to make a donation to <School Name> at a later date, it is called a pledge.  Pledges for a specific amount of money are called specified pledges.  When a donor does not say how much s/he intends to give, it is called an unspecified pledge. When the pledge is paid, it is called a gift and it is said that the pledge has been fulfilled.  It is the goal of the Annual Fund to fulfill all pledges.  Specified pledges have a much higher rate of fulfillment than do unspecified pledges.  

Although donors have until June 30th to pay their pledge, please encourage them to pay it within 30 days.  The sooner their gift is in, the sooner it will go to work for the School.  Be sure to ask the donor if s/he would like to use a credit card to make a gift over the phone.  Also ask the donor if s/he works for a matching gift company or if her/his spouse does.
E. Methods of Giving
Donors may use a variety of methods to make a gift to the Annual Fund.  You will primarily be involved in securing pledges that will be paid with a check or a credit card, but <School Name> also accepts gifts of securities (stocks) and gifts-in-kind.  Donors may also pay pledges of $100.00 or more in installments.  Installments should be used to encourage donors to give more, as they will be able to break the gift down into smaller payments.  

F. Reasons for Giving
Why do <School Name> alumni support the Annual Fund? 

· They want to "give back" to their elementary school
· They understand that a strong Annual Fund makes for a strong elementary school
· They want to ensure a strong future for <School Name>
· It makes them feel good knowing they are supporting <School Name>'s current students

· Some may have received financial support while they were students

Calling Tools
A. Goals
There are two goals for every call: one is a public relations effort and the second is a fundraising effort.  They are not separate.  You should strive to attain both simultaneously.  

1) Positively engage the alumnus -- calling can be a lot of fun for the receiver and beneficial to the caller.   

2) Increase the giving level of the donor or get non-donors to participate.  

B. The Script

It is important that you are relaxed while making the calls.  With a little practice you will be a comfortable in no time.  Each call will be different, but try to stick to the script so that you can cover all necessary points. 

PLEASE BE SURE TO TALK TO THE PHONE-A-THON COORDINATOR IF YOU HAVE ANY QUESTIONS REGARDING SCRIPTING.
Overcoming Objections

It is important to remember that many people you speak with will initially resist saying “yes”.  This does not mean that the prospect cannot or will not give a substantial gift to <School Name>.  What the prospect is potentially saying by giving objections is, “You haven’t convinced me yet.”
· Deal with a negative by turning it into a positive.

· Put objections in perspective.  Use facts.  Never argue.

· Be understanding and acknowledge that you are listening.

· Don’t be afraid to say “I don’t know,” if you do not know the answer to a question.  Say you will find out and have someone from the School get back to them.

· Do not take objections personally.

Specific Objections and Possible Answers
We just bought a house and can’t afford to give right now.
Congratulations, that is great news!  Let me take this opportunity to get your new address.  One thing that I am sure you have already thought of is the great tax deductions you will receive from your mortgage interest.  A gift to <School Name> is also tax-deductible.  One of our goals this year is to increase the number of alumni who contribute, so it is not important that everyone gives a large amount, but rather that everyone give something.  May I record a pledge of $25/$50 (pick amount based on giving history) for you?

I’m out of work, so there’s no way I can give now.
I am sorry to hear that.  If you like, I can put you in touch with our Alumni Relations Office so that you can contact alumni in your area for networking purposes.

This is the only time I hear from <School Name>.
Let me make sure that we have your correct address, because we do send publications to keep in touch with alumni and we invite alumni to events.  I am calling you not only to ask for your support, but to answer questions and address concerns like yours.  I will be sure to get the most recent publications in the mail to you and I hope you understand that the rising costs of education make our fundraising efforts critical.  We must try to reach everyone for the sake of the school.  

I’m still paying my student loans.

I can appreciate that.  I’ve spoken with a number of our alumni in similar situations.  Participation counts more than the size of your gift.  Even for the price of a pizza or a night at the movies, you can support the Annual Fund this year.

I had a bad experience at <School Name> and I do not want to give.

I am sorry to hear that.  Perhaps you could relate your experience so I can inform the appropriate person to ensure that future students do not encounter the same situation.  (PAUSE, LISTEN & RESPOND TO ANSWER)  

After the response, if you feel you have overcome the situation, “If I may suggest a pledge of $__ to the Annual Fund tonight which would certainly allow us to enhance the current students’ experience.”
I have no interest in giving to <School Name>.

I am sorry that you feel this way.  I am on the phone this evening not only to help <School Name> by raising money, but to speak directly with alumni and get their feedback about <School Name>’s efforts.  I would like to know how to renew your interest in participation in <School Name>’s Annual Fund.  Is there a particular reason why you do not want to support <School Name> this year?  (Those who take the time to explain can probably be convinced to pledge.)

I already gave.
Thank you; is it possible that your gift was made during our last fiscal year, which ended June 30th? Our fund runs from July 1st to June 30th and my records indicate that we haven’t yet received your gift for this current year.  We would greatly appreciate your support as the Annual Fund provides operating funds to be spent each year.

I gave last year.
Thank you; this is exactly the reason why we are asking for your support.  You have demonstrated a commitment for which we are very appreciative.  Our Annual Fund supports operating expenses annually and your contribution is greatly needed.  

I’ll probably give the amount you’re asking for, just send me the pledge card.

I’m glad to hear that.  Your specified pledge tonight will help with the School’s planning.  While you can always increase your pledge when you send in your payment, it would be helpful tonight if we could agree on an amount that you would feel comfortable pledging.  Would that be $___?

I can’t give that much this year; put me down for what I gave last year.

Every year the cost of education rises.  Would you be willing to increase your gift by $25?  
I support other <School Name> programs.
Thank you very much, we certainly do appreciate that and I don’t want to change your priorities, but the Annual Fund is the pool of money that supports <School Name> year in and year out.  The Annual Fund supports very important projects such as:  student financial aid, improvements in programs and facilities that directly affect the students here.  We would greatly appreciate your help at a level that is manageable for you and which would allow us additional strength in enhancing the quality of education at <School Name>.  Would a gift of $____ be manageable for you?

I don’t like to give over the phone.
I understand, but this is the most effective way to reach the largest numbers of supporters by the end of our fiscal year.  It also allows us to personally communicate with our alumni.  This call allows me to listen to alumni feedback and enlist the support of a tremendous number of men and women like you.  Can we include you as a <School Name> Annual Fund donor with a generous gift of $_______.
What To Talk About?

Current Programs and Activities
Alumni are typically very interested in current activities of the School. What are the new developments at <School Name>? Have the sport’s team won championships? Were test scores particularly high this year or are they higher than public schools? Are there alumni success stories to share? What are some upcoming events at the School that the alum might be interested in hearing about? 
You
You are one of the best subjects during the call.  Many alumni are interested in hearing from fellow alumni; the more personalized you make your call, the more successful you will be. If possible, try to make your calls to those in your class or in classes the graduated close to you.  
Quick Keys to Successful Phone-a-thon Calling
1.  Believe in what you are saying.  The sincere, motivated caller enjoys the 

      greatest success.  So, too, will you if your prospects feel you believe in 

      <School Name>!

2.  Approach each call as if it were your first conversation of the evening.  If 

      you sound as if you want to get off the phone, so will your prospect.  

3.  Listen.  If you listen to your prospect, you’ll be able to respond effectively to 

      their interests and concerns.

4.  Be Polite.  Optimism is contagious: “I know you will want to join us by 

      supporting your alma mater!”

5.  Stick to the facts about <School Name>.  If you can’t answer a question, 

      someone will follow-up with a return call the next day.  Don’t supply rumors.

6.  Negotiate when possible.  Refer to your Phone-a-thon Manual for techniques.  The call is the 

      key.  Your call has far more impact than follow-up letters, so try your best to 

      get a specific commitment, NOW, if possible!

7.  Be relaxed, comfortable and respectful.  Enjoy your conversation, but 

respect your prospect’s time.  Make as many calls as possible without rushing the conversation.

8.  Express sincere appreciation.  Make the prospect feel her gift is important.

      Satisfaction is a far better motivator than guilt.  If the prospect feels good

      about this year’s gift, he or she will want to give again next year!

9.  Have fun!!!
                                     









1

