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Dear Student Manager,

Congratulations on being chosen as a student manager for one of the most exciting opportunities on campus – The Pomona College Student Calling Program!  You are joining a program which is now in its fourth year of operation and which has helped to raise nearly $2 million for the College’s Annual Fund.

This guide has been prepared to provide you with a basic understanding of your role as a manager.  It has been created with input from former managers to help you become familiar with your role and responsibilities, as well as to present you with opportunities in the arena of fund/friend raising.

This is a beginning.  Each manager will add to this guide so that it, like the Student Calling Program, will continue to grow and evolve.

I hope you use this guide as a reference, and as a reminder of the expectations and responsibilities you have chosen to undertake.

Together, I know we can achieve success.  I look forward to working with you.

Sincerely,

Jeffrey J.  LaValley

Assistant Director of Annual Giving
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Job Description

Overview

The Student Managers play an important role in the continuing development of the Student Caller Program.  As a manager, you will have supervisory control of each calling session.  You will be responsible for managing, motivating, training and supporting 10 to 12 student callers per three-hour session.  Student Managers report directly to the Assistant Director of Annual Giving.  You are expected to work a minimum of 8 hours a week.  

Duties

(General

 
Gain an understanding of the mission and goals of the Office of Annual Giving 


Undertake new projects and work on them with a minimum of direct supervision

Manage and direct callers with care and understanding – development means more than  raising money

Gain an understanding of the programs and services provided by Pomona in order

to address alumni concerns

(Hire/Train/Supervise staff of Student Callers


Assist in interviewing student callers


Conduct caller training sessions with the Student Calling Program supervisory team


Conduct review sessions with individual callers

(Manage at least one calling session per week


Plan and conduct assigned calling sessions


Organize nightly bonus schemes


Motivate and assist callers


Monitor calls and give immediate feedback


Handle calls with difficult donors


Enter pledges and other codes during and after each calling session


Update nightly/monthly/yearly goals and totals charts


Notify Assistant Director of any problems


Be familiar with and enforce policies and procedures 

(Maintain the Student Calling center


Keep materials neat and organized


Care for telephones and computer equipment


Keep supplies stocked and organized


Inform Assistant Director when additional supplies/materials needed


Maintain incentive food and beverage supply

(Plan and strategize with the Assistant Director of Annual Giving


Plan and review calling schedules


Represent the needs and issues of the callers to the team


Assess callers and statisticians for nightly and monthly feedback


Attend weekly team meetings with the Assistant Director of Annual Giving


Set goals and the means to achieve them


Evaluate the overall effectiveness of the calling program


Provide feedback to the Assistant Director regarding program and individual


caller performance


Recommend callers for salary increases, continued service after each semester,


and as needed, disciplinary action or termination 

Qualifications

Exhibit enthusiasm in support of a liberal arts education, especially Pomona College

Demonstrate effectiveness and genuine warmth in contacts with others

Possess organizational abilities and attentiveness to details

Strong oral and written communication skills

Possess strong management and leadership skills

Ability to motivate others

Initiative and follow through in carrying out program policies and procedures

Ability to work as a member of a team

Willingness to keep up with issues at Pomona College, particularly those affecting the Student Calling Program and Pomona Alumni

Ability to calculate and format various statistical reports

Possess sound judgment, maturity, poise and tact in dealing with Office of Annual Giving staff,

Student Callers, and all other Pomona College constituents.

Schedule

Calling shifts are Sundays through Tuesdays from 6 to 9 p.m., and Wednesdays from 3 to 6 p.m.

Some special shifts may be scheduled with advanced notice.   Supervisors are required to work two shifts per week, or a minimum of 8 hours.   It is recommended that you arrive approximately ½ hour before the scheduled shift for set up.   Follow-up work at the end of each shift will include summation of nightly totals, as well as pledge and other data entry.   Managers also are required to attend weekly meetings with the Assistant Director of Annual Giving.   Note:  The first two weeks of each semester may average between 15 – 20 hours due to hiring and training of student callers.

Salary

The starting wage for Student Managers is $9.00 per hour.  

Expectations

Listed below are several expectations I have for you as a manager.

I expect you to:


(
Arrive on time to each staff meeting and calling session.


(
Be prepared for each meeting in order to fully participate in our discussions.



Since you are working directly with the callers, your feedback and input are essential.


(
Handle your role as manager as a professional member of the Office of 



Annual Giving.  I, along with the entire staff, will hold you to a higher standard.


(
Provide me with feedback on the direction of the program and recommendations



for improvements.


(
Respect the confidentiality of your role as a manager.


(
Be motivated and a self-starter.


(
Be open and honest about the student calling program and your role as a manager.


(
Have fun!
In addition to the expectations listed above, you can anticipate throughout the semester several one-on-one meetings which we will utilize to set mutual programmatic and personal goals.   Together, we will work to accomplish these goals.   In addition, part of the success of the Student Calling Program hinges on your successful academic and personal career at Pomona College, and I want to help you achieve your fullest potential.

Similarly, it is only fair that you will have certain expectations of me as a supervisor.  Again, we will utilize our one-on-one meetings to talk about these.

“Calling All Sagehens,…”

[image: image2.jpg]



The Pomona College Student Calling Program

Student Managers’ Handbook

The Guidelines

As a manager, you are expected to lead by example, and the impression you give will serve as an example for each of the students you manage.

Attendance

You are expected to be present when you are scheduled to work.  If you are sick, or there is an emergency and you cannot work, please call one of the other managers first to arrange a substitute.  Then, you MUST contact Jeff @ x72495 at least two hours before your shift.  I know things come up, but I expect you to tell me in advance so I can plan accordingly.  

You also will be expected to attend a weekly Student Managers meeting with the Assistant Director to discuss various aspects of the program, including weekly results and trends – statistical and personal – as well as, attendance, morale issues, bonuses, new ideas, tracking of goals, problems, etc.  

Paperwork

As managers, you set an example.  If you don’t fill out your timesheets, we cannot pay you for your work.  Make sure you fill in your paperwork before and/or after each work session.  Most importantly, don’t forget to sign your timesheets at the beginning of a pay period.  If you do not fill out the paperwork correctly, it will slow down the entire process.

Professionalism

As a member of the Pomona Development Staff, you are expected to act professionally in the position.  Concentrating on the task at hand is essential.  The jobs we ask you to complete are not complicated, but if done incorrectly can cause everyone tremendous frustrations – most importantly, donor relations repercussions.  If you must leave before completing a project, save time to talk with Jeff about your progress.  Let her know where you are and what you have done – even if another student manager is staying to continue the task.  You must keep Jeff informed of your progress on each job.

Confidentiality
This is extremely important.  In the course of your work, you will be exposed to some very personal financial information about our alumni, parents and friends.  It is essential that you not share this information with anyone.  We trust you with this sensitive information.  

As a manager, you are given access to the Renwick House and the Student Calling Center.  Please treat each of these areas with the utmost respect.  

Housekeeping

The Renwick House and Student Calling Cottage are great places to work.  In order to keep them that way, everyone must abide by the same rules.

· Please return all plates, cups and silverware to the kitchen (in the main house) AND please place all dirty dishes in the dishwasher.

· You are welcome to have coffee and tea, but be aware that other drinks and snacks found in the main frig are for alumni use during phonathons.

· Each manager is responsible for cleaning up and filing paperwork for their shift.

All pledge cards should be filed accordingly with any outstanding or questionable forms left in Jeff’s mailbox for further action.


(
Please be sure students clean up their work area.  This includes throwing away any



trash, empty soda cans, filing all cards, etc.

Communication

Communication is key to the success of any team.  In addition to our weekly meetings, it will be vitally important to communicate any issues or concerns which arise during a calling session.  In addition to noting any such issues or concerns on the Daily Tracking Form, please communicate with other managers and myself by writing notes on the daily Manager’s Communication Log after each session.  You may want to use this log to address any issues or concerns pertaining to the calling session, to communicate any follow-up work that needs to be completed prior to the next calling session, or to address any concerns regarding individual callers or a team.  
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S T A R T E D

Managing The Sessions

Managing a session of student calling can be a very rewarding experience.  It can also be a very stressful experience if you do not keep your wits about you.  What follows are a few guidelines to help ensure that you will always have a handle on things during your sessions.  

Preparation

One of the most important aspects of managing a night of calling is the preparation.  It is always a good idea to arrive at the Renwick House about a half an hour to an hour early, to allow yourself plenty of time to set things up.  Before every session, you should make sure the calling areas are in order.  This means that every station needs to be stocked with the following items:


(
A script relevant to the upcoming session


(
Pledge cards, credit card slips, credit card Thank You cards, 



and, Sorry We Missed You cards


(
A working pen


(
A working calculator


(
A pad of post-its or other scratch paper

Additionally, every station should be cleared of any miscellaneous debris that has cluttered it up.  

Sorting Cards

The cards for the session should be sorted and divided into stacks of about 60 cards each for use during the evening.  You can distribute these to the calling station or have the callers pick them up on their way in.  Timesheets should likewise be made available.

Setting Goals

Set the session’s goals based on the number of callers coming in for the session.  A good rule of thumb is to set the team goal at 4 to 6 times the number of callers.  Lastly, decide on what sort of bonuses will be available during the session and make whatever preparations are necessary to facilitate them.  
Callers

The backbone of the student calling program is, you guessed it, the callers.  The overall success of the program depends on the results they generate.  Therefore it is imperative that they produce the best results possible.  In many ways we are lucky; our workers are by and large a positive crew of people with good social skills.  Their training has armed them with all the information they need to make a strong case for Pomona College.  It may be tempting to assume that the callers do not need anything else to rack up the pledges, but this is an assumption we cannot afford to make.  It is the manager's job to bring out the best in the callers, both as individuals and as a team.  No matter how talented our callers may be, if they are uninspired, the nightly results will suffer.  As a student manager, an integral part of your job is keeping morale healthy and maintaining a positive atmosphere.  

There are no hard and fast rules for how student managers are supposed to energize student callers.  More than any other aspect of this job, the maintenance of morale is a matter of personal style.  As a manager, you must be able to empathize with the callers in order to understand their needs, but at the same time you must try to remain objective and always stay focused on the big picture.  
Morale: Experience suggests if morale is low during a session, it can be helpful to have a short break to let people talk about amusing or odd calls they’ve had that night.  Just laughing a little bit often makes it easier to get back on the phone and give a good impression to the alums, as well as just feeling better personally.

Short-term bonuses can also give a burst of productivity and energy to a languid group.  Winning a prize (however small) for the next pledge or funniest machine message over the next 30 minutes can inspire people to call for an instant reward.

It is very important for a caller who has a difficult call to be allowed to vent.  Try to listen for signs of a hard call and go right over and ask about it, even if the caller dealt with it well.  When someone was nasty, it’s necessary to get the frustration out somehow and it’s better for hem to do it with you, rather than to the next hesitant alum.

Feedback
While a monetary or material bonus can certainly let a caller know s/he's doing a good job, it is equally important to respond to a caller's performance with verbal feedback.  Both praise and constructive criticism can help a caller’s performance improve.  

Providing on-the-spot feedback can be one of the toughest parts of being a student manager.  It can be difficult to give compliments without sounding insincere, and it isn’t easy to tell a fellow student s/he’s doing something wrong.  As a manager, you must strive to overcome whatever personal reservations you may have about giving feedback.  Interactivity with the callers is the cornerstone of this job; candidly and tactfully addressing individual caller’s strengths and weaknesses is vital to the continued improvement of the program.  

Compliments: They say you catch more flies with honey than with vinegar, and this is largely true.  One of the best ways to bolster caller morale and encourage improvement is to recognize strong performance.  Openly praising a caller for handling a call well not only rewards the individual, but also provides a good example for the other callers.  Of course, praise does not always have to be public.  Not everyone is comfortable being singled out, even if it is for something good.  As a manager, you are expected to be sensitive to this and encourage such callers in more low-key ways.

Coaching: When a caller makes a mistake or handles something inappropriately, it is the manager’s duty to help the caller fix the problem.  Try not to think of criticism as reproach, but rather as an honest way of addressing weakness with the aim to strengthen.  Callers cannot improve if they are not made aware of what they need to work on.  Part of your job as manager is to make sure that all callers know what areas they need to focus on.  

Try keeping an ear open and listening to the various conversations the callers have throughout the night.  You will find that you will naturally pick up when a caller does something really right or really wrong.  If at all possible, try to address the issue sooner rather than later.  Immediate feedback will not only help the program overall, but it aids in achieving good results on a nightly basis.  

Paperwork


Ah, being a Student Manager isn't always as glamorous as it looks.  There is a more mundane side of things, and its name is paperwork.  

This section of the manual includes a review of  paperwork to be completed by each Student Caller, as well as nightly paperwork, which you will be required to complete.  Copies of each form can be found in the Addendum section of this manual.

Statistics

Keeping track of nightly statistics is generally a simple task.  Maintaining a running tally of pledges and dollars accrued during a session is a good way of providing instant feedback to callers, but a more reliable and accurate process of record keeping is necessary for official office use.  There is a small yellow form provided for you on which to record the official totals for each session.  The numbers you need to calculate these totals can be found on the caller’s tally sheets.  While it looks  pretty simple, just be sure to check your math.  

More About Statistics,…

In addition to the nightly statistics maintained by the managers, Jeff maintains a notebook chock full of comparative statistics for each calling session.  These reports are run each morning after all pledges (will gives, will considers, refusals, call backs, and specials) are verified.  These statistics are used to help us set goals and gauge our performance.   

Even More About Statistics,…

Each semester, one manager will serve as the statistician and it will be their responsibility to maintain running totals tracking caller performance.  To aid in this effort, an EXCEL spreadsheet has been formatted so that the manager simply enters information from each caller’s pledge sheets.  These reports should be run weekly and used to maintain the Record Board so that callers also may gauge their performance.

Filing

The cornerstone of efficiency is organization.  At the beginning of every calling session, the cards will be arranged in neat stacks for the callers to call.  As the session progresses, the cards become divided and sub-divided into numerous distinct categories.  At present, there is no hard and fast system for filing.  Needs and demands vary from week to week, even night to night.  It depends greatly on what segments are being called and what categories have priority.  There are a few good rules of thumb to follow though.  

In general, cards should be filed in the appropriate bins near the sink.  At the end of a session, be sure to remind callers to file their cards appropriately.  On nights when a group calls more than one segment, like various reunion classes or parents and alums, it is vital to keep the different kinds of cards separated.  In cases like this, it is usually best to have callers file at their desks so you can keep everything straight.

Communication

Communication among student managers and the Assistant Director is very important as well.  Cards must be filed in such a way that any manager or the Assistant Director will instantly understand what kind of cards s/he is looking at.  You will find that you will regularly be picking up where the previous night’s manager left off, as well as leaving things that the next night’s manager must attend.  Be conscientious about this.  Organize things clearly and leave notes to explain what you have done if there is any possibility of confusion.  

Overall, it is best to remain flexible when it comes to handling filing.  Evaluate your filing needs each session and take it from there.  Discuss the methods you want to use with your fellow managers and the Assistant Director.  Filing is an evolving process.  Feel free to make improvements. 

Envelopes

Addressing envelopes is really quite simple, but here’s the procedure just to make sure there’s no confusion.

After each calling session, there will be pledges, will gives, will considers, and specials which need to be mailed out to the alumni.  It is important that envelopes are addressed as soon as possible, as alumni will be expecting a pledge form – or any other information they may have requested – to be mailed to them.

PLEDGES:   


1)  
Verify any address change, which the caller may have noted on the alumni data card.  Legibly handwrite the address on the envelope.


2)  
Review the pledge reminder card written by the student caller to verify correct spelling, and that the pledge amount matches what is written on the alumni data card.



Enclose the pledge reminder card in the envelope.  If there are any misspellings, the



card should be returned to the caller to be rewritten.


3)   Enclose the appropriate remit envelope [6 = Alumni / 51 = Reunions / 26 = Parents].


4)
Do not seal the envelopes – a machine does this for us.

CREDIT CARDS


Repeat the same process as for PLEDGES, however, instead of a pledge reminder card


enclose a CREDIT CARD THANK YOU card, and DO NOT enclose a remit envelope.

WILL GIVES/WILL CONSIDERS


Repeat the same process as for PLEDGES, however, note that the amount on the alumni


data card and on the reminder card should either be left blank, or may include a 


suggested gift amount with a “?” or “+” to indicate that the donor has the option to


to consider another amount.

The callers’ handwritten, personalized note may say something to the effect of:  “We hope you’ll consider a gift this year of $XX.  Of course you always have the option to increase your gift.”

 SPECIALS


Again, repeat the same process as for PLEDGES, however, please be sure that any 


“special issues” have been addressed:  does the donor want more information about the


Annual Fund, information on career networking, volunteer opportunities at Pomona, 


or, how to transfer stocks, etc?

Pledge Entry and TLC

Recording the information generated during a session of calling is one of the most important tasks of the student manager.  Keeping track of nightly trends and anomalies helps demonstrate where and how the program needs to adjust, modify and evolve to reach greater levels of productivity and efficiency.  

Please refer to the Addendum at the end of this manual:  Phonathon Results Data Entry.  There also is a copy posted by the computer in the Student Calling Cottage.

Updates
Callers should record any updates [such as deaths, births, weddings, changes in employment or address/phone numbers, e-mail addresses, or professional accomplishments] provided by alumni on the alumni data card – preferably in the upper right hand section of the card, above the alum’s ** Annual Giving History **.   Callers also should write any notes regarding alumni concerns, issues the alum may have with Pomona, or any follow up needed by a manager and/or the Assistant Director of Annual Giving in this area of the alumni data card.  Again, please stress to callers the importance of writing legibly as these updates may often be viewed by as many as two or three other staff members.

Payroll Instructions

As with statistics, one manager will be responsible for oversight of payroll each semester.

Everyone likes to get paid.  Please make sure they do.  There are four things that need to be done to complete payroll:


1) 
Filling out the individual time sheets, 


2) 
totaling up bonuses for the pay period, 


3)
transferring pay and bonuses to the large payroll form, and 


4) 
sending the forms where they need to go.  

Then you’re done!

Here’s the actual process for completing time sheets:


1)
Each time sheet needs to have the top right hand box filled out by you.  It’s pretty self explanatory.  The pay period ends on a Friday and goes until the Saturday of the second week after that (2 weeks).  


2)
Make sure each caller has signed their time sheet! It’s alright for you to date it or add up hours; however, callers must sign their sheets.  


3)
Multiply out their total pay, just for their hours on the top of the sheet.  


4)
On the bottom of the sheet write in “Asst.  Dir.” for Jeff’s title and “OAG” for department.  You don’t need to print his name.  


5)
After the box and bottom are all filled in, separate the top sheet from the bottom and stick it in a stack.  The bottom sheet stays in their folder.  


6)
Have Jeff sign the forms.

Timesheets are completed!  Now, on to adding up caller bonuses,…

Please see the sample bonus/Special Payment Authorization sheet.


1)
Complete the bonus sheet found in the manager’s notebook by totaling individual caller bonuses for the pay period.  Transfer the totals from each callers’ tally sheets to the forms in the manager’s notebook.  You’ll have to make a bunch up at the beginning of the semester, ask Jeff to show you which they are exactly and what to do.  


2)
Enter the bonus totals on the last column of the bonus sheets and fill out the date, pay period, and account info on the top of those forms.


3)
As with time sheets, have Jeff sign the bonus sheet(s).

Bonuses are done.
Transferring Totals to the Green Bars:  Payroll gives Jeff one (green and white) sheet – called a Green Bar – to be completed every two weeks.  Everyone’s name may not appear on this form, and you don’t need to do anything else for the people who aren’t – except to send their time sheets on to the Payroll Office.  For the people whose names do appear on the Green Bar, enter in the total number of hours worked under the column marked “Regular Hours.”  Also, verify the caller’s rate of pay.  Once you have entered the total number of hours worked, attach the green time sheets for each caller to the back of the Green Bar, and give this to Jeff to sign.

Sending forms

After all time sheets and bonuses have been tallied, please give them to Jeff to sign.  He will forward them to Carol Thompson in the Payroll Office.  

That’s it.  It looks long and complicated, but it’s very easy.  Just ask Jeff if there are any questions.

B O N U S E S
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Bonuses

Remember Cuba Gooding, Jr.’s famous words in Jerry Maquire? 

“Show me the money!”

Well, we're not that bad, but money is a powerful incentive.  Is it the only incentive? Certainly not.  One of the most fun and exciting duties of the student managers is to formulate and implement a variety of bonus schemes to reward caller performance and boost morale.  There are numerous ways to go about this.  What follows is a compilation of bonus schemes developed over the life of the program to help supplement the nightly sessions, followed by some suggestions about what appropriate rewards are.  Feel free to adapt and alter these bonuses to suit your tastes and/or the needs of a specific session.

Please refer to the Book O’ Bonuses for additional ideas.

The Norms: These are the standard bonuses which should be in effect every night.

Team Goal Bonus: At the beginning of every session, the manager should announce what the team goal for the night will be.  Typically this is a set number of pledges, roughly 4-6 per caller, rounding up.  If the group fulfils the team goal, all participants are awarded $2.00.  It can be tempting to make the team goal too easy to achieve.  Do not give in.  Stand fast and aim high.  It is more satisfying to achieve a challenging goal than an easy one.  

Pros: Easy to keep track of, always achievable.

Cons: Difficult to know what is a reasonable goal at the beginning of the night, callers may whine if they come close to meeting the goal but fail to achieve it.  

Credit Card Bonus: Every time a caller secures a credit card pledge, s/he may reach into the candy bucket and select a RANDOM piece of candy.  If the candy has a white dot (or other predetermined signification), than that caller receives a $1.00 bonus.  The bucket should be restocked every Sunday afternoon, but not before unless the supply runs out completely.  The initial balance should be 20 pieces of candy with dots, 20 without.  

Pros: fun, good incentive to solicit credit card gifts.

Cons: Callers may take a bit too long searching for that one piece of candy that “just feels right.” In certain circumstances, specially marked candy can be identified tactually.  Do not let the callers do this.  It’s cheating.

Pledge Bonus: Sometimes, an individual will have an outstanding session of calling and amass a truly remarkable number of pledges.  Such achievements deserve recognition.  If a caller earns 15 pledges, at least 9 of which are increases, that caller will receive a $5.00 bonus.  If a caller earns 20 pledges, at least 12 of which are increases, that caller will receive a $7.00 bonus.  Finally, if a caller earns a whopping 25 pledges in one session, at least 15 of which are increases, that caller will receive a $10.00 bonus and a shrine built in their honor.  

Pros: Excellence should be rewarded.

Cons: Getting 14 pledge or 15 pledges and 8 increases.

Specials: These bonuses are a bit different and can be used to spice things up.  One special or personal bonus should be in effect for each calling session.  As a general rule, the special bonus should not exceed $3.00 per caller, but of course, exceptions can be made.

Increase Bonus: This is a fairly straightforward one.  The number of increased pledges a caller receives determines the bonus.  This can be a set figure, i.e.: 3 increases = $2.00, or a sliding scale; 2 increases = $1.00, 4=$2, 6=$3, 8=$4… Alternatively, a prize can be offered to the caller who earns the most increases in a single session, either numerically or monetarily.  This bonus could be a novelty item, a gift certificate, a commendation, or anything suitable.

Pros: Easy to keep track of and regulate.  A good standby.

Cons: Not very exciting, sometimes frustrating.

Super Bonus: From time to time it can be fun to have a special mystery prize lurking somewhere in the credit card candy bucket.  One piece of candy will be specially marked and the lucky person who draws that piece will win a special prize.  Examples include: cash, gift certificates, novelty items, event tickets, theme park tickets, or really anything you can characterize as “super.”

Pros: Air of mystery is good for morale and caller enthusiasm.  One prize goes a long way.

Cons: Only one winner, prize can be expensive.

Wheel of Pledge: Wheel of pledge is great fun.  It is best to prepare a laundry list of phrases, quotes and miscellany to use as puzzles beforehand, but it can be fun to make them up on the fly too.  Basically, wheel of pledge works just like wheel of fortune.  There is a puzzle consisting of an arrangement of blank spaces on the whiteboard.  Every time a caller gets a pledge s/he can guess a consonant.  If they guess a letter that is in the puzzle, fill it in.  Credit card pledges may guess two consonants or one vowel.  Alternatively, a person with a pledge may attempt to solve the puzzle.  Once the puzzle is solved, bonus is awarded.  This can be either a cooperative or a competitive bonus.  Cooperatively, the entire group is allowed to work on the puzzle and help each other out.  In this case, each puzzle should be worth $0.25.  Competitively, the group is split into teams both vying to solve a singular puzzle.  The team that guesses correctly receives the bonus.  In this case, each puzzle should be worth about $0.50.  Remember, personal bonus should not generally exceed $3.00 per caller.

Pros: Lots of fun, great for morale, lasts the entire session.  

Cons: Time consuming.  Wheel of Pledge requires a LOT of management from the manager on duty.  You can forget about addressing envelopes, entering pledges or engaging in most any other extra activity while moderating wheel of pledge.  Additionally, callers can develop a tendency to stare at the puzzle, rather than devoting their full attention to the task at hand; calling.

Trivia: For each pledge the caller gets one question from the category of their choice (2 questions for a credit card).  Once a question is read, the whole team (all callers were on one team for my group since there were only 5-6 of them) can work together to answer the questions.  If they are right they get a check in that category (I use trivial pursuit cards, so there are six categories).  If they are wrong, then the question remains on the board and on the next chance they can either guess the answer to that question again, get a new question in that category, or get a new question in another category.  Once one question from each category has been answered correctly, then the team has gotten a “pie” and they get a bonus.  Each pie can be worth $.50 -$1.00, and I have sometimes made the first worth $1.00, and each after that $.50.  You might try increasing the amount each is worth by a quarter to increase motivation throughout the night.

Pros: Fun group activity, educational.

Cons: With the whole group playing they essentially have 2 group bonuses, personal motivation sometimes wanes.

Long Term: Session specific goals help keep momentum going, but it is also nice to have something to look forward to.

Raffle: It can be fun to hold raffles for special prizes from time to time.  Decide on a timeframe and a prize or hierarchy of prizes, then begin collecting name slips from each caller every time they earn a pledge.  Credit card pledges can be worth two entries at your discretion (just be consistent).  When the time frame runs out, draw a name or names at random from the collection, preferably when most of the entrants are present, and award prizes accordingly.

Pros: Lottery excitement, anyone can win.

Cons: Can be anti-climactic if not built up and executed with style (but hey, that’s your job, right?)

Breaking Records: When a group or individual breaks a longstanding record of most money raised in a single session, most pledges earned in a single session, or most money raised by an individual, special recognition is in order.  Generally the reward for this sort of achievement should be some kind of merchandise on the order of a Pomona College T-Shirt, or perhaps a round of smoothies from the Claremont Juice Company.

Pros: Everyone likes to feel like a winner.

Cons: Records are hard to break.

Special Achievement: Sometimes a caller will display talent, drive, attitude and results that deserve special recognition.  This is best handled on a case-by-case basis with the manager deciding what kind of reward is appropriate.

Pros:  Excellence should be rewarded

Cons: It can be tempting to play favorites.  Don’t.

Evaluations

Student Caller Evaluations

Approximately three to five weeks into the semester, we will ask student callers to schedule an appointment to talk with us about their performance as a student caller.  We will provide them with feedback (see the evaluation form that follows) regarding their performance, as well as suggestions for improvements.  This will serve as an opportunity for the callers to tell us about their experience.  Callers also will receive a written evaluation of their performance as a Student Caller at the end of the semester.  We will similarly ask them to evaluate the Student Calling Program.

Student Manager Evaluations

Approximately three to five weeks into the semester I will ask each student manager to schedule an appointment to talk with me about their performance as a student manager.  I will provide you with feedback regarding your performance, as well as suggestions for improvements.  This will serve as an opportunity for you to tell me about your experience.  Student managers will also receive an evaluation of their performance at the end of the semester, and will be asked to evaluate the Student Calling Program.

180( Evaluations

Approximately three to five weeks into the semester I will also ask each student manager to complete an evaluation of me as program coordinator.  This will provide you with an opportunity to provide feedback regarding my performance, as well as suggestions for improvements.  This will serve as an opportunity for you to tell me about your experience, and for us to address any areas of concern or areas where you feel you need more support or guidance.  These evaluations will be submitted, anonymously, to the Director of Annual Giving who serves as the immediate supervisor to the Assistant Director, and the evaluations will be used in the Assistant Director’s annual performance appraisal.
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Glad you asked,…

Who’s Who ?

Office of Annual Giving

Renwick House

333 North College Way

Claremont, CA 91711

909-621-8142:  Main Line

1-888-RENWICK

Fax:  909-621-8531

Rich Watkins
Overall management of the Annual Fund

Director of Annual Giving
Torchbearers Board

x 18142
Reunion Fund Classes:  ’51, ’71, ’76, 

Richard.watkins@pomona.edu
Parents and Friends Funds

Tam Vuong
Coordinator, Reunion Giving Program

Associate Director of Annual Giving
Honor Roll, Gift Acknowledgement

x 18142
Reunion Fund Classes:  ’41, ’61, ’66, ’81, ’91  

tam.vuong@pomona.edu
Computer and Development Services liaison


Web page

Maureen O’Connor
Alumni Fund Committee, Associates Events

Assistant Director of Annual Giving
Kick-Off, Pomonathons,

x 18142
Alumni Association Board

Maureen.oconnor@pomona.edu
Reunion Fund Classes:  ’36, ’86 

Jeff LaValley
Student Calling Program, Senior Gift/

Assistant Director of Annual Giving
Undergraduate Giving, Graduates of the

x 18142
Last Decade (GOLD),

jeffrey.lavalley@pomona.edu
Reunion Fund Classes:  ’46, ’96 

Walli Peterson
Supports the Director, Associate Director

Administrative Assistant
and one Assistant Director, Hires and

x 18142
Supervises Student Workers, Budgets, 

walli.peterson@pomona.edu
Office Inventory, Mailing Projects, Annual


Giving, Manages Database for Events

Millie Konrad
Gift Acknowledgement, 

Senior Secretary 
Data Management/

x 18142
Pledge Entry System, Supports one 

mildred.konrad@pomona.edu
Assistant Director

Important Numbers



Student Calling Program

	Jeff LaValley
	Assistant Director, 

Annual Giving
	Ext. 18142

       72495

Home:  909-445-0091

	Michelle Pendoley
	Student Manager
	

	Eddie Dick
	Student Manager
	

	Clint Russell
	Student Manager
	

	Elizabeth Hansen
	Student Manager
	

	Student Calling Cottage
	Manager’s Desk
	Ext. 74627


For More Information:

	Office
	Phone
	Questions Answered

	Admissions
	909-621-8134
	Scheduling on campus visits/interviews

	Alumni Relations
	909-621-8110
	Updating alumni records, and

Event information

	Annuity and Trust
	909-621-8143
	Information regarding the

Pomona Plan

	Career Development
	909-621-8144
	Career networking, and 

Employment referrals

	Coop
	909-607-2264
	Pomona paraphernalia



	Major Gifts
	909-607-7441
	The Campaign for Pomona College

	Public Affairs
	909-621-8146
	To request a copy of Pomona Magazine

	Registrar’s Office
	909-621-8147
	To request a copy of a transcript

	Trust Administrator
	909-621-8143
	Stock Transfers




Goals

&

Objectives
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Goals & Objectives

Annual Fund:






    $3,700,000

Alumni Fund:

	Dollars:
	$600,000

	Pledges:*
	* pledges from the calling program       4,000

	Participation:
	 * overall participation                                    47%

	Donors:
	8,425


Here’s how we’ll do it:

	Month
	# of Calling Days
	Dollars to be Raised
	Pledges

	September
	4
	$22,000
	160

	October
	15
	$88,000
	800

	November
	13
	$160,000
	900

	December
	4
	$130,000
	190

	January
	8
	$64,000
	720

	February
	16
	$58,000
	430

	March
	15
	$56,000
	650

	April
	15
	$22,000
	150

	TOTALS
	
	$600,000
	4000


Did you know?

Here is how Pomona College ranks in comparison to similar colleges in terms of alumni giving/participation:

	Claremont-McKenna
	51%

	Scripps College
	53%

	Swarthmore
	53%

	Amherst 
	65%

	Williams
	56%


Did you also know?


(
It takes 180 alumni to contribute to the Annual Fund to move our participation rate one percent.


(
Pomona spends nearly $18.3 million on Financial Aid.
The Year Ahead:

2000 – 2001

POMONA COLLEGE

OFFICE OF ANNUAL GIVING

GOALS AND OBJECTIVES 2000-01

(revised: July 14, 2000)

OVERALL GOALS
1. Increase gifts to the 2000-01 Pomona College Fund (Alumni, Parents and Friends) by 5%, including an overall Pomona College Fund goal of $3,785,000 and Alumni Fund goal of $3,480,600.   

2. Increase the alumni donor total by 6% from 7,947 to 8,425.   Achieve 47% Alumni Fund participation.   Increase alumni pledge fulfillment rate from 86.5% to 90%.  

Note: 1999-2000 alumni, solicitable base was calculated at 17,845.   

3. Achieve a reunion giving total (annual fund only) of $ 1,070,000, an increase of 7% from the 1999-2000 Reunion Fund total.   Increase overall class participation from 51.2% to 55%.   Increase Reunion Fund Committee volunteers from 85 to 125.   Increase reunion pledge fulfillment rate from 85.7% to 90%.
4. Increase annual, leadership giving (Torchbearers) by 10% in dollars and 5% in membership to $2,675,000 from 770 members.   

5. Increase Student Calling pledges and gifts from $558,575 to $600,000.  Increase the number of pledges from 3,697 to 4,000.

6. Continue to refine the Pomonathon Program to make it more efficient through more effective volunteer recruitment and management both regionally and locally.   

Increase Pomonathon results from $ $284,000 to $ 312,000, a 10% increase.   Increase pledges by 10% from 1,394 to 1,500.   In addition to incorporating other development volunteers at phonathons (i.e.  Alumni Council, Torchbearers, National Campaign Committee, etc.), increase volunteer Pomnathon participation from 142 to 175 to ensure that phonathons have an average attendance of 15 - 20 callers per session (up from 10 per session last year).   Emphasis will be placed on maintaining current Pomonathon sites while investigating other sites where alumni population and interest warrant attention.  

In an effort to increase volunteer recruitment for this program, grow the Alumni Fund Committee (AFC) from 25 to 40 members, with volunteer representation from all decades.   Continue to manage the AFC to enhance local and regional presence to  complement Alumni Relations and Alumni Association efforts.   

In collaboration with the AFC, work to educate external constituents through publications (i..e.  The Honor Roll), specifically alumni, about the importance of pledge fulfillment.   Utilize data from early August survey and volunteer phone follow-up to better understand the alumni pledge default issue.     

7. Increase Parents Fund results by 5% in dollars and 10% in donors from $150,000 from 777 families to $157,500, from 855 families.  

8. Increase young alumni participation (last ten years out) from 30% to 35%.     

9. Achieve 70% participation in the Class of 2000 Senior Class Gift.   Promote and coordinate the Senior Gift and Trustee Challenge through senior activities (i.e.  mug passing, senior social, senior night, etc.) with the assistance of Alumni Relations and Student Life.   

Work with the AFC to create a sub-committee to focus on increasing student awareness of philanthropy.   

10.  Meet travel expectations to ensure the solicitation, recruitment and stewardship of prospects, donors and volunteers.  

# of individual visits

NEW



 40

O'Connor 


 50

Vuong



 50

Watkins


 50
Total:



190

11. Continue to work with Development Services and other development staff to develop a user-friendly, menu-driven prospect/volunteer management system and report-ordering programs.   Specifically: Acknowledgement variable program; MS Word merge programming; debug matching and support group inaccuracy programs; create program for an assigned dataset; program Campaign table of giving report; expand   parent screens; and add assignment, target and pledge results to biolists and screens.   

12. Continue to work with Administrative Computing to streamline acknowledgment process and establish volunteer and staff assignment and prospect target fields.

13. Continue to identify professional development needs of staff and incorporate appropriate programming to ensure that the staff remains current about the Pomona Community, prospects, the Campaign, development topics/issues (i.e.  planned giving), and departmental programs.

14. Continue to work with the Office of Public Affairs on direct mail pieces, publications (i.e.  Honor Roll) and the Annual Fund Web Page.   In addition, continue to strategize with staff in Public Affairs on how to best market the Annual Fund and acknowledge Fund volunteers and leadership donors in the Magazine and other publications on a regular basis (i.e.  a standing sidebar in the Magazine or Campaign Newsletter).

15. Work to enhance donor relations, educate prospects about ways to give (annual, capital and deferred), and increase Campaign awareness through staff visits, donor recognition events, direct mail, publications, focus groups (i.e.  GOLD Advisory Board), and general correspondence with alumni, parents, and friends of the College.

16. Increase collaboration with the development team to establish division-wide policies   and programs that reflect a philosophy of advancement based on complementary functions of fund raising, public affairs and alumni relations.   Specifically: Work with all prospect managers to encourage and solicit increased annual fund support; recruit and solicit leadership annual fund volunteers; and collaborate with annual fund staff to determine appropriate annual fund components in individual and integrated asks.

17. Continue to promote an integrated approach to annual, capital, and deferred giving with other members of the development team that enables our staff to assist individuals in structuring a gift plan that may utilize outright, deferred, and bequest giving techniques.


The Alumni Data Card

First, keep in mind that information contained on the Alumni Data Card is confidential and is not to be shared with anyone outside of the Student Calling Program.  Violation of this policy is grounds for immediate dismissal.

If the alum does not currently live at the number dialed, fill out the WRONG NUMBER line:

· A wrong number is when someone on the other line picks up and tells you the alum does not live there.

· A wrong number is when you receive a recorded message that the line has been disconnected, or is unavailable.

· It is NOT a wrong number if:

· There is no number on the Alumni Data Sheet

· The answering machine does not have the name of the alum on it

· The number is blocked – this gets marked as a SPECIAL

· A parent of the alum will not give you updated information – this gets marked as a SPECIAL


Always cross out the wrong number with one single line.


Write the new number neatly next to the crossed out number, when applicable.

If the alum is NOT HOME, fill out the Not Home/Machine line:

· An alum is not home if:

· No one picks up the phone
· You get the answering machine
· You talk to someone other than the alum, but do not leave a message with that person

If you speak with a someone other than the alum, ALWAYS ask when would be a good time to reach 


the alum and record it on the data card.  If it is during a time we do not call, ask for another time.

If you leave a MESSAGE with someone in the alum’s household, fill out the message line:

· A message is when you do not talk to the alum:  tell the person on the other line why you are calling.  Find out a better time to call, rather than leave a message.

· A message is when the alum picks up but does not have time to talk.  Find out a better time to call.
If you don’t think a situation fits any of the above categories, fill out the SPECIAL line:

· A SPECIAL is a DO NOT CALL, a TEMPORARY NO CALL, an ALREADY GAVE/SENT GIFT (doesn’t specify an amount), a DAY CALL, or a SPRING CALL BACK

· A SPECIAL IS a BLOCKED CALL due to caller ID, or a parent of an alum who will not give updated information
· A SPECIAL is anything you do not feel fits any of the other categories

Always write why a situation is SPECIAL. DO NOT simply initial and date the line.

Always check to see if addresses and phone numbers are updated!

Cross out any information that is incorrect and write the corrected information next to it!

Credit Card Authorization

Please keep in mind, we only accept VISA and MasterCard.  We DO NOT accept, American Express, Discover, or Diners Club.  We do accept debit cards – with a VISA or Mastercard logo.

Always encourage the use of credit cards when the alum makes a gift.  HINT:  The use of credit cards is convenient since there is no paperwork to fill out and helps us save papercosts.  The alum’s gift is also immediate!

· Please be sure to get the name of the credit card holder and ask for the name of the person – as it appears on the credit card.  This is very important since many times a husband may use a wife’s credit card, and many names are printed to include middle initials.


(
Verify the address!  Be sure the billing address is the same as it appears on the alumni data card. If it is not, please note the billing address on the authorization form only.

· Be sure to obtain a daytime phone number in case there is a problem with the credit card.

(
Write the number of the credit card and the expiration date LEGIBLY.  Remember, this



form will likely be seen by at least three (3) other people.



(
All VISA card numbers begin with a “4”



( 
All MasterCard numbers begin with a “5”

· Write in the amount of the gift – neatly!

· If the gift is being given all at once, the amount should be the same as the TOTAL GIFT
· If the gift is being given in installments, divide the TOTAL GIFT into the number of installments

· Be sure to ask what month to put the credit card gift in, and check it neatly.  If the gift is being paid in installments, check off each month in which the gift should be debited.

· Remember to sign and date the form.

· Check off which fund the gift is for:  Alumni/Parent/Other                                                                            



(
Other:  Should be used if the alum wants to restrict their gift to a particular fund. 



Write in the name of the fun on the available line.

Credit Card Thank-You

· Write the name and class year of the donor on the credit card thank you in the appropriate space.

· Write the amount of the pledge to be taken from the credit card in the appropriate space.

· Write a simply THANK YOU note on the card. Try to mention something about the conversation you had with the alum.

· Sign your name and your class year.

If you make a mistake in completing either form, DO NOT erase or scribble out!  Write out a new card.  If your card is deemed too messy, it will be returned to you to be re-written.

The Pledge Card

Please remember to write legibly!  Illegible cards, or those with misspellings will be returned to you to be rewritten.

· Write the name and class year of the donor on the pledge card in the appropriate space.

· Complete the PLEDGE DUE by entering the date the alum (or parent) said they would send in their gift, or if no date was mentioned, enter June 30, 2001.

· Write in the amount of the pledge – be sure to reconfirm the amount as you close your conversation with the alum. If the pledge is to be made in installments, indicate that as well.

· Write a simple THANK YOU note on the pledge card. Try to include something about the conversation you had with the alum.

· Sign your name and class year.

If you make a mistake, DO NOT erase or scribble out!  Write out a new card. If the pledge card is deemed too messy, it will be returned to you to be re-written.

The Tally Sheet


(
Please remember to always fill out your NAME and the DATE on the top of each tally sheet!


(
Fill in both the PERSONAL GOAL and the TEAM GOAL set by the manager each night!


(
Fill in the time you arrived, the time you began calling, the time you finished calling, and the time you leave.

If the alum:


MAKES A PLEDGE:


(
Fill out the AMOUNT PLEDGED


(
Fill out the AMOUNT INCREASED or DECREASED from last year


(
Check CREDIT CARD if a credit card is used


(
Check NEW DONOR if the alum has not given in the last FIVE (5) years


(
Check MATCHING GIFT if the alum or spouse works for a matching gift company;  indicate the amount of the match (1:1, 2:1, 3:1, etc.) if you know


(
Write in the alum’s ID number


HAS A SPOUSE WHO ALSO ATTENDED POMONA:


(
Make sure the alumnus/a is not deceased


(
Split the gift in half and count the pledge as two gifts


(
Remember to split the increase/decrease amount


(
Only check one line if the gift is made using a credit card


(
Check both lines if the alumni have not given in the last five (5) years


(
Check both lines if there is a matching gift


(
Remember to write each ID number on a separate line

ADDING UP PLEDGES:  Place all totals in the last box labeled “T’s”


(
Add up the Amount Column for total amount pledged


(
Add up the Increase/Decrease Amount Column. Only add up the increases. DO NOT factor in decreases


(
Count the total number of credit card gifts received


(
Count the total number of new donors


(
Count the total number of matching gifts and the total amount of matching gifts


(
Leave the ID column blank

For Will Gives, Refusals, Will Considers, Specials, Not Homes/Wrong Numbers, mark the appropriate line with a ‘tick’ mark.

REFUSALS:  Also complete the refusals breakout by,


(
Listing the amount of the gift made last year


(
Noting why the alum did not give this year (ex. Financial, personal, problem with Pomona, etc.);



be as specific as possible


Add up Total Dollars ($) Refused at the end of the calling session

WHO ELSE DID YOU CONTACT ?


(
Add up the WILL GIVES, REFUSALS, WILL CONSIDERS, SPECIALS and PLEDGES for the CONTACT GRANT TOTAL

WHO DID YOU MISS ?

(
Add up the NOT HOMES/MESSAGES and WRONG NUMBERS for MISSED GRANT TOTAL

RESULTS:


(
For Total Dollars Pledged:   add Total $ Amount Pledged to  Total Matching Gift Amount


(
For Total Number of Attempts:  add Contact Grand Total to  Missed Grand Total


(
For Average Pledge:  divide Total $ Amount Pledged by # of Pledges (ex:  $1200/6 pledges = $200 average pledge)

The “Sorry We Missed You,…” Card

Perhaps one of our greatest challenges on any given night of calling are the increasing number of Not Homes and Blocked Numbers we encounter.  Along similar lines, we also encounter – during nights when we are calling parents – those people who would rather not give out any updated information.  The “Sorry We Missed You,…” Card was designed to help us reach out to a greater number of alums and parents for these and other reasons.  Specifically, this card may be used in cases where the alum or parent:


(
Is on the internet


(
Has a wrong number


(
Is not at home/has an answering machine


(
Has a busy signal/fax machine


(
Has no phone number


(
Has a blocked number


(
Has an updated address (only when calling Parent segments)

Many of the above examples may be considered “Specials” and callers should follow the appropriate procedures (updating information, etc.) when appropriate.  In cases where, 

The alum is on the internet,…

Typically the phone will ring, or the alum may have automatic voice messaging.  As with standard procedures for answering machines, the caller should not leave a message until the third attempt.  Following the third attempt, the caller should send a card with a brief note.

Has no phone number, or a wrong number,…

First, try to get the correct number.  Sometimes, if the number has been changed, an automated operator will provide the correct number.  You also may attempt to call information, or you may be instructed to use the web to conduct research using PeopleFind or some other search engine.
If no number is available, or if the data card has no phone number printed, send a Sorry We Missed You card.

Is not at home/has an answering machine,…

Again, follow the procedure for “What to do if,…” as outlined in your training manual (i.e. don’t leave a message until the third attempt).  If, on the fourth attempt, the alum is still not home you may send a card.

Has a blocked number,…
We live in the technological age, and many people do not like to receive unidentified calls.  If, upon dialing, you discover the number you are trying to reach does not accept unidentified calls, please mark this as a special (TLC 6) and send a card.

Has an updated address,…

This will most often occur in cases where we are calling parents, and the parent refuses to provide updated information.  After attempting to get as much updated information as you can, send a card and be sure to include a note.
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