                           La Salle University Student Phonathon 2001/2002

                                           Policies and Procedures 

Phonathon Supervisor:   
Trey Ulrich





Assistant Director of the Annual Fund





Office for University Advancement





Ext. 1539 or 1834

Phone Room:  College Hall 307—Ext.5042

Position: STUDENT PHONATHON CALLER

Job Description:


Represent La Salle University in a professional manner.

The primary responsibilities of the student caller for the Phonathon are to increase giving and participation among La Salle University’s alumni and parents to the Annual Fund, update alumni/parent records (new addresses, phone numbers, and business information), and to share information about upcoming university events.

Each student caller will adhere to the direction and guidance of the Director and the Assistant Director of the Annual Fund in the solicitation of alumni and parents for gifts to the La Salle Annual Fund. Pledge forms and call outlines are provided to guide solicitations.

Each student caller will agree to maintain honest and accurate alumni and parent record keeping.

The student caller will play an integral role in establishing a good rapport with alumni and serving as a source of information on current academic programs, campus development, events, happenings and student life at La Salle University.

The student caller must attend one three hour paid training session 

before officially working as a “Student Phonathon Caller.” 

All callers will adhere to the pre-set weekly phonathon schedule. (See absences)
The student caller is entrusted with confidential information and may not abuse this privilege.

Times, Dates & Schedules:

The Fall Phonathon is scheduled from Sept. 10-Dec. 13, 2001(except for October 22-24 and November 21-26).  The Spring Phonathon is scheduled from January 22-May 3, 2002.  Calling will take place Sunday through Thursday evenings 6:00-9:00 p.m. There will be an additional shift added on Sunday afternoons from 2:00-5:00 p.m.  Each student caller is expected to work a minimum of two evenings each week. There will be one 15-minute paid break each shift. All callers will break at 7:30 p.m and resume calling at 7:45 p.m. Work schedules will be provided weekly (posted on Thursday). You are expected to fulfill the scheduled days that you have selected.  This is your permanent schedule. You may change your permanent schedule by completing and submitting a Schedule Change form and give it to the phonathon supervisor no later than Wednesday evening for the following week. Special requests will be accommodated if sufficient notice is given before the schedule is prepared. Student callers are expected to anticipate their academic workload (tests, papers and major assignments) so that the Phonathon work does not interfere with schoolwork and vice versa. There is to be no homework, games, crossword puzzles etc. during the calling process. 

Absences:
At least 24-hour notification of an absence from work is expected. Student callers are responsible for either scheduling a make-up date or finding a substitute caller (a list of callers will be provided) and for notifying the phonathon supervisor. No call/no shows will not be tolerated.  Unexcused absences are grounds for termination. If you want to work a particular shift you are not scheduled for, please contact Trey Ulrich at ext. 1834. If there is an available seat for that shift, it’s yours. You may also walk in to work any shift. This is on a first come, first serve basis.   

Late Policy:

Be on time!  Work begins at 6:00 and ends at 9:00 p.m.  Break starts at 7:30 and ends at 7:45 p.m.  Lateness will result in the student phonathon caller’s pay being docked:


1-10 minutes


docked 15 minutes


10-20 minutes


docked 30 minutes

If a caller shows up more then 15 minutes late without prior notification,            

            he/she will not be allowed to call during that session and must schedule a 

            make up date. Repeated tardiness could result in termination.

Location:
Phonathon Room is located in College Hall 307. Enter College Hall from Olney Avenue and walk up a flight of stairs to the third floor.  The Phonathon Room is the first room on the right.

Training Sessions:


Callers are required to attend one three-hour training session on Sunday, September 16 from 2:00-5:00 p.m or Monday, September 17 from 6:00-9:00 p.m. You will be paid for your attendance providing you work a minimum of two nights for two weeks. Training sessions will explain La Salle’s fund raising programs, review policies, teach negotiating techniques, and demonstrate how to handle common objections.

Time Sheets and Paychecks:


It is the caller’s responsibility to “sign in” on the time sheet before the calling session. If you fail to “sign in” you will not be paid for the shift. Time sheets are submitted every Thursday at noon. Paychecks are issued on every other Friday.  Also, this year you are eligible to receive Direct Deposit, which will save you time and energy in finding a place to cash your check.

Bonuses:

Bonuses will be given based on a point system (See Bonus Guide). Bonuses will be given out to student phonathon callers who upgrade gifts, receive credit card pledges, obtain full business information, attend work for every scheduled shift, work extra shifts, and converting non-donors to donors.  Student phonathon callers can lose points for unexcused absences, showing up late for work, and not filling out the pledge card properly.

Assignments and Work Procedures:


Prospects will be assigned to each caller for each session. Callers are not permitted to trade prospects. 


Personal Phone calls are strictly forbidden while working at your calling carrel. At no time is it appropriate for a caller to use this equipment for personal calls. If you do, you will be terminated. If you are suspected of making a personal telephone call, you will be suspended without pay until a decision is rendered.


Falsifying Pledges/ Hiding Refusals will not be tolerated and will result in immediate termination.

Policy Violations:


Violations that can lead to Termination:

· Unexcused Absences—3
· No Shows—2
· Tardiness—3
· Poor Performance
Violations that will result in immediate termination:

· Insubordination – Disrespect to supervisors, not following directions

· Defacing La Salle Property

· Removing confidential information from calling room without permission

· Falsifying information on prospect data/pledge card

· Hiding Refusals

· Reporting to work under the influence of drugs or alcohol

Food and Beverages:


Callers are permitted to have a bottled, can, or covered (lid) beverage at the calling station.
However, callers are not permitted to have any type of food or gum at their calling stations.


Hard candy is OK!

Clean up:


All callers are responsible for cleaning up their workstations prior to leaving for the evening. Please be considerate of your co-workers.  Vandalism of your calling station will result in immediate termination!  Disciplinary Reports will also be filed with the Associate Dean of Community Development. Please separate your tally sheets according to its call disposition at the end of the night.

WHAT IS THE ANNUAL FUND?

The Annual Fund is La Salle University’s yearly fundraising effort designed to increase alumni and parent participation and to increase revenue for the University. As the lifeblood of the University, the Annual Fund not only helps La Salle meet our operating budget but also bridges the gap of tuition versus the real cost of educating a La Salle student. Tuition and fees only cover 80% of what it costs to operate a quality university. Annual Fund gifts from our alumni, parents and friends help to make up this difference in expenses. 

Unrestricted gifts to the La Salle Annual Fund provide us with the resources to enhance student financial aid, create new academic programs, upgrade campus facilities and to keep and recruit top faculty. Restricted gifts can be designated for a specific purpose. While both types of gifts are vital for the existence of the University it is the unrestricted giving that allows flexibility.

Every gift to La Salle is important. Larger gifts add up quickly. Smaller gifts help us to raise our alumni and parent participation rates. Higher participation is a measure that is used in the national and regional ranking of colleges and universities. Higher rankings could potentially mean additional grants and funding, strengthens the value of a degree, and helps recruitment.

Goals for the Annual Fund 

· To increase the alumni and parent participation rate in the Annual Fund.
· To double the unrestricted monies to the Annual Fund over 4 years, from $1.6 million in fiscal year 1998-99, $1.8 million in fiscal year 1999-2000, and to raise $6 million in the next two years.

· To increase the number of major gifts from individuals to the University in support of strategic initiatives.

Goals for the Phonathon

1. To increase the alumni and parent participation rate by renewing, increasing, and acquiring donors.
2. To increase the revenue raised by the phonathon.
3. To increase the number of completed calls over last year.
4. To decrease the number of refusals over last year.
5. To decrease the number of unspecified pledges over last year.
6. To increase the amount of clean records in the database by acquiring new home and business information.
University Advancement Mission

To advance the mission of La Salle University in all its aspects and ensure a successful future for the university.

Student Phonathon Mission

· The Student Phonathon supports La Salle’s Annual Fund by raising alumni and parent participation rates, increasing gifts, acquiring new donors, providing information, and engaging alumni and parents in La Salle University.

· The Student Phonathon helps to establish and continue positive rapport with our alumni and parents, which may make them give more often and at higher levels. 

· The Student Phonathon makes it possible to keep open lines of communication with our alumni and parents and to maintain a strong network of support.

· The Student Phonathon allows us to maintain good public relations, raise funds, update records, educate our alumni and parents on program needs, express appreciation for past support, upgrade donors, and cultivate prospective donors. 

LASALLE FAST FACTS

Enrollment: 3,000 full-time undergraduates. 5,500 with graduate, part-time and evening students.

Alumni: 42,000

Athletics: Division 1, Atlantic 10 Conference. (Football: Division 1 AA, non scholarship MAAC Conference).  

Class Size: Average is 20, not exceed 40

U.S. News and World Report Ranking: #17

Average Freshman SAT score: 1050-1150, 20-40% of freshman students ranked in the top 10% of their class

President: Brother Michael McGinniss, FSC, Ph.D. (class of 1970)

Tuition: $18,020; w/room and board $26,000

Student Percentages: Male 46% Female 54%; White 80%; African-American 13%; Hispanic 5%; Asian-American 3%

Hayman Center Capacity: 4,000 (Basketball, Volleyball)

McCarthy Field Capacity: 7,500 (Football, Lacrosse, Soccer, Track)

Hank De Vincent Field Capacity: 1000 (Baseball, Field Hockey)

Financial Aid: Awarded to over 85% of students

Student/faculty ratio: 17 to 1

Freshman Enrollment: 800

Founded: 1863; 138th Anniversary

QUICK REFERENCE PHONE NUMBERS

(215-951-XXXX)

Admissions Office – 1500

Alumni Relations – 1535

Annual Fund – 1539/40

Athletics & Recreation – 1516

Bucks County Center – 215-579-7335

Bursar’s – 1054/55

Business Office – 1050

University Ministry & Service – 1048

Career Services – 1075

Dean of Students – 1017

Government Affairs – 1391

Human Resources – 1013

Library – 1292

Planned Giving – 1882

Presidents’ Office – 1010

Provost – 1015

University Communications – 1848

Registrar – 1020

Community Development – 1550 

Administrative Services/Programming Coordinator – 1371 (Housing and Student Life)

WHY SHOULD I GIVE???

           Reasons Alumni Should Support The La Salle Annual Fund

1. Tuition and fees do not cover the full cost of an education at La Salle. Annual Fund gifts bridge the gap between what the students pay and what an education actually costs for each student.

2. Alumni benefited from similar generosity when they were students. Alumni support helps to keep tuition affordable, up-grade equipment and technology and improve the overall campus experience. Today’s students deserve the same opportunities that you had when you attended La Salle.

3. Our strength is your strength. As La Salle grows in strength so does the value of your degree. Your degree will reflect a University with an outstanding reputation.

4. La Salle University has a history of quality teaching. As a matter of fact, 90% of the current faculty have a Ph.D. Alumni gifts help our University to hire and retain the best possible teachers and maintain the faculty/student ratio (17 to 1).

5. All gifts help us prepare the next generation of La Salle students. Annual gifts provide students with internships, cooperative education, tutors, and research experiences that will prepare them for today’s competitive job market.

6. All gifts help improve the quality of student life on campus by offering more extracurricular activities that enhance the overall educational experience.

7. Every gift is important no matter what amount. Alumni and parent participation are the most important factors when ranking a university. Corporations and Foundations also measure participation when making decisions on grant applications.    

                       THE NUMBER ONE REASON WHY ALUMNI GIVE?

                                  Because they were asked!

                  That’s why it is so important for you to help us do the asking!! 

HOW TO BE A SUCCESSFUL 

STUDENT PHONATHON CALLER

      Tips that will keep your calls running smoothly and guarantee success!!

The Telephone and YOU

· SIT UP STRAIGHT IN YOUR CHAIR! It is difficult to create and maintain a pleasing voice in the absence of good posture. This will also enable deeper breathing, which allows your presentation to flow more smoothly.

· SMILE! SMILE! SMILE! It makes a difference in your voice. Your tone is automatically upbeat. Even if you’re having a bad day, you won’t pass it on to the prospect.

· STAY CALM, NO MATTER WHAT! Work within the bounds of honesty and tact. We want to keep our alumni happy and proud of their alma mater. BE POLITE AT ALL TIMES! 

· PERSONALITIES THAT MAKE A DIFFERENCE:
*Enthusiasm

*PMA (Positive Mental Attitude)

*Assertiveness/Persistent (not aggressive) 

*Confidence

· AVOID SLANG! Use correct grammar at all times. Enunciate. Speak clearly and use proper diction. Never use slang such as:
*YEAH

*NOPE
*YOUS GUYS

      also, be careful of over using,  ‘UH’, ‘YOU KNOW’, ‘LIKE’

· RATE OF SPEECH! Talking too fast may leave the prospect confused. Talking too slow may lose their attention. Either way, the message is lost and a refusal is the result. Speak at an even rate. Listen for the prospect’s interaction style and adapt your style by mirroring. 

Making the Call

· PLAN YOUR CALL! Before you dial get to know your prospect. Read all the prospect information on the ‘Data Sheet’. 
* Practice pronouncing the name!

*Where does he/she live

*What is the prospect’s giving history; what will be your FIRST ASK?

· USE THE SCRIPT AS A GUIDE! Don’t read word for word but use it to help you stay focused and organized.  You want to sound conversational, not scripted. Encourage dialogue. Let your personality shine!  Your approach can be as flexible as you want to make it. 

· CLEARLY IDENTIFY YOURSELF! Always use your full name. Emphasize that you are a STUDENT calling from La Salle University.

· BUILD A RELATIONSHIP WITH THE PROSPECT! This is a conversation. Bring the prospect out with open-ended questions. Don’t do all the talking! Conversation means two people talking and listening.

· PURPOSE OF CALL! Talk about the University’s needs that can only be met through alumni support of the Annual Fund. (Use any of the examples on page with “WHY SHOULD I GIVE”???). 

· THE NEGOTIATION! Determine the ask in every call. Be confident and firm. You are asking a reasonable person to do a reasonable thing, and you are asking in a reasonable way. There is no reason to be hesitant.

· ANSWER OBJECTIONS! Empathize and ask probing questions to determine what the prospect means. Then deal with it!  Answer the question as best as you can.  Offer a positive statement before continuing the negotiations. (see Objection Rebuttals). REFER ANY PROBLEMS TO TREY, IF NECESSARY.
· PROBE!  If prospect gives no specific reason you need to know where to go from this point. The most effective approach is by asking PROBING QUESTIONS. Determine if the objection is due to the willingness of the prospect or is it the prospect ability. 

· NEVER ARGUE! You can’t persuade anyone by arguing. Listen to what the prospect is saying. Concentrate on finding out why they are reluctant to give (probe).
· GET A COMMITMENT! Vague responses seldom pay off (less then 10%). Explain why making a commitment tonight is important. If your prospect refuses to commit to an amount, mark the pledge card as an unspecified and thank him/her. 

· THANK YOUR PROSPECT FOR HIS/HER GIFT! It’s said that you should thank the prospect seven times for their gift. Seven seems to be an inordinate number, but do thank them immediately after they make their commitment and any other appropriate time during the remainder of the conversation.

· VERIFICATION! Verify the full name and address of each prospect called, even if they refuse to make a pledge. Also, verify employment information.

· MATCHING GIFTS! Ask ALL donors if either he/she or his/her spouse work for a Matching Gift company. Verify and/or capture business information.

· END OF CALL! Regardless of the result of call, thank each prospect. Be sure to let the donors know how much their gift means to La Salle.  For the non-donor, encourage participation in the future. 
· DIAL, DIAL, DIAL! There is a direct correlation between the number of calls made and the number of pledges secured. 
· FINAL THOUGHT! Remember that you are representing La Salle University. You are La Salle University when you are speaking to alumni. Never be apologetic for what you are doing. Your work provides us with important information about how our alumni feel about their alma mater. La Salle is a great school!
BE PROUD!
                OBJECTIONS AND REBUTTALS

  I.  FINANCIAL OBJECTIONS

                                      “I can’t give anything because I can’t afford it”

OBJ: “I CAN’T AFFORD TO MAKE A GIFT, because of (Illness, Birth, 

              New House, Retirement, Wedding).

ANS: (Congratulate the prospect if something positive, empathize if it

           is negative). I appreciate your concerns and that you have 

other priorities at this time. We’re concentrating our efforts tonight on increasing the number of alumni who contribute to the Annual Fund. May we count on you to participate this year with a gift of $____. 

OBJ: I’M RETIRED ON A FIXED INCOME.
ANS: Congratulations! How long have you been retired? Or What did

          you do before retirement. (Discuss, try to determine true 

          potential). 

Many of our retired alumni are participating with a gift of $___. 
Would a gift of that size be more comfortable?

         OBJ: HAVE KIDS IN SCHOOL.
         ANS: 
It’s wonderful that you have kids in school! Where are they 

                   
going? What year are they in? What are they studying? 

                   
[DISCUSS]


         
you must be very proud of them!

As a parent, you know firsthand the amount a valuable education costs—and taking into account the amount your family is spending on education, would a more moderate gift of $____ be more comfortable? 

OBJ:  Attending Graduate/Medical/Law School

ANS:  Where are you going?  A lot of alumni I’ve talked to seem to agree that it takes a good undergraduate program to get you into an exceptional graduate program, and that’s what we’re trying to do—provide La Salle students with a quality education.   With that in mind, how does a gift of $_____ sound?


OBJ:  Paying off Student Loans

ANS:  I certainly understand your situation because I am going through a similar experience.  Education today is very expensive, however, any amount you could contribute would be greatly appreciated.  The most important thing is your participation by investing in your degree and the future of La Salle.  Would a more moderate gift of $____ be possible?  

OBJ: I’M UNEMPLOYED

ANS: I hope the prospects for a new job are looking good.

[DISCUSS] Please know that you can always call our Career Services Center who can assist you in your job search. Would you like the phone number? 

(215-951-1075) 

(If you feel it is appropriate to ask for a gift, go for it.) 

{In light of your situation, would you consider a more moderate 

gift of $____.} 

                         II.   WILLINGNESS OBJECTIONS

                                                                 “Look I don’t want to give”!

OBJ: I’M NOT INTERESTED. HAS A SPECIFIC PROBLEM.

ANS: I’m sorry you feel that way, may I ask why? or if you are not 

          happy with La Salle we would like to know why. [DISCUSS]

          I’m sorry you feel that way. Please don’t let a single incident or 

          problem at the University stand in the way of your support of 

          your alma mater. You know that every dollar you give will 

make La Salle a stronger school. And you do feel that you received a good education here, right? [RESPONSE] Well 

now we’re asking if you could give something back to the

school that helped you in your career. Would you consider a 

gift of $_____. It would really be helpful!

OBJ:  “I HAD A PROBLEM AND NO ONE HELPED. NOW 

             YOU JUST WANT MY MONEY”!

ANS: I’m sorry to hear that someone wasn’t as responsive as they


should have been, but please don’t blame the entire 


university. Today’s commitment is to students (like myself) and 


teachers here now. Other alumni were there for you with their


gifts to the Annual Fund; we hope that you will be there for 


them. May we count on you for a gift of $______. 

                III. DEFLECTION OBJECTIONS

                                                “Maybe I’ll give – maybe I won’t – I’ll decide later”


OBJ: SEND ME SOMETHING

ANS: That’s terrific! I’ll be happy to send you a pledge card and a 



return envelope. But can I ask you to give me an idea as to

                    the minimum gift you will send so that we know how close we 

are to our phonathon goal? May I put you down for a gift of $____
and, if you decide to send more that would help our program even more!! 


OBJ: I ONLY GIVE BY MAIL


ANS: That’s the way we’re asking you to do it! We will send you a 


          pledge form with a return envelope. Can you tell me 

                    an amount that you know is comfortable, maybe $___ or $___?



Which is more comfortable for you?  

           OBJ: I DON’T WANT TO GIVE OVER THE PHONE/ I HATE



TELEPHONE SOLICITATIONS/ I DON’T WANT 



TO COMMIT OVER THE PHONE. 

ANS: I wish that we could visit you in person, but with so many

alumni and parents we have found that reaching our alumni by telephone is an excellent way to stay in touch. The response so far from your fellow alumni has been great!


We would like you to continue our momentum by joining


them with a gift tonight. Would you consider a gift of


$_____. It would really help us out!

OBJ: LET ME THINK ABOUT IT.

ANS: I can understand how you might need some more time to 

consider a gift of that size. Since we are trying to meet our goal 

by the end of the phonathon, it would be helpful to count you as a donor this evening.  Can I put you down for a gift of $_____.

OBJ: I NEED TO DISCUSS THIS WITH MY SPOUSE/ 


I DON’T KNOW HOW MUCH I WANT TO GIVE.

ANS: That’s perfectly understandable.  Many alumni are committing 

to a more moderate gift then what they will do overall. In light of this may I put you down for say $_____, and you can always 

increase it after you’ve had a chance to think it over.  The important thing is to get involved tonight.


[You can always call back at a more convenient time.]

 OBJ: I ALREADY GAVE THIS YEAR.

ANS: Great…and thank you so much for your support of La Salle.


May I ask when did you send in your gift? (determine if it was


during fiscal year 00/01 which is on or before June 1, 2000)


Let me explain to you our FISCAL Year. 


(La Salle University’s Fiscal year runs from June 1st to May 31st) 

Basic Components of the Call Process

1. Ask for and identify the prospect.

2. Introduce yourself as a student calling from La Salle University.

3. Build Rapport.  Begin developing a relationship with the prospect.

4. State the purpose of the call:  The Need.

5. Negotiation:  Three Ask Proposals

Each proposal includes:

a. Asking

b. Listening

c. Mirroring/Probing/Clarifying

d. Dealing with Objections

e. Using Transitions before your next ask

6. Closing the pledge.

7. Verifying and updating information.

8. Ending the call on a positive note.

Tips to Assessing Financial Ability vs. Willingness

1. Financial Ability to Give

a. Income Issues

1. Age—Fixed income or recent graduate

2. Profession

3. Health

4. Employment

b. Current Obligations

1. Financial Problems

2. Dependents

3. Other commitments

2. Willingness to Give

a. Type of Affiliation (Segment)

b. Attitude

c. Interest

d. Experience

