Quality Assurance Job Responsibilities

Telefund Quality Assurance supervises the day-to-day training and monitoring of the Telefund in coordination with the Telefund Manager, Assistant Manager, and the Annual Giving Programs of BYU-Provo, Idaho, and Hawaii.  Quality Assurance reports to the Telefund Manager.

I.  Responsibilities
A.  Hire/Train/Supervise staff of 10-20 student callers and their calling abilities.

1. Conduct Group Interviews and Floor Tests (phone tests) for applicants.

2. Help conduct caller training sessions with the Leadership Team.

3.  Set phone call skill improvement goals weekly with individual callers.

4.  Deal with unproductive or difficult callers.

5. Deal with isolated incidents occurring at the Telefund.

6. Perform efficiency testing and record caller evaluations.

5. Assist in preparation and up-keep of caller training manuals including training and campaign materials.

B.  Provide monitoring of assigned Telefund shifts.

Priority #1 is Monitoring and Goal Setting.  Each person will take a turn at being responsible for the following duties so that each of you becomes proficient at all assignments and responsibilities:

1. Processing

· A team of 2-3 callers will be assigned each week to process the pledge forms.  This needs to be completed as soon as possible at the beginning of the week by Quality Assurance and callers should be processors on a rotational basis.  We should have all the pledge forms ready to be sent out within two days of the pledge.  

· Use Call Notes, Follow Up Requests and Send Info Requests reports when processing pledge forms in order to enclose the necessary information with their pledge forms or if there is no pledge form, send the information to them.  Work with the Manager and Assistant Manager to get the required information.

2. Calling

· Each member of Quality Assurance will plan to call at least four hours per week.  Your effectiveness in setting goals and working with callers to help them improve depends largely on how much time they see you spending on the phones with them.  (When finished, please assist in Splitting/Monitoring)

· Verification Calls: verify between 20-30 random pledges each week.  There is no set policy—unless otherwise instructed—so select anyone and any pledge at random. The phone numbers are located on the bottom of each pledge form.  (When finished, please assist in Splitting/Monitoring)

3. Monitoring and Goal Setting

· Please spend adequate time Monitoring.   Each caller should be monitored once a week.  Use the “Call Review/Monitoring” form for one of their calls.  

· Monitor new callers who are LIVE closely.

· For those callers who are struggling and/or are on the lower end of the weekly statistical evaluation be sure to pay special attention to basic areas needing improvement and include in your report to Heidi each week.

· Set a goal or two with each caller each week to help him/her evaluate his/her performance, learn how he/she can perform better, and feel successful in his/her job.  

· Give feedback and set goals in a positive and uplifting manner.

· Notify Telefund Manager of any problems in writing.

4.  Submit statistical evaluation to Manager each week by Saturday morning.  All QA will know how to do the evaluation, how to interpret it, and how to use it in setting goals with callers.  

5. Submit a report on areas the callers in general need improvement on and any situations with specific callers who may need special attention.

6. A meeting will be held 15 minutes before the beginning of each shift.  Plan on arriving at least 15 minutes early to the shift for the meeting.

7. Motivate and inspire callers with an incredibly positive attitude and by being an upstanding, student role model.  Assist in maintaining the Caller Incentive Programs. 

8. Learn and understand the latest version of MoonFire’s DialVision Web 4.0 (pre-shift, prospect maintenance) and to teach and demonstrate the different functions to all 60+ callers.

9. Pass out devotional reminder slips to callers the day or two before they are signed up to give devotional.

10. Take initiative and look for ways to help others out.

11. If you are ever out of something to do, ask the manager for an assignment.

C.  Other

· Know and enforce policies, dress code, and notify Assistant Manager or Manager of any problems.

· If a supervisor is unable to attend his/her scheduled shift, he/she must make arrangements for another supervisor to cover that specific time slot.  The supervisor scheduled for each specific shift is responsible for that shift.

· Highlight the Caller of the Week on Tuesdays.

· Monitor break times.  Flash the lights at 3-4 minutes before the end of a shift.  At 7:05pm, the lights will be flashed again to let callers know that the shift is starting and that they need to quickly find their seats.

· Run Monthly Statistical reports for the Caller of the Month.

· Run Semester Statistical reports for the Caller of the Semester.

· Other duties as assigned by the manager or assistant manager.

C.  Maintain the Telefund facility.

1.  Keep materials neat and organized.

2.  Care for telephone and headset equipment.  Keep headset database up to date through the Assistant Manager.

3.  General upkeep of the Telefund facility.

D.  Plan and strategize with the Telefund Leadership Team, Assistant Manager and Manager.

1.  Plan and review calling sessions.

2.  Represent the needs and issues of the callers to the Leadership Team.


3.  Attend weekly team meetings with the Leadership Team.

4.  Conduct weekly Telefund staff meetings.

5. Set goals and the means to achieve them.

6. Attend monthly stewardship report meetings with Assistant Manager and Manager.

7. Attend monthly Leadership Training Meetings.

II.  Qualifications
A.  Exhibit enthusiasm in support of the Church’s Education System (all BYU’s and LDSBC).

B.  Demonstrate effectiveness and genuine warmth in contacts with others.

C.  Possess organizational abilities and attentiveness to details.

D.  Strong oral communication skills.

E.  Possess strong management and leadership skills.

F.  Ability to motivate others.

G.  Must agree to enforce Telefund regulations and policies.

H. Ability to work as a team member

I. Willingness to keep up with issues at all BYU’s that affect the Telefund

J. May not participate in any college (non-intramural) sports.

K. Must have worked at least one semester as a TSR.

L. Must commit to working at least 14 hours per week.

M. Possess strong computer skills and knowledge.

N. Raised at least $20,000 as a caller.

O. Able to work at least one year as supervisor.

P. Preferable to be able to work Spring/Summer.

Q. Ability to be patient with others and the manager.

III. Working Hours
Telefund shifts run from 3-5pm, 5-7:30pm and 7:30-10pm, Tuesday through Friday, and 9-11:30am and 11:30-2pm on Saturday.  Some special shifts may be scheduled.  Supervisors are required to work at least 14 hours per week and are strongly encouraged to work 17-20 hours per week.  In addition, supervisors must attend weekly supervisor meetings and Telefund staff meetings/Monthly Training Meetings.  Approximate time commitment: 14-20 hours per week.  (Fluctuates)  Note:  The first few weeks of each semester can average 17-20 hours due to hiring and training of callers.

IV.  Pay Level
The position is a student employee position at BYU.  The starting wage for 2000-2001 is $8.25 and raises are given based on performance in the job description, length of time in position, seniority position among the leadership team and evaluation of the supervised team of callers.  

