PHONATHON SUPERVISOR JOB DESCRIPTION
Phonathon supervisors manage the day-to-day operation and planning of the phonathon program in coordination with the Director of Annual Giving Programs and other supervisors.  The supervisors report to the Director of Annual Giving Programs.

I.  Responsibilities
A.  Hire/Train/Supervise staff of 40-45 students.

1.  Assist in interviewing callers.

2.  Conduct caller training sessions with the phonathon supervisor team.

3.  Conduct review sessions with individual callers.

4.  Deal with unproductive or difficult callers.

5.  Deal with isolated incidents occurring at the phonathon.

B.  Provide on sight supervision of assigned phonathon sessions.

1.  Plan and conduct assigned phonathon sessions.

2.  Motivate and assist callers

3.  Monitor calls and give immediate feedback.

4.  Handle calls with difficult donors.

5.  Notify Phonathon Manager of any problems.

6.  Supervise two sessions per week and every fourth Saturday and occasional late shifts.

7.  Know and enforce policies.

C.  Maintain the phonathon center.

1.  Keep materials neat and organized.

2.  Care for telephone and headset equipment.

3.  General upkeep of the phonathon center.

D.  Plan and strategize with the Phonathon Manager.

1.  Plan and review calling schedules.

2.  Represent the needs and issues of the callers to the team.


3.  Attend weekly team meetings with the Phonathon Manager.

4.  Conduct weekly Phonathon staff meetings.

5.  Set goals and the means to achieve them.

II.  Qualifications
A.  Exhibit enthusiasm in support of Christian Higher Education, especially Calvin College.

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 phonathon regulations and policies.

H. Ability to work as a team member

I. Willingness to keep up with issues at Calvin that affect the phonathon

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

III. Working Hours
Phonathon shifts run from 6-9, Monday through Thursday, and 11-2 on Saturday.  Some special shifts may be scheduled.  Supervisors are required to work two shifts per week, every fourth Saturday and occasional late shifts.  In addition, supervisors must attend weekly supervisor meetings and phonathon staff meetings.  Approximate time commitment: 8-10 hours per week.  (Fluctuates)  Note:  The first two weeks of each semester can average 15-20 hours due to hiring and training of callers.

IV.  Pay Level
The position is Level D on the college wage scale.  The starting wage for 2000-2001 is $8.15.



PHONATHON SUPERVISOR APPLICATION

At this time, we plan to hire 2 supervisor for the 00-01 school year. The job description is attached.  The person hired must commit to working all year with the possible exception of interim if you will be off campus. One of the applicants will also be responsible for maintaining supplies for giving clubs.

Applications are due March 17.  The first set of interviews will take place the week of April 3 and second interviews the week of April 10.  The decision will be made on or before April 14.

Please answer the following on separate, typewritten paper.

1. List five things you would change about the phonathon.  (In doing this, please consider all aspects of the phonathon, including training, motivation, procedures, and supervision.)

2. In what ways do we or should we tie in Christianity with the Phonathon.

3. Describe your strengths and weaknesses and how they would affect you as a supervisor.

4. Tell us about your leadership experiences, and what you learned from them.

5. What are the characteristics of a good phonathon team?  What are the characteristics of a good phonathon supervisor?  

6. How does this position fit in with your career goals?

7. Do you have an idea for a new motivation tool?


INTERVIEW QUESTIONS
1. What about this job appeals to you?

2. What do you like best about the phonathon?  Tell us again about the changes you would make.

3. Describe your calling style.  How would you share your calling experience with other callers even if their style were different from yours?

4. Have you had any experience training or teaching people?  Why do you think you would be a good trainer or teacher?  (Personalize)  What is one thing you would tell the trainees to make them feel more comfortable on the phone?

5. How do you feel about supervising and disciplining friends?  How would you handle it if a friend was goofing around and wouldn’t call when you were supervising a shift—they had trouble separating friendships from work?

6. What motivates you to do a good job?  What motivates callers?

7. How do you solve problems?

8. What does it mean to be a leader?

9. What strengths do you feel you could bring to a supervisory team?

10. Suppose you are making an important announcement and people start talking to each other rather than listening to you.  How would you keep their attention, or what would you do to make the topic more interesting?

11. A caller needs an answer for a question on the phone.  You dont know the answer and you are the only supervisor there.  What would you do?

12. Part of the job entails hiring new callers.  After conducting interviews, how would you know if we should hire them or not?

13. What specific things could we do to improve training?

14. How would you improve employee turnover?

15. Where would you draw the line between a relaxed atmosphere and sending someone home or firing him or her?

16. How can you establish a relationship with callers and keep the phonathon fun while still keeping the chain of command?

ROLE PLAYS

1.  How do you handle a caller not doing their job and doesnt care?

2.  How do you handle a caller not asking for $400?  Then you talk with them and they still wont?

LOGISTICS

1.  Can you come back a couple days early in the fall?

2.  Will you have other jobs, internships next year?  Play sports/plays?

3.  Can you come to a spring supervisor meeting?

4.  Starting pay $6.10


2ND INTERVIEW QUESTIONS:

Mike:

1) Part of the job entails hiring new callers.  After conducting interviews, how would you know       if we should hire them or not?

2) How would you improve employee turnover?

3) Where would you draw the line between a relaxed atmosphere and sending someone home or      even firing them?

4) How do you feel about supervising Kara?

5) You mentioned in your application that you would like to change the training.  How would       you improve it--What would the ideal training format be?

6) How can you establish a relationship with the callers and keep the phonathon fun, while still      keeping the chain of command?
Erin:
1) Part of the job entails hiring new callers.  After conducting interviews, how would you know       if we should hire them or not?

2) How would you improve employee turnover?

3) Where would you draw the line between a relaxed atmosphere and sending someone home or      even firing them?

4) Why should we hire you instead of a more experienced caller?

5) How can you establish a relationship with the callers and keep the phonathon fun, while still          keeping the chain of command?
Jill:
1) Part of the job entails hiring new callers.  After conducting interviews, how would you know       if we should hire them or not?

2) How would you improve employee turnover?

3) Where would you draw the line between a relaxed atmosphere and sending someone home or      even firing them?

4)  You mentioned in your application that you would like to change the training.  How would            you improve it--What would the ideal training format be?

5) You also mentioned in your application that you are a fairly unconfrontational.  How would        you handle this in a phonathon where you have to confront bad callers?
Jen:
1) Part of the job entails hiring new callers.  After conducting interviews, how would you know         if we should hire them or not?

2) How would you improve employee turnover?

3) Where would you draw the line between a relaxed atmosphere and sending someone home or        even firing them?

4)  You mentioned in your application that you would like to change the training.  How would            you improve it--What would the ideal training format?

5) You mentioned in your application that you can be a pushover.  How would you handle this in the phonathon where you have to confront bad callers?

6)  How can you establish a relationship with the callers and keep the phonathon fun, while still          keeping the chain of command?
David:
1) Part of the job entails hiring new callers.  After conducting interviews, how would you know         if we should hire them or not?

2) How would you improve employee turnover?

3) Where would you draw the line between a relaxed atmosphere and sending someone home or        even firing them?

4) How do you feel about you and Donelle working together?

5)   How can you establish a relationship with the callers and keep the phonathon fun, while still          keeping the chain of command?
Tim:
1) Part of the job entails hiring new callers.  After conducting interviews, how would you know       if we should hire them or not?

2) How would you improve employee turnover?

3) Where would you draw the line between a relaxed atmosphere and sending someone home or      even firing them?

4) Why should we hire you instead of a more experienced caller?

5) You mentioned in your application that you would like to change the training.  How would            you improve it--What would the ideal training format?

ROLE PLAY: Use these elements:

--Catch stuff out of script, i.e. address, employment, ask amounts...

--Why cant they just miss a shift?

--Talked with dad, not the sun...dumb questions type thing

--Chris D.V. scenario--argue

