Rules and Regulations

In order to ensure the smooth operation of the phone room, the Phone Program administration has instituted the following policies:

Break:

You are allowed a break during the evening’s calling.  This break will normally occur from 7:00 p.m. to 7:20 p.m., but it is at the supervisors’ discretion.  According to USC Staff Employment Policies and Procedures, “University policy provides a 15-minute paid rest period for every four-hour period worked.  If the total daily work time is less than 3.5 hours, no rest period need be given.” Therefore, we commonly allow you to take an extra 5 minutes every shift because we understand the intensity of the job.  You can use your break for snacking, chatting, and other personal business.
Personal Phone Calls:  

You may make local (campus area) personal calls during your break from the supervisor’s station.  If you need to make a personal call during the shift, be sure to ask the supervisors, do not just get up and pick up the phone! YOUR CELL PHONES MUST BE TURNED OFF WHILE AT WORK!   

Supplies:  

We ask that you come equipped with a positive attitude and your own pen every time you work.  Keep in mind that the Caller Manual you use is the property of the USC Phone Program, and we will ask you to return it at the end of the year.

Smoking:  

Smoking is not permitted in the Phone Room.

Tidiness:  

A clean environment is essential for a successful operation.  Please pitch in by making sure your desk is cleared before leaving, and picking up any mess you might have made.

Gifts to Callers:

Callers may not solicit for or accept gifts for themselves from alumni. To do so is cause for termination.

Confidentiality:

Due to the nature of this job you will be entrusted with numerous people’s personal information.  The information you use is property of USC.  You are NOT allowed to use this information outside the Phone Room or for any personal reasons.  However, if you build a relationship with a prospect regarding a future job, campus tour, etc. you may provide the prospect with your own information, but again you may not personally use any alumni information.

Scheduling:
Evening calling takes place Sunday through Thursday, 5:00 – 9:30, as well as one Saturday shift per month.  Callers are required to work at least three nights as set by Kathleen.  You are responsible to work the shifts to which you are assigned.  Scheduling is a critical aspect of our success.  We must have 28 callers for each evening shift in order to meet our goals.

Absences:

Time management is essential for your success both in school and at work.  We want this to be a valuable experience for you, but you must be responsible about attendance.  Please plan ahead.

If you must be absent on your scheduled night, you need to find another caller to take your place.  We will provide you with a list of your fellow employees.  We are counting on you to make this procedure work.  Call the office at 1-877-GIVE-USC or (213) 740-7500 if you are having trouble reaching someone.  Think ahead though, because you are unlikely to be successful if you are trying at the last minute.  You should try to work out an arrangement with someone ahead of time.

If you cannot find a replacement and you call in, you will be given an absence.  If you have three absences in a semester, you will be put on probation and lose all bonuses.  Another unexcused absence during probation will result in termination.  Failure to personally notify Kathleen of an absence is termed a “no-show”.  It is imperative that you reach Kathleen during the day if there is a problem.  If Kathleen is not in her office when you call, please ask for her voice mail.  Do not leave a message with someone, as it might not get delivered.  Each “no-show” counts for two absences.  If you are able to find someone to work your shift, the replacement caller can simply tell the supervisor when they come in and you should notify Kathleen of the exchange.  Please be aware that there will be absolutely no exceptions of this policy.  We want to ensure the fair treatment on each caller.

Please use the following phone numbers to notify the Phone Program of unavoidable absences: Kathleen (213) 740-7500 or 1-877-GIVE-USC.

Bonuses and Contests:

The Phone Program is known for rewarding its employees for a job well done.  Due to the importance and sometimes difficulty of the job, bonuses were created to entice you to reach higher and work harder.  The following are some of the set bonuses, but occasionally additional bonuses may be offered.

You will have the opportunity to earn credit towards a semester attendance bonus.  Each month you have perfect attendance, you will earn a $25 credit toward a maximum $100 bonus, awarded at the end of the semester.  Each month is regarded on its own; however, probation will result in the loss of any credit you have accrued.  You must work an entire semester to be eligible for any attendance bonus, including the required finals shifts.

Receiving pledges is important to the success of the Phone Program, but fulfilling those pledges is imperative.  Getting a pledge on a credit card is considered an instant fulfillment for we know for sure we will receive payment.  Instant fulfillment in the Phone Room should be your focus.  This year our aim for credit cards is 25%.  This means, for every four pledges, one is a credit card.  In order to encourage you to ask the following bonuses have been established: 2 hours for every 25 credit cards in your cumulative total, 2 hours for 3 credit cards in one shift on non donors (NDN), and 2 hours for 5 credit cards in one shift on donors (DON).

To reward those that “show what they are working with,” we offer additional bonuses.  We have time-honored bonuses.  “Caller of the Night” is awarded to a person who has an incredible night or a very positive attitude. Along with this recognition is a 2 hour bonus.  “Caller of the Week” is awarded to the individual who “wows” us with their abilities; this person receives $25.  “Caller of the Month” is given to the person who is the “ideal” caller for that month.  All of these bonuses are based on a number of things including, but not limited to, attendance, effort, attitude, and stats (pledge rate, credit cards, etc.).

To recognize the accomplishments of current and past employees we have the “Phone Stars Board”.  If a caller individually breaks or ties a first place record, that person receives $100, second place gets $50.  If as a group, the room breaks a “group record,” every person on that shift receives $25.

Throughout the year, the Phone Program sponsors contests to motivate our callers in their calling endeavors.  Past contest awards have included trips to Disneyland, Magic Mountain, and Medieval Times.  We also have additional incentives and contests on a nightly basis.  Bonus structures and contests are announced periodically.

Raises:

There are opportunities for raises every semester in this program.  Reviews for raises are done at the end of each semester.  Raises can range anywhere from nothing to $.25.

Holidays:

The Phone Program will most likely be closed for all three day weekends, including the Sunday and Monday shift.  If the holiday falls on a Friday, we will be closed on Sunday.  However, we know that many of our callers depend on a certain number of hours each pay period.  If at least four people want to work and a supervisor is available, we will open the Phone Room.  Callers who stay during Winter, Spring, and who are invited to stay on Summer Break are also welcome to work.  Schedules will be arranged accordingly.

Special Training:

Occasionally you may be required to attend additional training for specialized calling.  This will usually be scheduled for the half-hour before calling begins.  We will give you the opportunity to sign up for training sessions, and you will be paid for attending.

Job Ethics and Courtesies:

Honesty is an important aspect of any job.  We want you to be ethical in every aspect of being a caller.  Falsifying pledges gives our program a bad reputation and will not be tolerated.  Please be as clear as possible when taking a pledge and repeat the amount back to the donor.  Don’t put down an amount they have not approved.  You will be asking for every gift to be put on a credit card.  It is imperative that the credit card information you are given never be used outside of the Phone Room, and that any paper record of credit card information be destroyed.  A breach of ethics in this regard will not only result in termination, but the matter will also be turned over to university officials.

The Phone Room tends to get a little loud and rowdy due to the nature of the program, but do remember that you are at work.  Certain topics and words may be offensive to others, so please be considerate of others.  Topics such a race, religion, sexual orientation, foul language, graphic descriptions, etc. tend to be touchy subjects, so remember to always be courteous of others.  However, if a discussion of this nature begins, make sure to keep the noise level down, to make it impossible for a prospect or neighboring caller to hear you.

We want to be a valuable resource for you when you are looking for a job after graduation.  We will gladly give you a reference.  But, please be professional and give two weeks notice if you must resign mid-year.  You may be difficult to replace!
I understand that I am an “at-will employee,” which means that I may be terminated, with or without cause, at any time without prior notice at the staff employee’s or the university’s option. At the same time, you yourself may leave without cause or prior notice.  I have read and understand all the information above.  I agree and accept the rules and regulations stated above.  

Name:___________________________________________________Date:_____________________________

