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Introduction

Congratulations!  You have joined the USC Phone Program Supervising Team as a Student Supervisor.  Say goodbye to hard work on those phones and talking to prospects into a giving frenzy.  Picture yourself in a position of responsibility, teamwork, leadership, and fun.

As a member of the Supervising Team, you are a key part of the USC’s University Advancement programs.  It is important that you have a broad and thorough knowledge of the university, not to mention an even greater knowledge of the workings of the USC Phone Program.  But there is no need to worry; with your experience as a Phone Program caller, you should be in tip-top shape.

As always, expectations are high!  It will take dedication, hard work, and motivation on your part to make the Phone Program a success.  You were chosen for this position because you have what it takes to make the program the best we’ve ever seen.

This manual is organized with you in mind.  It contains almost everything you’ll have to know about the Phone Program.  Of course, if you can’t find an answer to your question, please don’t be afraid to ask.  After all, the Phone Program is all about teamwork and communication.

Supervising Success

The Annual Fund’s primary function is to raise participation while raising money for the university.  It is our responsibility to help meet this goal through the Phone Program.  It is your responsibility, as part of the Supervising Team, to maintain a successful program each and every calling night.  Following are the basic tools behind successful supervising.

Training:  The best way to achieve success from callers is by providing constant training.  Thorough training needs to take place every night, not just when a new calling campaign or a new semester is started.  Callers will best be able to perform if they feel they are prepared to the full extent of their ability and our ability.  We can’t expect a caller to reach an Alumni Participation rate of 34% by handing them a phone and saying “Go to work.”  Main ideas, goals, and techniques should be thoroughly discussed each night of calling.

Supervisors should be aware that a caller can always improve, whether it is in technical knowledge (working on the computer) or in their conversation or negotiation skills.  It is also important to be aware of each person’s growth and tailor reviews and training accordingly.

Mentoring:  It is very important to prepare callers for what to expect.  Let them know what a phone call consists of.  Tell them how best to handle various situations and what techniques worked for you while you were calling.  Put them at ease by letting them hear you take a few calls.  Be there for them.  It is very important that you identify with them as callers, referring to your personal experience on the phone.

Motivation:  As we all know, calling to raise money can be pretty stressful.  It is therefore the Supervising Team’s job to keep callers upbeat at all times.  Loosen them up at the beginning of each night.  Discuss the big news of the day.  Is it midterm time?  Ask how they’re doing during this stressful time.  Did you hear a funny joke or story?  Share with them and make them laugh.  And most importantly, be a cheerleader!

Are callers not being as productive as they can be?  Find ways that will turn in better figures at the end of the night.  You may need to change splits, offer rewards (i.e. stop calling ten minutes early), play a game with each pledge (i.e. hangman, trivial pursuit, or come up with your own), etc.  Since each person has different motivational skills, it might be helpful to find out what works for other supervisors.

Problem Solving:  As part of the Supervising Team, callers will look at you to provide answers to their many questions.  You should be prepared.  Some sample questions/concerns are:

· What would you do if an alumnus would like to give $100 one time for her and her husband?

· This deceased alumnus’s sister would like to give on behalf of her brother, but she did not graduate from here, what do you do?

· What do you do when you change the batteries on an amp, check all connections, and the computer still has no dial tone?

· What do you do when a stranger comes in the Phone Room and refuses to leave?

· What do you do when the time clock punches the card but doesn’t stamp it?

· The calls are slow, so can we leave early?

*Answers to these questions may be found in the Appendix
Supervisors should be able to answer all these questions quickly and accurately with the resources found in the Phone Room.  Of course at times (see last question above) you will have to rely solely on your common sense.

There will be instances when the answer to a caller or alum’s question is not within your reach.  If the answer can’t be readily found, the caller should fill out an Administrative Referral Form (ARF).  ARFs will be discussed in more detail later.

Each Supervising Team is expected to fully understand the workings the Phone Program and should be able to deal with unexpected problems to the best of their ability.  If a problem regarding computers cannot be solved, call either of the Assistant Directors at home.  If the Assistant Directors are not home, call CampusCALL (1-800-722-4044) and be prepared to explain the situation to the smallest detail.  Of course there will be times when problems are not going to be so easy to solve.  A problem such as a caller dissension is particularly hard to deal with, so simply do your best.  Always remember though that you are the supervisor!

Goal Setting:  Goals are set for two reasons: to determine productivity and to find ways in which the program can continue to improve.  It is the responsibility of the Supervising Team to set nightly goals based on the performance of individuals or the group as a whole.  

Record Keeping

As with any other job, there is paperwork to deal with.  It is imperative that all paperwork is taken care of in a timely and conscientious manner.  Following is a brief description of each of the forms that the Supervising Team is responsible for.  You will find copies of these forms in the Appendix.

Attendance: The Supervising Team is responsible for taking careful attendance each and every day.  This is necessary in order to determine attendance bonuses at the end of each semester.  Be very accurate, as it is essential that we be fair with everyone. 

-Absences:  When a caller is absent and has notified an Assistant Director or Supervising Team beforehand, indicate the date of the absence on the Attendance Summary Sheet under the column titled “Absences”.  If a caller does not call ahead and does not show up to work, two absences will be charged against him/her.

Be aware that there is no such thing as “half an absence”.  If a caller does not have a replacement for any part of his/her shift, it is a full absence.  For example, if a caller is sick and decides to go home at break, it is an absence unless someone can come in for the last half of the night.  If this type of situation arises, the Supervising Team must make the consequences very clear to the caller before the decision is made.

-Tardies:  The Supervising Team will also pay careful attention to tardies, both at the beginning of the night and when callers are coming back from break.  Be consistent when recording tardies; there should be no leniency for anyone.  Tardy rules are clearly stated in the manual and in Caller Orientation, so there should be no questions or confusions.  Remember that a person is considered tardy if they arrive more than five minutes late without calling ahead, or more than 20 min late if they have called ahead.  The Attendance Summary Sheet is kept in the Supervisors’ Book.

Shift Summary Sheet (SSS):  The Supervising Team is responsible for all activity that occurs between the hours of 5:00 and 10:30 p.m.  In order to inform the Assistant Directors and the rest of the Supervising Team of this activity, the SSS must be filled out every night of calling.  This sheet should be used throughout the night, no matter how insignificant the situation might seem.  The SSS is divided into sections, which makes it easier to categorize situations, events, or questions.

Phone Room Seating Chart:  It is very likely that a caller may leave his/her station in an unacceptable manner.  A seating chart allows the Supervising Team the adequate resource to make sure that the appropriate caller deals with his/her consequences. 

Administrative Referral Form (ARF):  There will be instances when the answer to a question posed by alum or caller is not within your reach.  If an answer can’t readily be found, the caller should fill out an ARF.  ARFs should also be used for follow-ups to an alumnus’s situation, correcting of an alumnus’s record, or when an alumnus has a request of the university.  It is the Supervising Team’s responsibility to validate the need for an ARF.  Many times, an ARF is filled out unnecessarily and creates needless paperwork.  

It is very important that ARFs be filled out correctly and completely.  The situation should be described in detail, as the Assistant Directors will first be learning about the situation from this description.  The Assistant Directors will be acting according to the information presented, so be sure all the information is included.  For instance, if an alumnus mentions that he graduated in 1972 instead of 1973, as our records indicate, we need the alumnus’s full name, identification number, major, etc.  We need all the information possible in order to correctly identify the alumnus.  If the alumnus wants to combine his record with his wife’s, who is also an alumnus, we would need the above information for her as well, including maiden name.  The Supervising Team is held responsible for checking the ARFs before they are given to an Assistant Director.

Caller Critique:  During each shift every person on the Supervising Team is required to fill out a minimum of two Caller Critiques.  This allows the Assistant Directors as well as the Supervising Team the opportunity to see who may need additional attention, who may be a good candidates as a Supe, how a caller is using the script, etc.  The Caller Critique is to be done by the Supe as discretely as possible, so that the caller gives an accurate portrayal of a typical call. The Caller Critique should be filled out with as much detail as possible. After a Caller Critique is filled out it should be turned in at the end of the night with all the other paperwork.  Caller Critiques will be filed away in each caller’s file, so make sure that each caller is being critiqued regularly and that improvement is visible. 

Inventory Checklist:  The Supervising Team is responsible for the full stocking of the Phone Room supplies.  Every week, the Supervising Team will take inventory of current supplies and submit a checklist at the Supe Friday meeting.  Make sure there is enough of each item to last an entire week.  It is imperative that this checklist is done carefully and correctly in order to avoid any and all emergency situations. 

Daily Tally Sheets (DTS):  The Supervising Team is responsible for recording the statistics for every calling night on the DTS.  It is very important that accurate results are taken, as this is where the Weekly Statistics for each caller are generated.

There are two things to remember:

1. The listing should be in alphabetical order by last name.

2. The calling pool number should be listed under the “Call Pool” column, along with the description of what type of prospects that list contains.  The DTS also contains columns for number of pledges, unspecifieds, number of credit cards, and amount of money raised.  Please be sure to double check every figure on the sheet.

Recruiting, Interviewing, Hiring, and Training

The Supervising Team is responsible for part of the recruiting, interviewing, hiring, and training of the Phone Program callers.  Each aspect is equally important and therefore will require time and dedication.

-The recruitment process will take place generally the first three weeks of school.  Along with being assigned flyer duty, each supervisor will be expected to join the Assistant Directors the day of the Job Fair.  In order to make sure all areas on campus are covered and that as many students as possible know about the Annual Fund’s search for great callers, the Supervising Team will be asked to come up with new innovative ways to recruit.  

-There is a set procedure for interviewing, and it must be followed closely.

1. Have student fill out an application.

2. Sit with the student and start chatting.  The purpose is to make the student feel comfortable.  While you are talking, take a look at the application.

3. Once you have become familiar with the application, start asking the “Phone Program Interview Questions”.  

4. When confirming work nights, be very specific in mentioning that the Assistant Directors will be picking work days from the application if hired.

5. Ask where he/she heard about the job and what they already know.

6. Let the student know an Assistant Director will be getting in contact with them shortly.

7. Confirm his/her email and telephone number and ask if there is an answering machine to leave a message.

It is important to keep in mind that we are not just looking for people that can sell a product.  Many times, a person who has had plenty of sales experience is completely wrong for the job of school fundraising.

We are looking for students with personalities.  We want to hire students that will fit right into the Phone Program dynamic.  We are also looking for responsible students who will take their job seriously.

-Training is an integral part of succeeding in the Phone Program.  Therefore you will be required to play a very volatile role in the process.  Caller Orientation will consist of a total of three days for each caller.  In order to make sure each caller has the opportunity to attend all three orientation sessions, a full two weeks will be dedicated solely to orientation.  As part of the Supervising Team you are expected to be at as many orientation sessions as your schedule allows.  

*See the Appendix for the Caller Orientation Outline
Payroll

The Supervising Team is responsible for a portion of the payroll procedures.  The USC Annual Fund Administrative Assistant works under a deadline to submit payroll, so it is very important that these steps are followed on the days indicated.  If they are not, the students will not get paid, and that means you!  The procedure is as follows:

1. Every Sunday, time cards must be bracketed.  Hours worked must be totaled for the previous week.

2. Every other Tuesday (Due to holidays, payroll might be done on a different day, other than Tuesday), the total number of hours worked per caller must be transferred to the timesheets provided by the Office Manager.  If none are provided, the Supervising Team is responsible for retrieving timesheets online (Go to http://ais-ss.usc.edu/empldoc/, go to forms, go to time reports, go to biweekly time report).  The Annual Fund account numbers, and dates of the pay period in question must be filled out on the template before it is copied.  For each individual caller, dates and hours worked should be filled in.  Double check all figures.

3. The Supervising Team will only fill out time cards for the callers.  One of the Assistant Directors will fill out timesheets for the Supervising Team, unless otherwise asked to do so.

4. Fill out every item on the timesheet except for the following: student signature, supervisor signature, date, hourly rate, and total earned.  These areas are reserved for the Administrative Assistant and the Assistant Directors only.

5. On payday (every other Wednesday), the Supervising Team is responsible for the distribution of paychecks.  Along with the checks, a list of the checks generated will be given to the Supervising Team (also may be found in the upper left hand corner of the server desk in Kathleen’s office).  The caller must initial this list, indicating that the check has been received.  A check will only be released to the owner of the check.

6. After each night of paycheck distribution, all remaining checks, plus the initialed list, must be returned to the drawer in Kathleen’s office.
One very important thing to remember: when issuing a new timecard, write the date, in pen, on the upper right-hand corner.  The data needs to be here in order to keep track of all timecards used by each caller.  Place the previous card in the caller’s file.

*An example time card can be found in the Appendix.
CampusCALL Procedures

Before Calling

-Turn on all computers

1. Turn on power switch on the power surge box

2. Log on using “ctrl, alt, delete”

3. Login information 

Username:  CALLER

Password:  CALLER

Username:  ADMINISTRATOR

Password:  CCWINNTPROJ95

4. Double click on CampusCALL

-Enter employees calling assignments given by Annamaria or Kathleen into computer.

1. Click on calling assignments.

2. Select caller in the pull down under employee (when assigning supervisors always select all roles located under view in the toolbar).

3. Select add or change to make a new assignment to a caller.

4. Select the project id then the calling pool name from the pull down menus accordingly.

5. When assigning calling zones always check the stop time, for zone 1 it should always be 6:00 for zone 2 it should always be 9:00.

6. Make sure that yes is selected under “auto dial calling” and “auto dial   callbacks”.

7. When the assignment appears as desired once again click on change or add to complete the assignment.

8. Once it appears on the main screen as it should, always save the assignment.

9. When duplicating a caller’s assignment, go to “copy employee assignments” under file, in the toolbar.

10. In the top window select the employee whose assignment you wish to copy. Click “select all” in the second window, which will select all employees or simply select specific employees whom you want to have the copied calling assignment.  Finally, select copy.  The system will ask you if you wish to copy more assignments always say no and start from the original when copying again.

11. Save all calling assignments.

12. Before exiting, check calling assignments.

During Calling

-Monitor callers’ performance by checking Online Stats (check percentages, pledges, refusals, attempts, contacts, etc.) 

1. Go to “online statistics” select the project you want to monitor. 

2. Under calculate, in the toolbar select “one minute” this way it will always be current. 

3. In order to look at an individual caller go to employee and select their name from the pull down.

After Calling

-Make sure all computers are turned off 

1. Click “Sign Off”

2. Enter the password “five”

3. Go to “Start”

4. Then “Shut down”

5. Finally, turn off the power serge

*Short cut*

1. Hit the “Windows key” in the lower left hand corner of the key board

2. Hit the “U” key

3. Hit “Enter”

4. Finally, turn off the power surge

-Process Pledges at the Supe station:

1. Go to “Process Pledges”.

2. Select the project we are currently working on.

3. Press “ok”, this process will take some time. 

4. When there is more than one project you must do this for each project. 

5. Close this window when you are done. 

-Upload Process at the Supe Station

1. Locate the labels disk and insert it into the computer (additional disks can be found in the supply drawer in the Playroom)

2. Go to “Upload Process” 

3. Select the current project

4. Under “Upload Parameters” select “Pledge Labels”

5. In “Upload Contents” select “Individual” on the right side of the screen, in the list that appears select “Pledge” and “Unspecified Pledge” 

6. In “Upload Range” select today’s calling date

6. Press “Start”

7. In the new window select “Drive A”, and save in the file titled “USC”

8. When it asks if you want to overwrite the disk, select “Yes” 

9. If there is more than one project go to “New Project” and do the same process as above

10. When it asks to overwrite the disk say “No” and “Append” it 

11. When it is complete, close the window and eject the disk. 

- Print the labels at Student Station #2.

1. Insert disk first!

2. Open Word from Novell

3. Go to “Drive G”, “Annual Fund”, “Phone Labels”, then “Labels” 

4. When the template appears go to “Tools” 

5. Select “Mail Merge”

6. Select “Merge”

7. Look at each label to make sure it is only 5 lines.  Make sure the name is not so long that it spills over to the next line.  If it is too long put an initial for the middle name. 

8. Push “Print”

9. Put in the label sheets in the Network printer, just in front of Annamaria’s office, face up in tray 2.  

10. Exit and decline to make any changes to the template or file.  Do not save anything!  

11. Take out disk and return it to the Supe station 

12. Number each sheet before passing them out to callers

-Process Daily Reports

1. Go to “Daily Reports”. 

2. Select the current project.

3. In “Report Types” select “Include Employee” (in the lower left hand corner) and deselect “Segment Subtotals”. 

4. In “Report Contents” unselect “Unspecified Pledge”.

5. In “Report Range” make sure it is today’s date 

6. Push “Print”

7. If there is more than one project, repeat the whole process.

8. Take the last page of the report, which should have a brief summary for the night, and place it on top

9. Look through the report and make sure there is a number preceding each account listed under “Designation Name”

10. When the account fails to have a number, this means that the caller has inputted an account name

11. Find the account number for the account 

12. Write the new number and “Add Pledge” next to the account 

13. Highlight the id number, pledge date, campaign code, employee, and the account name, excluding the heading.  

14. Make sure the pledge card for this pledge is sent in a red BRE

15. If the report is complete, meaning all pledges have an account number or one has been found, write “Done, today’s date, and your initials” and highlight the front page of the report.

16. If the report is incomplete meaning you could not find an account number, write “Not Done, the page number that is incomplete, today’s date, and your initials”

-Run End of Day

1. Go to the server in Kathleen’s office

2. Select “End of Day” 

3. Enter the password: RCAI

4. If more than one project was used during the shift go to “File”,  “Add/Remove Project” (Select all projects used that day). Click “Ok”.  You should see all the projects listed on the left hand side of the screen. 

5. Press “Ok” in every window and check the date

6. Push “Start” 

7. Only turn off the monitor, nothing else, otherwise the Phone Room will explode (
AIS-D Procedures

-Get paperwork from Annamaria or Kathleen to fill out for your password

-Once you get your paperwork back from Annamaria or Kathleen, you may begin using AIS-D. (Remember: You are the only person allowed to use your password)

-Logging in

1. Double click on the AIS-D icon

2. ais-d2000.usc.edu should be highlighted, click “Ok”

3. The word “login” will appear, type in your login in lower case

4. The word “password” will appear, type in your password (You first login password will be given to you, but you will be asked to change it to something you will easily remember)

5. AIS-D is case sensitive, so at this point you must remember to push the “Caps Lock” key.  Make sure you are in Caps whenever working in AIS-D.

6. Enter the “Terminal Name”

7. Enter your “Operator Code”

8. Enter your given “Password” (this password is permanent; you do not change this one)

9. Select which option you would like to use by using the appropriate number

-“Individual/Non-Individual Records” (#4)

“Individual/Non-Individual Records” gives you access to alumnus records.  In this specific area you can check the status of a pledge, where an alumnus designated a gift, how much money was donated, etc.  As a supervisor you will need to check these things either because a caller may need the information or when dealing with calls when working.   The process is fairly simple once you get the feel for AIS-D.  The purpose for each page in #4 is as follows:

1. Page 1:  Supplies you with the common knowledge like the prospect’s address, spouse’s name, school and degree information, etc.

2. Page 6 (P6):  Offers you all the pledge information.  Remember there is a difference between a pledge and a gift.  A pledge is a “promise to pay” not a gift.  Page 6 allows you the opportunity to see if the pledge has been paid or not, if it has been cancelled, etc.  This page will be extremely vital when you receive a call from an alumnus that is complaining that they have received, yet again, another reminder for a gift they have already paid.  

3. Page 5 (P5):  In the given situation above, if the status of a pledge is “no” or unpaid, you will want to check Page 5.  Page 5 is known as the “holding area”.  When the bank receives a gift, it puts the money in to a “holding account”.  Then, the ladies in ADR take the money from the holding account and place it in the appropriate account.  It is then processed.  There will be a possible week gap between the transfer, due to the fact that information is updated on a weekly basis.  

4. “Gift History”:  Going back to Page 1, often you will need to check on a gift.  In this case you will need to go in to the “Gift History”.  Therefore, you will go in to Page 1 (P1).  Push “T” for top.  Then push “Y” for yes, to go into the “Gift History”.  Page 2 of the “Gift History” allows you to see what gifts have been made, the amount of the gift, and where the gift went.  Page 5 (P5) in the “Gift History” will be a very important part in checking past giving.  Here you can check the gift date, gift amount, the solicitation code, and the gift account number.  

5. In order to move on at any time, push “. and Enter”, this will prompt the main menu to pop up.  

6. To quit out of the “Gift History” you push “Q” for quit.

7. To exit and enter into another prospect push “X” for exit.

8. To return to the original main menu push “Q” for quit.

-“Gift Summary by Account” (#10)
There will be times when an prospect wants to make a donation toward a specific area and a caller cannot find the account number on the “Annual Giving Account Numbers” Sheet.  In this case you are responsible for finding an account number.  In this case you need to try every possible option you can think of.  For example, if you are trying to find an account number for a Baseball Scholarship.  Don’t just type in Baseball Scholarship and give up.  Try every option possible that you can think of.  Try USC Baseball, Athletics, Scholarships, etc.  There are a few things you must pay close attention to before assuming you have selected the correct account number.  

1. This program looks for the specifics that you type starting with the first word, so in some situations, the broader the better.

2. Make sure the number that you choose starts with the number 9. 

3.   Finally, the account number has to be active, meaning it has to have money in the account.  It will be obvious if the account has money or not.  If the account has money in it, while trying to give you the information sheet AIS-D will provide you a number of donors it is loading.  On the other hand, if an account is inactive it will say, “No gift detail for account number…”.  

If you have made a serious effort to find the information, but have come up empty handed, fill out an ARF, making sure to supply the different steps you took.  Along with the ARF you will need to paperclip the pledge card with the blank account number to the appropriate page of the pledge report with the ARF.

-“Change of Address” (#15)

You will not be asked to do this very often, but you should know how to change the address of a prospect, add in spouse’s name or information, change a phone number, etc.  In order to do this you must have the prospect’s ID number.  In some cases you may need to go into “Individual/Non-Individual Records” to find the ID number and then in to “Change of Address”.  If you already have the ID number then you may begin by typing in “# (Shift 3)”, “Enter”, “the ID number”, “Enter”.   This allows you full access to change whatever you may need to change.  If there is spouse information you need to add fill out the “Additional Instructions” area with all the information you would like added

-AIS-D may take a little time to get used to, but as with everything, practice makes perfect.

*Additional directions can be found in the Appendix.  Supervisors will be obligated to attend an AIS-D training session.

Supervisor Daily Procedures
Before Calling:

-Notify staff members (Annamaria or Kathleen) that you have arrived.

-Pick up all paperwork from the Supe tray and separate accordingly.

-Read ALL Shift Summaries up until the last night you worked.

-Read ALL Memos up until the last night you worked.

-Turn on all computers

* Annamaria or Kathleen may have the assignments decided, but not assigned.  Check with both of them to see if the assignments are decided or not.

-Prepare calling assignments (if not already done)

-Enter employee calling assignments into computer.

-Make sure all workstations have the proper working equipment

1. Check amps to make sure they correspond with the correct workstation number by looking at the bottom of the amp.

2. Make sure each station is equipped with a headset, pledge cards, notepads, etc.

-Prepare Shift Summary, Seating Chart, and Daily Tally

-If time permits, make sure BREs are pre-stuffed and stamped (this should be your last priority and should never be done during calling)

-EVERY SUNDAY- bracket timecards

During Calling:

- Fill in Shift Summary, Daily Tally, and Seating Chart

1.  Make note of absences and tardies, if applicable

2.  Call people who did not show up to work, and who did not call out

3.  Make sure to do each split check at 6:00pm, 7:00pm, and 8:00pm

-Make sure each caller has their Caller Manual at their station with them

-Prepare nightly game on dry-erase board

-Run Night game


1.  Keep game running smoothly


2.  Update callers’ points on dry-erase board frequently

-Motivate callers
-Be available for callers to ask questions when necessary

-Perform two Caller Critiques

-Make sure you briefly talk to every caller

-Monitor callers’ performance by checking Online Stats (check percentage, pledges, refusals, attempts, contacts, etc.)  

-Monitor callers’ conversations (i.e.: Are they going through all 3 asks?  Are they asking for credit cards?  Are they enthusiastic? etc.)

- Make sure callers have checked their boxes

After Calling:

-Make sure all computers are turned off 

-Process Pledges at the Supe station

-Upload Process at the Supe Station 

-Print the labels at Student Station #2

-Process Daily Reports

-Complete Shift Summary and Daily Tally

-Add credit card bonuses, game hours, etc. on callers’ timecards

-Proofread pledge cards checking for spelling, neatness, the date in the upper right-hand corner, and the donor’s full name is spelled correctly.  Stuff the envelopes, making sure to include a business reply envelope (BRE) and any information the donor may have requested, while making sure the pledge card is included and the address label is visible. Seal the envelope with a small amount of glue and stamp the envelopes.

-Place any pledges that need to be rewritten in each caller’s box.

-Place completed pledge card in the Annual Fund out box at Student Station #1

-Run End of Day 

-Put all paperwork including ARFs, Daily Tally Sheet, Shift Summary Sheet, Daily Reports, etc. in Kathleen’s chair in her office

-Lock Phone Room door

-Clock out

-Set Alarm

-Check Phone Room door on your way out of the building

* Take the initiative and do whatever you know needs to be done, before being asked to do so
Additional Duties:

-Help with recruitment when necessary 

-Assist with training of new and old callers

-Keep Phone Room clean by dusting all workstations, wipe down monitors, clean dry-erase boards

-Stock Supe desk with necessary supplies (i.e.: unspecified info, shift summaries, daily tallies, seating charts, new caller info, etc.)

-Update caller materials when necessary (i.e.: area code list, etc.)

-Have a working knowledge of the Phone Program and CampusCALL (i.e.: be able to do calling assignments, know how to do each report, look over materials in the Break Room cabinet, etc.)

Rules and Regulations

As with any job, there are strict rules to adhere by.  The Assistant Directors have instituted the following policies to ensure the smooth operation and fair treatment of everyone.

Attendance:  The Supervising Team is responsible for working all days assigned.  Each member is usually required to work three days in one week, and two days the following week, in addition to occasionally being assigned Saturday shifts.  This alternation schedule is set for the entire semester.  Of course, there may be times during the semester that you may need to switch shifts with your fellow Supes.  The coverage of your shift is your responsibility and must be cleared through one of the Assistant Directors.  There will be times during the year when all Supervisors are required to work, such as at the beginning of each semester for training purposes.  Schedules for these events will be set by the Assistant Directors.  

Supervisors are scheduled to work from 4:00 p.m. to 10:30 p.m.  All required work is to be finished by 10:30 p.m.  It is not permissible to stay after this time, and the Supervisor’s will not be paid for the time clocked in after this deadline.  Tardiness will also not be tolerated.  Time management is essential in order to be a successful member of the Supervising Team.

Job Ethics and Courtesies:  Honesty is an important aspect of any job.  It is essential that every member of the Supervising Team act ethically at all times.  As a Supervisor, you have access to plenty of information and resources, and it is expected they be used wisely.

Phone Room Maintenance:  The Phone Room is the Supervising Team’s workplace.  It is therefore the Supervisors’ responsibility to keep it clean at all times.  Every Friday, the terminals and desks will be cleaned and the break room will be put in order.  The Supervisor’s desk and bookshelves should be cleaned out.

Responsibility:  The Supervising Team is responsible for the maintaining of Phone Room decorum and work ethic.  Work should always be the first priority.

Impartiality is very important in the role of a Supervisor.  The Supervising Team should apply all rules equally to every caller as well as themselves.  There should never be cause to suspect a Supervisor having favorites or not enough work, for there is always something more you could be doing.  

Special Calling: The Phone Program occasionally lends out it’s services to other organizations on campus, such as the Marshall School of Business or the Emeriti Center.  The average group uses the Phone Room for three to five days and usually employs their own calling volunteers.  The Supervising Team is required to make themselves available for training and supervising of these groups.  Every member of the Supervising Team will share in this responsibility equally.  

Visitor policy:  Please schedule visits during break time.  There are no personal visits in the Phone Room.  If there is personal business to take care of, it is to be done outside the workplace.  It is necessary to set an example for the callers, as they have to abide by the same rules.  The same applies to personal phone calls.  Refrain from calls during your work time.  

Wages:  Supervisors are eligible for raises based on performance of the previous semester.  Raises are given according to performance reviews and at the discretion of the Assistant Directors.  Wages are confidential and should not be discussed with other members of the Supervising Team.  

Weekly Meeting:  The Supervising Team will meet with the Assistant Directors every Friday at a predetermined time.  This meeting is mandatory, as this is where most recent Phone Program information is given out.  It is imperative that every member of the Supervising Team attends.  This meeting generally lasts about an hour, but may be longer, so plan accordingly.

Last, but certainly not least, it is important that the Supervising Team always act like a management team while at work.  Always be aware that the callers will be following the Supervisors’ example at all times.  So remember, the callers are always watching you!
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