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NCIGLSEN

Field Department Resource

Volunteer Phone Banks

For Raising Money, Recruiting Volunteers and Communicating with Supporters

Introduction

In a phone bank, your organization gets a group of people together (often volunteers) to call a large
number of people (perhaps supporters of your organization) to get certain information across. Phone
banks are extremely effective because you have direct contact with the people you're calling. While some
of us may think that phone banking is intrusive or perceived as a nuisance by the people we call, the
exact opposite is true. Granted, on a given night, you will probably call someone who does not want to
talk. But in our experience, 95% of the people you call will thank you. That’s right, you may be calling
them at dinner time, asking them to volunteer and donate money, and they will thank you - because they
value being asked to help and appreciate being kept informed.

This resource will help you prepare for and run an effective phone bank. It also includes a sample phone
bank plan to call 280 supporters, and a sample script, or rap.

Uses for Phone banks
There are countless ways your organization can utilize phone banks. Here are just a few:
Recruit volunteers: One person calling potential volunteers for 2.5 hours can recruit 8 people.
Reminder calls: One can make 75 or more reminder calls in 2.5 hours.

Raise money: Between one-third and one-half of the people you call will donate money. Of course, that’s
only if you ask. GLSEN Boston raised $6,260 one night with 7 people calling supporters for two hours.

Renew members: Calling past due members and asking them to renew their membership is much more
effective than sending them a mailing.

Take action: Call your supporters and ask them to call their legislator or attend a school board meeting.
Give an update: Call members to update them on your organization’s progress.

Say thank you: Reach out and touch someone to say thanks!

Combination of above: The best phone banks combine several of these. For example, you can (1) thank

someone for their past support, (2) update them on the urgent work you're doing, (3) ask them to attend a
school board meeting and (4) ask them for a donation to support your work. All on one call!
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PREPARATION FOR RUNNING A SUCCESSFUL PHONEBANK
(A) How Many People Do You Need to Help?

Each trained volunteer can talk with about 20 supporters to ask them to volunteer and/or donate per
2.5-hour shift of phoning; that is, if you’'d like to reach 200 supported during the phone bank, you
need to have 10 phoners.

Each volunteer can make at least 75 quick reminder calls per 2.5 hours shift of phoning.

One person can fill about 8 volunteer shift slots per 2.5 hours of phoning to recruit volunteers

(B) How Many People Need To Be Signed Up?

It is critical to sign up two times as many people as you need, for any phone bank activity. The
original adage is true: One-half of all committed people will actually show up.

(C) How Do We Sign People Up?

The most effective ways to sign up phoners for a specific night is to run a Volunteer Recruitment
Phone bank. Two-three weeks prior to the first night of phoning, the organization runs a 5+ person
volunteer recruitment phone bank at which your most committed volunteers call through your
volunteer list and sign people up.

You'll need to conduct volunteer recruitment phone banks regularly until you have enough weeks of
phoning filled

The script for signing up volunteers should indicate what you’d like them to do, when, for how many
hours, and it should tell them that this would be done as a group, who will be trained and given all of
the materials. Make your script sound like you're very organized, so that it’s an effort they want to be
a part of!

(D) What Else Do We Need To Conduct A Phonebank?

A phone bank location with between 5-15 phone lines. Each phone bank should have a captain to
train and set up the team of phoners.

A script for calling supporters that has been tried out and works

Refreshments for the volunteers (drinks and munchies).

Supporter list to call from and pens and pencils.

Tally sheets the phoners can use to mark the results of their calls.

A sign on the front of the door of the phone bank to inform people they are at the right place.
Captains that will run the phone bank from beginning to end. They also remind the volunteers for the
next two nights of phoning, and - if they finish that - they can recruit more volunteers for the next
couple of weeks of phoning.

Always think of your upcoming weeks of phone banking. Sometimes you can assign one or two
volunteer phoners specifically to recruit more volunteers for the upcoming weeks.
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RUNNING A SUCCESSFUL PHONE BANK

1. Remind all the volunteers signed up to help, by calling them the day before. In the reminder call,
give both the logistical details (time we will start and end, location) and short sentence on why the
phone bank is important and urgent.

2. Prepare all your equipment, seating, and materials before people arrive: phones, chairs, scripts, sign-
up sheets for the volunteers we sign up, refreshments, anything else you need.

3. Greet your phone bankers as they arrive. Take time to talk with them, especially those who arrive
early, before the phoning gets underway.

4. Start on time. Begin with rounds, so people can begin to get to know each other.

5. Train everyone, every time. You do not have to do this with a heavy hand, but people will perform
better if you run through this agenda;

a) A quick update on the organization’s biggest recent news.

b) A quick explanation of the purpose of this phone bank, and how it fits into the urgent current
needs of the organization. It is optimal if the phone bank has a clear, numeric goal and
everyone understands why it is important.

¢) Read through tonight’s script together. Answer any questions. Incorporate suggestions for
improving the script.

d) Hand out the call list, and explain whom it is we are calling.

e) Hand out their results sheet. Explain what you want them to keep track of, and how to mark
the sheet, so everyone is doing it the same way. If you are using bells, talk about them now.

f) Have a couple of your stronger, more experienced phone bankers do one quick role-play in
front of the group. Then get everyone started.

6. Check in with each phoner after they have been calling for 20-30 minutes. Discreetly listen to how
they handle the calls. When they are between calls, ask how it’s going. If you can see they are not
doing some things right, gently show or tell them how you want it done. If they are discouraged
because they are mostly getting answering machines, remind them that they will have increasingly
good results as the evening progresses and more people are at home.

7. Check back 15 minutes later with anyone who was having difficulty at the first check-in. Make sure
that those struggling before are now on track.

8. Feed your volunteers about halfway through the phone bank. Bring the food to them, so they don’t
get up or take a break. If they are in the middle of a call, leave them something. Try to catch them
when they are between calls, so you can ask what food and drink they would like and also to do
another informal check-in, asking how it’s going.

9. Do a productivity check around the halfway point as well. Look at each phone banker’s results
sheet. Watch especially for two situations.
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a) Someone who has made almost no progress: Talk to them and make sure they are OK.
Sometimes people just have bad luck reaching people, but sometimes they are undermining
their own efforts by skipping the part of the rap that gives the bigger picture and explains
urgency. Role-play with them to get them on track.

b) Someone who is making much more progress than the others. Take time to do a 5-minute
meeting with these folks right there. Even though it pulls them away from calling briefly,
you want to get better acquainted; these are prime candidates to promote to running future
phone banks or other leadership positions in the organization. Ask why they are involved,
and what has motivated them to come in and help.

10. Do a final check-in with 30 minutes of phoning left, to encourage people, let them know we're
almost done, and to let them know that we will all come together as a group at the end of the phone
bank to tally up our results as a team.

If anyone says they have to leave early, or looks like they are getting ready to leave DO NOT ASK THEM IF
THEY ARE LEAVING. INSTEAD, remind them that we’d really appreciate them staying until the end
because:

The last hour is always, by far, the most productive (many more people are home) and because the
organization’s need is so urgent.

If you remind people of these two things, and then ask if they can stay, 9 times out of 10 they will.

If you do not do this check-in, however, people will start to drift out on their own.

Keep the phone bank productive, help your phone bankers avoid the sense of isolation that sometimes
comes from doing calls, and instead give them a sense of camaraderie and accomplishment by holding on
to them until the end.

11. Debrief the phone bankers by pulling them all together for this short agenda:

a) Askhow it went, and take comments and a few stories. Accentuate the positive.

b) Total everyone’s results for number of shifts filled. Compare the total to the goal discussed at
the beginning of the evening. If they met the goal, offer congratulations and remind them
how their work will affect the organization. If they fell short, offer congratulations and
discuss how the organization might remedy the shortfall. Some people may offer to help by
coming in and dong more phoning. Fill out the tracking sheet with the them, and give them
feedback on the productivity of the evening (we aim to average 10 Shifts Filled per caller
hour).

c) Ask for advice on how to make the next phone bank better.

d) Recommit people to coming back for more volunteer work by mentioning important
campaign work coming up soon, reminding them of the urgency of the need, and then asking
each phone banker in front of the group when they can next come back.

e) Thank the group again.

12. As people leave, thank everyone individually and schedule time to meet any of the volunteers who
are strong possibilities to promote.
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Common Mistakes

Here are four common pitfalls that can lower your phone-a-thon's success.

1.

When a person says they don't give by phone but would like to see some information, don't
assume they are just trying to put you off. Many people will not give to a stranger on the phone,
but that does not mean they will not give at all. Send them your literature.

Don't ask emotionally charged and leading questions that have only one answer, such as, "Do
you care about retarded children?" Or, "Would you wish we had fewer children killed by guns in
our community?" These questions serve to make a person feel guilty, frightened and patronized.
They are the common tools of some telemarketers. While many people will give once out of guilt,
shame, fear, or greed, once they recognize the tactic they will not give a second time.

Don't read through a long script, not pausing for breath. Your script should be a few short
sentences and should get to the point quickly. If you are describing something complicated,
punctuate your script with questions of the prospect- "Did you see the article about that in the
paper last week?" or "Do you know about our group-I don't want to tell you things you already
know."

Don't delay in sending follow up letters and thank-you notes. Thank-you notes with return
envelopes should be sent the night of the phone-a-thon, or the day after at the latest.
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SAMPLE PHONE BANK PLAN

People to call: 280

Phone bank slots 14
A volunteer makes 8 contacts an hour during a 2.5-hour shift, or 20 contacts per shift. (280/20)

Phones available at one time 7

Nights to call 2
With 7 phones, you'll need two nights 7 x 2 =14

Callers needed 12
Some will do both nights

Other volunteers 3

You'll need some other volunteers to sub for callers who don’t show up, or need to leave. These people

can do other volunteer work, in which they do not need a phone.

Volunteers who say yes 18-24

Phone banking is scary for some people. For that and countless other reasons, some will not show up

Potential volunteers to ask 48
Most people try to call fewer people, but they usually have less success

SCHEDULE

5:15 - 6:00PM: Set up

6:00 - 6:30PM Training and practice

6:30 - 9:00PM Calling

9:00 - 9:30PM Calculate results, de-brief, pizza

GOALS

280 Conversations with supporters
$5,000 raised

250 petitions to the Governor

15 volunteers for the rally on Saturday
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SAMPLE PHONE RAPS

PHONE RAP 1 - Calls to our supporters in a crisis
PHONE RAP 2 - Fundraising calls to our supporters
PHONE RAP 3 - Volunteer recruitment script
Note:It's a good idea to think about the 3-5 questions people are likely to ask your volunteers. Have
those questions and answers (no more than a page) written up before hand, and go over them briefly

during the training. No volunteer should attempt to answer a question to which they aren’t sure about
the answer. They should check in with someone who knows and then call the person back.
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PHONE RAP 1 - Calls to our supporters in a crisis
The following phone rap (or script) and Q and A was used by GLSEN Boston when they were under attack by a
right wing organization in 2000.

THREE NAMES

[Their name] "My I speak with Mr./Ms. ?
[Your name] Hi, my name is
[Our name] I'm a volunteer with GLSEN Boston, and we're talking with our supporters tonight to give
them an important update on our work and ask for their support. May I give you an update?”

[If they are not home] "Do you know when s/he’ll be available to talk?" Don’t leave messages: call back
later or another night.
[If they can’t talk now] “When would be a good time to talk? I can call you back later.”

MESSAGE

“Our life-saving safe schools work is under attack by the Christian right. The so-called Parents Rights
Coalition is using a part of one of the more than 50 workshops at our 10th annual conference to claim that
GLSEN's work is promoting homosexuality. It's the old "homosexuals recruit’ attack all over again.

Here’s what happened at the workshop: Three professional sexuality educators from the Centers for
Disease Control and the Massachusetts Dept. of Education presented a workshop called titled “What
They Didn’t Tell You About Sex & Sexuality In Health Class.” Because most health classes assume that
every student is heterosexual, LGBT youth are often overlooked when it comes to sexuality and safer sex
education. The presenters allowed the students to ask questions in their own language, and the questions
were sometimes explicit. Maybe the students shouldn’t have been allowed to ask their questions or
maybe the presenters should have avoided providing the answers. But that’s really not the issue here.

For more than six years, these anti-gay activists have been trying to roll back the important safe schools
program in Massachusetts. They are taking this workshop out of context to advance their agenda of
dismantling the Governor’s Commission on Gay and Lesbian Youth, overturning the state’s safe schools
program, banning all GSAs, and preventing GLSEN from doing our vital trainings. The work we have
done over the last decade is in jeopardy.”

FIVE QUESTIONS
1) "What do you think about this?"
2) “Can we add your name to a petition we’ll send to Commissioner of Education David P. Driscoll

calling for his continued support for the safe schools program?”
3) "Can we count on your financial support with a donation of [specific amount here]?"

4) "[If we don’t have their email address] Thanks. We don’t have your email address. Can we add it
to our email list?"

5) “Thanks. Don’t forget about the Gay/Straight Youth Pride rally and march this Saturday. We
need volunteers to help collect petitions. We'll be meeting at the GLSEN Boston office at 10:30 for
brunch then head to the State House. Will you join us?

THANK YOU

"Thanks for your support."
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PHONE RAP 2 - Fundraising calls to our supporters

THREE NAMES

[Their name] "My I speak with Mr./Ms. ?
[Your name] Hi, my name is
[Our name] I'm a volunteer with GLSEN, and we're talking with our supporters tonight to give
them an important update on our work and ask for their support. May I give you an update?”

[If they are not home] "Do you know when s/he’ll be available to talk?" Don’t leave messages:
call back later or another night.
[If they can’t talk now] “When would be a good time to talk? I can call you back later.”

MESSAGE

“GLSEN has had tremendous success this year. We convened a coalition that included the
American Academy of Pediatrics, the American Counseling Association and the American
Association of School Administrators that released a report condemning the trying to change
young people’s sexual orientation through reparative therapy. That report was sent to all 15,000
school superintendents in the country. We also produced a public service announcement
featuring Judy Shepard that was aired on all the major TV networks, and seen by more than 30
million Americans.

“But there is still more to do. 97% of high schools still do not have Gay/Straight Alliances, and
70% of LGBT students are regularly harassed in school. We've had a tremendous impact this
year, but we still have a long way to go.”

FOUR QUESTIONS
1) "What do you think about this?"

2) "Can we count on your financial support with a donation of [specific amount here]?"

3) "[If we don’t have their email address] Thanks. We don’t have your email address. Can we
add it to our email list?"

4) “Thanks. Don’t forget about the Pride March and Rally next week. We will be collecting
signatures on a petition urging the State Education Commissioner to implement policies
protecting LGBT students. Will you join us?” IF YES - give meeting time and location.

THANK YOU

"Thanks for your support."
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PHONE RAP 3 - Volunteer recruitment script

THREE NAMES

[Their name] "My I speak with Mr./Ms. ?
[Your name] Hi, my name is
[Our name] I'm a volunteer with GLSEN Springfield. We're calling tonight with a quick update,
and because we need help with two projects that are coming up right away. Is this an okay time
for us to talk for a minute?

[If they are not home] "Do you know when s/he’ll be available to talk?" Don’t leave messages:
call back later or another night.
[If they can’t talk now] “When would be a good time to talk? I can call you back later.”

As you know, GLSEN recently got the Anytown School Board to pass a nondiscrimination policy.
We now plan to get the schools boards in the 3 remaining districts in the county to pass similar
policies. We know we can do it, but only if everyone pitches in and we start now. So we really
need your help.

Our first activity is this Thursday. We will be calling 500 people who've told us that they are
interested in volunteering for GLSEN. We are going to ask them to do a number of high-priority
projects. This is the most important thing we can be doing, because it is the best way to get
people actively involved in GLSEN. We've done this before, and the response on the phone has
been terrific. We train all volunteers thoroughly before we start, we work as a team, and we are
calling people who are very supportive of GLSEN’s work.

On Thursday, you would come to GLSEN’s office at 6:00PM for training, then we will call people
for a two-and-a-half hour shift, then we will all get together to debrief over pizza. You'd be done
by 9:30. Would you come in Thursday 6PM to 9:30PM?

If YES, great! Do you the location of the GLSEN office?
[give location and directions]

Do you have a friend who you could bring with you?
If YES, what's their name and phone number? If you would please ask them tonight or
tomorrow, that would be great. Can you do that?

IF THEY CAN'T COME ON THURSDAY
The next date we’ll be calling people is this Sunday. We start at noon and will be done at 3:30PM.
Could I sign you up for this date?

IF THEY CAN'T DO EITHER DATES OR DON'T WANT TO DO THE TASKS

The second project we need help with is collecting postcards at Springfield Pride a week from
Sunday, where we ask people attending the march and festival to sign their name, address and
phone number to a postcard. This is important because we will send the postcards to the state’s
Commissioner of Education, who is considering mandating local school board policies. We’ll
train you, pair you with another volunteer and give you all of the materials you'll need. Can you
join us at Smith Park a week from Sunday from noon to 2:30?

If YES, great! Do you how to get to Smith Park?
[give location and directions]
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Do you have a friend who you could bring with you?
If YES, what's their name and phone number? If you would please ask them tonight or
tomorrow, that would be great. Can you do that?

IF THEY SAY NO TO EVERYTHING
I'm sorry these dates don’t work for you. Would it be okay if we called you back later in the
month to ask you to volunteer on other projects?

If YES, thanks so much - we’ll be sure to get back to you
If NO, I'm sorry you can’t help out right now. But we very much appreciate all your past

support.

TO EVERYBODY
"Thanks again for all your help. Together we can make a difference. Take care and good night."

ANSERING MACHINE
[1ST time, DO NOT leave a message - instead try them back after 9:30PM]

Hi, ,I'm from GLSEN. We are doing exciting work here,
and [ wanted to give you a quick update and ask for your help with a couple of important
volunteer projects.

We need your help. If you are willing to volunteer, please call as soon as possible, so we can tell
you more about what’s going on, and how to help. The number is xxx-xxxx

This resource is provided to GLSEN chapters free of charge by the GLSEN Field Department

N GLSEN

National Headquarters
121 West 27th Street, Suite 804
New York, NY 10001
Tel: (212) 727-0135
Fax: (212) 727-0254

www.glsen.org
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