


“We learn and grow and are transformed not so much by what we do but by why and how we do it.” –Sharon Salzberg

CALL STRUCTURE
Every call must follow a set structure that has proven to be effective for telefundraising.  The basic call structure is illustrated below.
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INTRODUCTION

The introduction is your chance, as a caller representing Virginia Tech, to introduce yourself and the program.  If appropriate, recognize the person as a major gift donor, Ut Prosim member, Legacy Society member, or Pylon Society member.

During this introductory phase of the call, it is also very important that you attempt to verify and/or update all contact information for your potential donor.  Mailing address is especially important, but other areas such as business information (employer name and job title), spousal name, spousal business information (employer name and job title), and email address should not be overlooked.

Transition: It is vital to achieve a smooth transition between phases of the call structure.  This will allow for a smooth, flowing conversation and prevent unnecessary awkwardness.  Always remember to use correct phrasing during your transitions.  One example of an effective transition is, “Thank you for updating your records.”

RAPPORT

Rapport is a very important factor in the success of the call.  What is rapport?  Rapport is used to make the prospect feel more comfortable talking with you on the phone.  Most of the people you will speak with will be strangers to you when the conversation begins, but by the end of the call, they should feel a connection to you and the university.  Rapport is conversational, not survey-like.  Don’t just ask a list of questions, ask open-ended questions and let the conversation evolve from there.

Examples to help you establish rapport:

· “What advice would you give to a student like me?  Which classes were most helpful to you in your career?”  (If they are in your college, ask for career suggestions or advice.)

· “What was campus life like when you were here?  Did you live in a dorm?  Which one?”  (Discuss what the facilities were like then as compared to now.)

· “Were you involved in any organizations on campus?  Which ones?”  (Discuss the organizations you are familiar with and ask questions about those you are not.)

· “What is your fondest memory of Virginia Tech?  What were some of your favorite things about the university?”  (Tell them about your favorite things.)

· “Do you have children who might attend Virginia Tech?  What programs are they interested in?”

You may find that information gathered during the introductory phase of the call can be used to fuel excellent rapport questions.  Perhaps you are familiar with your potential donor’s city or state, or perhaps you have some knowledge of their employer; these types of personal insights may be opportunities for achieving a comfortable rapport with your potential donor.  The rapport phase of your call should last three to five minutes and you should ask at least three open-ended questions.

Remember that you are calling as a Virginia Tech student, but also as a representative of the university.  Make sure your language and topics of conversation are appropriate.

Transition:  Example:  “I don’t want to take up too much of your time tonight, but…”

DESCRIPTION OF THE FUND

To begin your request for donations, you must first explain and describe the fund on behalf of which you are calling.  Throughout the year, you will make calls for a variety of fund drives.  At the beginning of each drive, you will receive additional training and information unique to that fund.

MAKING THE ASK

Once you have educated your potential donor on the fund, the central part of the asking phase takes place.

REASONS

There are many reasons to give to Virginia Tech, and one of these reasons needs to accompany every ask.  Reasons are incorporated into the roadmaps of each individual fund and can be found in information screens on SmartCall.

The most commonly used reasons are:

· To uphold the value of a Virginia Tech degree.

· To keep Virginia Tech competitive!

· To maintain the quality of a Virginia Tech education!

· To invest in the future of Virginia Tech.

· To help defray the costs of a Virginia Tech education!

· To express appreciation and pride!

Using a reason before an ask allows you, as the caller, to maintain a smooth, comfortable conversation while showcasing your knowledge of the university and our fund drives.

Transition:  Once again, smooth transitions between reasons and asks are vital.  An example:  “Can we count on your support with a gift of $1,000.00?”

OBJECTION RESPONSES

The ability to rebound from an objection is essential to achieving success as a caller.  To that end, there are a number of objection responses that provide easy transitions to lower-level asks while avoiding awkward exchanges between you and your potential donor.  Some of the most common are mentioned later on in the training manual
TIPS ON MAKING THE ASK

· Always begin by asking at the first level and DON’T SKIP LEVELS!

· Invite all prospects to support the university.
· Make firm, but warm, asks.
· Always ask if they would like to pay with a credit card.
· Never take “no” for an answer after the first ask!
· Always respond to an objection, give another reason, and then make another ask.
THANK YOU AND CONFIRMATION

The conclusion to a successful call is as important as the introduction.  Regardless of whether or not you received a pledge during the call, it is essential that you thank the person for their time.  A potential donor may still donate to Virginia Tech in the future, so it is up to you to ensure that your call is as pleasant and rewarding as possible.

Should you receive a pledge, be sure to thank your donor at least three times.  Also, confirm your donor’s mailing address and the amount of the pledge, explore the possibility of the pledge being a joint gift, set up an installment plan if necessary, and confirm the payment type and month of first payment.  Depending upon the size of the pledge, you may also need to get a supervisor’s confirmation.

When accepting a pledge, remember to treat a $10 pledge like it were a $1,000.00 pledge.  Also, it is extremely important that you make every effort to explore the possibility of matching gifts.
MATCHING GIFTS

The Matching Gifts program allows a donor to make an even greater contribution to Virginia Tech.  Many companies have agreed to match the donations made by their employees to Virginia Tech.  Matching gifts come from the initiative of donors who utilize this benefit.  There is a list of known Matching Gift companies in SmartCall, but it is always important to ask the potential donor if they are aware of their employer’s participation.

For most, it simply entails filling out a form from their employer’s personnel/human resources department.  When making a gift to Virginia Tech, this extra step pays off in two significant ways:

The gift is doubled or tripled, sometimes more, when the company writes the check.

Many companies who allocate further corporate support favor institutions whose alumni request matching gifts.
Some companies will match gifts made to VT by employees and possibly employee spouses, retirees, and board members.  This has the potential to double or even triple gifts given to VT.  A brochure with a listing of all companies who participate in matching gift programs is included in the packet.  Prospects need to go to their personnel department for matching gift forms and further information.  Callers receive credit for the matched money; therefore, matching gifts help performance statistics.  
INSTALLMENTS AND DEFERMENTS
The Installment plan allows prospects to break up one large gift into a few smaller gifts over a period of time. The deferment plan allows a prospect to defer their gift to a later date.

· Installments can be made in increments of $25 or more

· For future payment dates, we operate on a monthly system

· A prospect can break up their pledge in any amount, and designate it to wherever they see fit.

Tips for Successful Calls

These tips will keep your calls 

running smoothly. 
Active Listening

· Listen to what the prospect says, and acknowledge this by using it throughout the conversation, especially in your asks. 

· Don’t read, but talk to the prospect. 

· Ask open-ended questions to encourage the prospect to play an active role in the conversation, and don’t sound like a survey.  

· Personalize the phone call.

 Express Commitment and Urgency

· Believe in what you’re asking for and express your commitment to Virginia Tech. 

· Be proud of your affiliation with this great university. 

· Express the importance of his/her participation and state your hope that he/she will make a pledge now. 

· Be enthusiastic throughout the call.

Follow the Roadmap

· The script and roadmap are designed to help you. 

· The technique represented on the roadmap has been used for many years by programs other than just Virginia Tech’s. It works, so you can be confident when you make asks.

· Don’t focus on amount but instead concentrate on being sincere and passionate when you make an ask. 

· Always ask at each level .

Don’t be aggressive, but be persistent and sincere!

· You are a front-line Tech representative with the charge to build and maintain relationships with the parents of Virginia Tech students, so be very thoughtful of this when making your asks. This parent isn’t obligated to give money to Tech; instead, it is your responsibility to convey the importance and urgency of his/her support. 

· Treat others like you would want to be treated—be 

considerate and sincere, but impassioned and committed…be friendly 

throughout the call. Never argue with a prospect. 

· Be empathetic instead of sympathetic—Empathy means you can still be persistent. Sympathy means you’ve reached a point where you cannot ask for support without being perceived as being pushy.

Give strong reasons/Address objection

· Give strong reasons when you make an ask.

· Also, give strong reasons when you get an objection. 

· When you get an objection, confront it by empathizing (“I understand” followed by something positive), deal with it by simply responding to it, and keep going with a good reason followed by an ask.

Use negotiation tools

· Matching gift

· Credit Card

· Installments
DO’S AND DON’TS

[image: image2.wmf]
Before the number dials:

Read the prospect information. Know the person’s giving history and the amount of the ask.

 Know how to pronounce the prospect’s name.  If you don’t know, ask a supervisor.  If everyone is stumped, ask for the prospect by his or her first name, and ask the person you speak with how to pronounce the last name.  Many people will appreciate the opportunity to tell you how to say it correctly. 
Find out what you and the prospect have in common, or the prospect’s son or daughter.  Have you taken the same courses, or are you the same major?  Are you in the same career field?  Are you from the same hometown or region?  Use these ties in your conversation. 
While you’re on the phone: 

Be confident in yourself and in the campus you represent.  Give each call your full attention and enthusiasm, regardless of how the last 30 calls have gone.  Be enthusiastic, positive, and assertive.

Smile when you speak, and sit up straight in you chair.  Both things make a difference in your voice.  Also, use a conversational tone.

Use the prospect’s proper title. 

Address the person as Mr., Ms., Mrs., or Dr. as appropriate unless invited to do otherwise.

Be aware of your rate of speech.

Talking too fast or too slow makes it difficult for people to understand you.  Speak slower or more quickly according to how the prospect is speaking.  Slow down when speaking to elderly or hearing-impaired prospects. Be sensitive to accents that you or your prospect have.

Avoid slang.  Say ” yes” , not” yeah.”  Try not to say “ um, uh, 

like,”  and “ you  know.”  These are irritating and unprofessional speech habits.

Don’t eat, drink, smoke, or chew gum while on the phone.  And keep pens out of your mouth, despite how tasty they look.

Use the script as a guide, but don’t read it.  Don’t get into a rut and use the same phrases over and over.

Don’t interrupt the prospect.  

A pause---even a long pause---doesn’t mean the person is done speaking.  Listen.

Don’t get too far off track.  Find a way to lead the conversation gracefully into the ask.

Don’t jump to conclusions.  Don’t assume you know what the prospect is going to say, and don’t finish the prospect’s sentences, either aloud or in your head. 

Don’t make up answers.  If you don’t know an answer to a prospect’s question, say you or the appropriate person will call back.

Don’t give controversial opinions or lend credence to a prospect’s negative perceptions of Virginia Tech.

You are representing this institution, and whatever you say should reflect that fact.

Don’t use unproductive comments such as “give me a ballpark figure,” and “We don’t care how much you give,” or “any amount is OK”.

Behave courteously and respectfully, regardless of the prospect’s tone of voice or manner or the outcome of the call.  Don’t argue or get discouraged or offended.  The person may be angry at the institution, but not at you.

Never apologize for asking prospects to support the campus.  You’re raising money for a great institution, and you can be proud of that.

WHAT IF . . .
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	…you wake someone up, or the person on the other end says it’s a bad time?
	Apologize for the disturbance and ask if there’s a better time to call.

	… you get an answering machine?
	Hang up.

	…you reach a relative instead of the alumnus?
	Ask for their current address and phone number. Tell them you are calling on behalf of the Virginia Tech, and would like to contact their relative to update them on university happenings

	…the prospect asks never to be called again?
	Note the information in the record. (Only do this at the prospect’s very specific request, however) Thank the person for his or her time.

	…the prospect hangs up on you?
	If you didn’t say who you were calling on behalf of, mark it “Not Home”, they could have been having a bad day. If it’s, intentional, mark it as a refusal and move on to the next call.

	…the prospect is deceased?
	· Express condolences ( “Oh, I’m sorry to hear that”) and identify yourself and confirm that you’re speaking about the John Smith who graduated  from Virginia Tech in 1986 with a degree in ________?


· Tell the person on the phone that you’ll update alumni records to prevent future calls or mailings.

	-From Miami University, Morehead State University, and University of Colorado phonathon training guides.
	


CHOOSE WORDS WISELY

Negative words:

Smaller amount. - Price. - Donate. - Resolicit. - Send you a bill. - Lesser amount. - Solicitation.

              -Adapted from materials by Miami University and the University of Colorado

DO YOU TALK TOO FAST?
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The following passage is 140 words long.  Using the secondhand of your watch, time yourself while you read aloud in a normal speaking voice.  If you were able to read the entire passage aloud in less than a minute,  you should try to slow down. 

“There is no set rule for the rate of speaking of individuals.  Some people can speak at a rate of one hundred ninety words per minute and be clearly understood, while others must speak as slowly as ninety words per minute to achieve the same understanding.  Most experts feel, however, that there is more to be gained by speaking slowly,  They have decided that a rate of about one hundred forty words per minute is a safe rate.  The main disadvantage of speaking too fast is you cannot be understood easily.  Speaking too fast has other disadvantages.  Your prospect may get the impression that he is being high-pressured into something. In addition, he may get the impression that you are very rushed and concerned with time.  To be really understood, we recommend that you speak slowly.  One hundred forty!”

     -Ohio State University Campaign Manual

PROSPECT PROFILES

Here are some types of people you may speak with during the Telefund:

The strong supporter.  This person is, for the most part, very generous, friendly, and communicative.  You’ll probably have little trouble securing a pledge and may easily upgrade the gift.  On the other hand, you may find yourself engaged in conversation long after business has been concluded.  You may need to find a tactful way to close the call.

The antagonist.  This person is annoyed at the campus for any number of reasons.  Sometimes your call is just coming at the wrong time.  Stay calm, pleasant, and relaxed.  Listen.  Try to soften the situation while presenting your script.  Remember, public relations are part of your job.

The undecided.  This person may want to give but isn’t sure how much. Some may wonder if your call is legitimate or a scam.  These folks want and need to be convinced.  Suggest a specific gift and address any concerns you can. Try not to record any maybes.  Remember that a firm pledge will be paid 90 percent of the time, while a “maybe” is only paid 10 percent of the time.  Once you find the right amount and the right motivation, you’ll get the pledge.  Don’t forget you can negotiate the amount of the gift, payment plan, and payment method.

Expecting the Unexpected…………..

Dealing with Objections

[image: image5.wmf]
For every reason not to give, there’s a more compelling reason to give. Here’s how to turn common alumni objections into stronger cases for support.

Although you should be prepared for almost any objection, a too-quick answer to a legitimate question may sound glib and annoy the prospect. Even if the reply is a good one, by giving in too quickly you minimize its validity.

The best way to prevent this is to cushion your reply by empathizing with prospects and acknowledging their concerns. 

Some examples:

 “Mr. Smith, I can see why you feel that way. You may not have realized that...”

“Yes, several of our alumni have raised that issue. But often they’ve not considered...”

“That’s certainly a reasonable position to take, and this isn’t the first time I’ve heard it. But you may be unaware that...”

Use phrases such as “I understand,” “It sounds like,” and “I can appreciate.”      The principle is to listen to what the prospects are saying and express your point in a non-argumentative manner. It’s often helpful to restate the objection to make sure you’ve understood it fully, then address it.

Be sure to respond to what the prospects are saying, not how they are saying it. React to the idea, not the personality. Whatever you do, don’t argue. Find a way for both sides to win.


If the prospects have a problem, understand it, but don’t feel sorry for them. Tell them you’ll pass along comments to the appropriate person-and then be sure to do so.


Objections strictly to the amount of the ask may be negotiated. You’ll find suggestions for how to address other objections in the following chart. 

 “I’m not interested.”                           

· “Have you visited VT?  If so, we’d like to know.”             

· “I understand if you’re not interested in making a contribution at this level tonight.  We still value your comments and suggestions for improving our university.  I’d also like to give you more information about what is going on at Virginia Tech and let you know why we’re calling, in case you’re interested in one of the current projects or able to help in the future.”
“I’m already giving!”

“I’ve already given Tech enough money!” or “You get my tax dollars. Why should I give?”

· “Actually, (name), state funds pay for just 40% of the overall cost per in-state student.   Student fees pay for just over 20% and the rest has to come from other sources -- like gifts from alumni, and parents like yourself.” 

 “I already gave!”

· “Thank you for your gift! Do you remember where you designated that gift?    Because you are a generous supporter of the university, we would like to ask you to participate again this year in support of another program.  Let me tell you a little more about this program.”
“We paid our dues to the alumni association./I give to my alumni chapter.”

· “That’s great!  We appreciate your alumni association dues and your support of alumni programming.  However, we have many additional needs that alumni dues can’t support, such as scholarships, financial aid, etc.  So would you be willing to pledge $---- to our program tonight?”  

“I’m also an alumnus of ____./I give to ____ and they need the money more than you do.”

· “I’m glad to hear you support these other worthwhile causes.  We certainly don’t want to take your support away from them.  But could you also include VT in your contributions this year?”
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 “I can’t afford it!”
“I can’t afford to give now because of (illness, birth, retirement, wedding, new house, etc.).”

Congratulate the person if it’s something good; empathize if it’s bad.
· “I understand what you mean.  I can see how you’d have other commitments and priorities right now, and how that would affect the way you think about giving to Virginia Tech this year.  The most important thing is to (get/stay) involved.  A gift of even $___ would have a great deal of impact and would (get/keep) you involved.  How does a gift at that level sound to you?”

·  “Every gift to the College Annual Fund is valued very highly.  We hope you will contribute this year, even if you’re not able to give as much as you’d like.  Can we count on you for a gift of $___?”
“I’m unemployed.”

· “I understand your situation.  Fundraising is only part of the reason for our call tonight.  I’d also like to update our records and tell you about the achievements of Virginia Tech in the past year.  If you would like assistance with your job search, Virginia Tech alumni are eligible to utilize Career Services here at the university. The services are free.   Most information is available on line at www.career.vt.edu. Career Services will also help you revise your resume and they offer career counseling in person or over the phone via appointment.“ 
“How dare you ask me for $___!”

· “I understand $___ is a significant gift.  Some alumni can consider a gift at that level, and we never really know unless we ask.  The most important thing is to find something you are comfortable with.  Now, I don’t want to assume too much, but how does a gift of $___ sound?”

“The amount I can give is so small it probably wouldn’t help you very much!”

· “Every contribution to Virginia Tech is important and very much appreciated.  Your pride in the university shows by the fact that you’re contributing, and that’s what helps keep our programs strong.  Gifts to Virginia Tech are an indicator of the quality of the university’s programs. Corporations and foundations look at the number of donors who give to Virginia Tech when they are deciding whether to make a substantial gift to the university.  Every gift is important and your gift does make a difference.”

“I’m still paying off my student loans.”

· “Many of our alumni received some financial assistance as students, so I completely understand.  However, we want to ensure that we can continue providing student financial aid, and alumni support is key.  Would you be willing to help other students have the same opportunities you’ve had with a gift tonight of $----?

“Leave Me Alone!”
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“The only time I hear from you is when you want money.” OR “If I give tonight, will I stop getting all those letters from your office?”

· “You may have received our Fund information in the mail along with other communications from your program or school.  I do appreciate your concern.  If you choose to make a pledge tonight, you shouldn’t receive any more College Annual Fund appeals until next year.  Would you be willing to make a pledge this evening of $___?”

“You’re wasting your time calling me because I will never, ever give.”

· “May I ask why? Are you unhappy with VT? If so, we’d like to know why? 

· “Well, thank you for being so frank and open.  I’m sorry we won’t be receiving your much- needed support, especially in these trying times for education, but I do thank you for your time.”
“I’m really mad at Virginia Tech because . . .”

· “I’m really sorry to hear that. I appreciate your honesty.   I’ll be glad to pass your comments on to the appropriate person here at Virginia Tech. I would like to update you on the College Annual Fund program so you can see the good things that Virginia Tech is doing.”

“I only attended VT for a short time./I never graduated.”

· “Even though you only attended for a short time, we still consider you an (alumnus/alumna) and hope your educational experience here was positive.  That’s why I’m calling you – to ask for a gift to support scholarships, research, and financial aid.  Would you please make a pledge of $----?”

Uncertainty Responses

U

 “I hate phone solicitations. /I don’t want to commit to anything over the phone.”

·  “A lot of Alumni prefer to give through the mail rather than the phone. In order to make you comfortable, I can mail a pledge card to you, and you can mail it back with a check. All I need to do is find a minimal amount you can commit to tonight and I’ll mail it to you tomorrow. If you want to increase your gift once you receive the pledge card that would be great. Would you consider a pledge of  $___?”

“I want to think it over.”

· “Certainly.  If you could commit to an amount that you feel comfortable with, we can send you a pledge packet, then if you decide to give more when the materials arrive, that would be great. May I record a $_______ pledge in your name?”

· “I can understand how you might need some more time to consider that gift.   But we have so many alumni to contact; this may be the only opportunity that I’ll have to speak with you about helping us out with a pledge this year.”

· “Perhaps I can count on you for a gift of $___ tonight, and when you receive the pledge card you are always welcome to increase that amount.”
“Just send me a form, I’ll send you something in the mail.”

· “That’s terrific. I really appreciate your interest in VT. If you could commit to an amount that you feel comfortable with, we can send you a pledge packet.  Your support is important, and we would really like to count it in tonight’s totals.”
“Send me more information.”

· “I will be happy to answer any questions you might have.  What would you like to know?  We’ve tried mailings in the past, but found that this approach is much more personal.  We’re seeking feedback that we can’t get from a letter.  Is there anything I might be able to help clear up for you?”  
“Call back in a few (weeks/months).”

· “I appreciate your desire to support Virginia Tech in the near future. Would you be able to pledge $___ and fulfill the pledge in 2 installments of $___?”  (Discuss whatever giving schedule or installment plan you offer.)
· Schedule a callback.

“I need to discuss this with my spouse (or other person).”
· “That’s perfectly understandable.  Let me suggest something.  What a lot of people are doing tonight is committing to something less than what they’re probably going to do overall.  I could put you down for, say, $___, and you can always increase it when you have a chance to talk it over.  The important thing is to get you involved tonight. We really want to get as many parents as possible to participate in this year’s campaign.”

· “That’s perfectly understandable. What would be a better time to call you back once you have discussed this with your spouse?” (set up a call back for the time requested by the prospect)
Objections because of other issues


“May I designate a gift to _ Department/program/ School?”

· “Yes, alumni may designate gifts to any specific area of interest--or more than one area.  Do you want the entire amount to go to ___.”  or 

· “Would you consider a portion of it to go for the College Annual Fund to support programs within your college?
If there’s something you can’t answer.

· “I’m not quite sure about the answer to your question.  I will ask someone with that information to get back with you.”

· Don’t try to address problems with guesses or bluffing, and try not to get involved in discussions or debates.  Express to the prospect that the complaint is a legitimate one, clarify any errors of fact you can identify, and communicate the complaint to the proper office.
· “I’d like to take a few minutes to update you on the latest developments at VT.   Have you heard about…
“Tuition is so high, how much more money can you need?”

· “Actually, tuition covers less than 40% of the cost of education at VT.  Many people don’t realize that alumni have always supported our programs, even when you were attending, to help with the cost of tuition.  Won’t you make a pledge of $---- to help today’s students?”

“The football/basketball team was awful this year.”

· “Well every athletic program has its ups and downs from year-to-year.  Athletic support is only one aspect of Annual Fund.  The Annual Fund also helps support scholarships, faculty salaries, and financial aid.  Would you give a gift of $----?”

Remember to SMILE. . .
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