Bellarmine University Phonathon 
Team Manual

Welcome to the Bellarmine Phonathon Team! 
The calls you will make help each and every student attending Bellarmine University. Student scholarships, faculty support, new classroom equipment, computers, software, library acquisitions, and many other areas are enhanced by the gifts generated by the Phonathon Team. 
You will enjoy your position with phonathon team. This is not just a part-time job to earn additional funds for you; it is a job that helps Bellarmine University as well. You will learn valuable skills as a team member that will serve you well in your future career. We offer opportunities for advancement for team members that exceed expectations as well as a wide range of experiences that will add to your dossier of professional talents. In any career you may choose, having the phonathon on your resume can open many doors. When you work for Bellarmine University Phonathon Team, you are working toward your future. 
Good luck, and welcome to the Team! 
What is the Bellarmine Annual Fund?

The Bellarmine Annual Fund is an opportunity for graduates to show their appreciation for an outstanding educational experience, for parents to express their commitment to the education of their sons and daughters, and for friends to convey their support for the university.  The Annual Fund is comprised of all current-use gifts to the university.  Each year these funds are spent in their entirety where needs and opportunities are the greatest.

By providing flexibility for innovation, the Annual Fund empowers Bellarmine’s leadership with the funds needed to ensure that Bellarmine remains a top-tier institution in an increasingly competitive academic environment.  The Annual Fund makes a daily difference in the lives of all students by making possible the special features that make the Bellarmine experience extraordinary and unique. Some specific examples include:

· Providing financial aid to undergraduate students  
· Attracting and retaining faculty in each department

· Creating new and innovative curricula 

· Acquiring new technologies to engage current students and attract prospective students

· Promoting student groups and activities that enhance campus life

Purchasing library materials and licensing fees for research databases

· TYPES OF SOLICITATIONS 
There are three main ways Bellarmine University seeks support (in the form of gifts and pledges) from alumni & friends of the university:
	Types of Gift Request
	Strengths
	Weaknesses



	1. Direct Mail
	Reaches the masses.

Least expensive.
	Impersonal.  Easy to throw away.  Lowest pledge/response rate.

	2. Phonathon
	More personal.  Allows us to learn and appeal to alumni special interest.  Alums can ask questions and we can provide answers.
	More costly than direct mail.  Less persuasive than face-to-face.

	3. Face-to-Face
	Most personal.  Most persuasive.
	Highest cost.

Most time consuming.


JUST WHERE DOES THE PHONATHON TEAM FIT IN? 
The Phonathon Team is a part of the Development and Alumni Relations Office and part of the Annual Giving Program. We serve as the largest fundraising and friendraising arm of the office, with primary responsibilities including acquisition of future donors and renewal of current and lapsed donors. The means for achieving these goals is found in the individuals who are chosen to be Phonathon Team Members.
We provide the special, human contact between Bellarmine University, its alumni, parents of students, and other friends. It is each team member’s responsibility to engage the interests of the prospects and work to secure their support for the university. As a team member you will be presenting a human voice for the university by reaching across the telephone lines to thousands of donors and potential donors each year. 

4 KEY VALUES OF TEAM MEMBERS
1. Enthusiasm 
As representatives of Bellarmine University and its programs, it is important that we be enthusiastic as we contact alumni, friends and donors. We should not only be enthusiastic in demeanor, but also in our desire to share the importance of private support. With the knowledge that, for most, we are the only contact the individual will have with Bellarmine University this year, we must share the excitement that is Bellarmine University. 
2. Honesty and Integrity 
As representatives of Bellarmine University and its programs, it is important that we are honest in all aspects of our jobs. All information team members learn about alumni and friends of the University should be treated with confidentiality. We should share information about the university only if factual, we must represent ourselves truthfully, and we must record the results of each conversation accurately. Our honesty impacts the integrity of Bellarmine University in many ways. It is important that you have integrity in all that you do. The reputation of the entire Phonathon rests with each and every team member. Thus, it is up to all of us to ensure that it remains solid by reporting any individuals who may not be following Phonathon rules and regulations (confidentiality is ensured.) 

3. Persistence with Friendliness 
As representatives of Bellarmine University and its programs, it is important that we are persistent and persuasive as we attempt to generate much-needed private support. We must make every effort to explain the reasons why our graduates should support Bellarmine University while understanding that some will be unable to do so. We must be persistent without being pushy, and give each individual we speak with an opportunity to find a way to help. It is extremely important that we are friendly to every graduate, friend, donor and any of their family members with whom we may speak. We should go out of our way to exude the friendliness and happiness that is associated with Bellarmine University in each and every call we make. 

4. Confidence 
As representatives of Bellarmine University and its programs, it is important that we are confident in our abilities. You were selected because we had confidence that you would excel. Now, as a team member, it is time for you to transfer that confidence into your phone calls. Each of us has a unique personality. It is that personality that will assist you in succeeding as a friendraiser and fundraiser for Bellarmine University. If you believe in the programs we call, so will alumni.
9 ESSENTIAL STEPS 
TO MAKING A GOOD CALL 
· ENTHUSIASM 
· REASONS 2 GIVE 
· THE LADDER – USE IT: IT WORKS! 
· INTRODUCING THE CALL 
· POSITIVE $$ ASKS 
· RAPPORT 
· DEAL WITH OBJECTIONS 
· TRANSITIONS 
· CLOSING/CONFIRMATION OF PLEDGE 
MAKING THE CASE FOR BELLARMINE UNIVERSITY
To make a great call, you must make the case for Bellarmine University. We build the case for support for the university in two ways: by developing rapport and asking for financial support. It is every team member’s job to do both things. When stating the reason for the call, be clear and concise. Don’t try to fool anyone into thinking you’re not asking for money; you are. To earn alumni/parent/friend support, you need to explain the universities needs and why you’re asking for their support for at this time. And of course it is also important to build rapport with the prospects. You are a fundraiser and friendraiser for Bellarmine! 
REASONS TO GIVE TO BELLARMINE UNIVERSITY 
Why do Bellarmine alumni and friends work together to support the university? There are many reasons. Some are related to philanthropy, the doing good for society. Others are program specific. Many give for both reasons. Knowing reasons people give and making them a part of your calls will help you strengthen the case you build for Bellarmine University. 
Philanthropic Reasons for Support
Doing Good Makes Sense

Doing Good Fits our Ethics
Doing Good is Good Business

Doing Good Feels Right

Doing Good in Return

Doing Good is a Family Tradition

These reasons may be too general for some people. It is your role as a team member to make these reasons as particular as necessary. Here are a few ways to make the case for Bellarmine University more specific: 
1. To help with the cost of education- Tuition only covers a portion of the cost to run our institution.  Alumni support helps to keep the cost low for students by providing scholarships, grants, and fellowships.  To continue providing a quality education that can be accessed by all students, these resources are critical.  They will also help ensure that Bellarmine maintains the standard of excellence that it is known for.   

2. To say thank you: Each year alumni tell us that they feel that they truly received a valuable education from Bellarmine.  One of the greatest ways of saying “thank you” for this special education is by making a gift back to your alma mater.  A gift will not only show your appreciation, but will insure that the future of Bellarmine will be as strong and even better in the years to come.
3. Bridging the Gap: Your support can help bridge the gap between tuition and what the university needs to in order to become one of the finest universities in the south.

4. Competition: Bellarmine is constantly competing with all university and colleges to attract the best undergrad and graduate students and recruit professors and researchers.  To be able to continue to do so, we must be able to provide the best facilities, give outstanding student and professor awards, and keep up the ever-changing world of technology.

5. Investment in your degree: Please consider a gift as also an investment back in your own degree.  Your gift will be used to elevate the national recognition of our school by attracting the finest students, staff, and faculty in the nation.  As we grow in national rankings and gain great attention in publications, so does the notoriety of your degree.

6. Tradition:  There is a long-standing tradition of alumni and parents supporting Bellarmine University.  To ensure that we maintain that standard of excellence, we need alumni and parents to carry on that tradition.

7. Margin of Excellence: Outside support is often the difference between a good school and a great one.

Areas that Annual Giving will Support

· Student financial aid

· Trips and other on-site learning opportunities

· Student/faculty collaborative research efforts

· Laboratory equipment and computers

· Campus enhancements

· Attracting renown faculty

· Providing students an opportunity to study abroad
INTRODUCING THE CALL 

Your introduction to a call is the first thing a prospect will hear when he or she answers the phone. In addition to being able to make a great first impression, the introduction helps set the pace for the remainder of your phone call. The basic introduction includes THREE things: 

Ask to speak with the prospect

Contact Info--Your name

What you’re calling about

Most calls you will make are similar in their support for Bellarmine academic programs and your introduction can be similar as well. Below is a sample introduction you might use in your calls: 

“Hello, Mr./Mrs./Dr. (their full name), my name is (your name) and I’m a (your class year) at Bellarmine University. I’m with a group of students calling tonight on behalf of the university. I’m calling for a couple of reasons tonight. First I want to make sure we still have your current address for our records. Are you still at (their address)? Great. How are you doing tonight?” 

“One of the other reasons I’m calling tonight is to gather feedback from graduates about their experience at Bellarmine and also to let you know what’s going on at the university this year. In turn, we hope to improve upon existing programs and target areas that may need attention.” 

“Mr./Mrs./Dr. (their last name), as I’m sure you’re aware, alumni support provides student scholarships and fellowships, computers, software and instruments, faculty support and other items that help Bellarmine maintain its reputation as one of the best private universities in the region.” 

“Fortunately, some alumni have been able to help out is with a leadership gift of $500. It can be made payable in two installments of $250 each and the first installment isn’t due for a month. I’d love it if you were the next person to help Bellarmine University with such a prestigious gift!” 

HELLO?

The first 5-10 seconds of a conversation will generally determine if a prospect will listen or hang up on you. As a result, you need to make a good first impression. Following are a few ideas and strategies to help. 

• Enthusiasm Put a smile on your face and a smile in your voice. It makes all the difference in the world! A prospect can hear your attitude. If you sound happy and excited about your job, Bellarmine University, and the call you are making, chances are the prospect will feel the same. Enthusiasm is contagious! So is negativity. No one wants to work in a negative environment. If you aren’t adding to the enthusiasm in the room, you are detracting from it. There is no in-between. 

• Inflection Don’t let your voice be monotone. The prospects will start yawning (or hanging-up) if your voice doesn’t have any inflection in it. Imagine having a book read to you in the same flat voice without inflection--pretty boring, isn’t it? Try to keep a good pace; pause at the right spots; keep your pitch clear! Remember, project your voice like a Fundraiser, not a Telemarketer. 

• Credibility Everything you do in the phone call affects your credibility. Speak clearly. Try not to say, “uh” or “um.” Avoid using slang. 

• Personal Introduction You’re not only introducing the program, you’re introducing yourself! Give the prospect your name and tell them who you are. Example: “I’m John and I’m a junior at Bellarmine University.” By giving this information, you establish yourself as an individual who has a good reason to be making this call. 

• Respect You are calling somebody you don’t know. Don’t call the prospect by their first name unless they ask you to. When calling, ask for Mr. John Smith at first and then refer to the prospect as Mr. Smith. Using their name throughout the call will help them know you’re treating them as an individual, not just another phone call. 

RAPPORT 
Rapport is essential to being both a “fundraiser” and a “friendraiser.” Bellarmine alumni and friends should know that we don’t just call for money. We also call to learn about their experiences at BU and what they have done since leaving campus. We want to make a friend, even if that friend can’t support us this year. 

Rapport is a two-way street. It is a conversation, not a “survey” of several questions by us with quick answers on their part. Plan to spend time on one or two topics, learning from the prospect, rather than asking as many questions as possible. 

Open-ended questions: Developing rapport works best when you ask a general question such as “What did you like best about Bellarmine?” That question will help start a conversation that can lead to many things. Prospect might remember their classes, roommates, a special professor, campus landmark, or even a great party they attended. Whatever they are interested in is a resource for you to begin to build a conversation and a relationship. By asking open-ended questions you will not only bring out positive feelings about the university, you will also help accomplish your goal of being a “friendraiser.” 

Close-ended questions: Questions you do not want to ask are “Did you like Bellarmine?” or “Did you use your degree?” These are closed-ended questions that don’t invite conversation. They often result in simple “yes” or “no” answers. And if you get a “no” answer, you actually lose ground in your attempt to make a new friend (or renew an old one) for BU. Questions like “How are you using your degree?” are more likely to elicit positive answers. Remember, even when graduates pursue careers outside their degree area, they still benefit from the experiences they had when they attended Bellarmine. 

The best rapport will come from listening to the prospects and building conversations around their interests, but if you need to jump-start a conversation: 

• “What did you like best about Bellarmine University?” 

• “Would you recommend your profession to current students?” 

• “What extracurricular activities were you a part of while you were here at BU?” 

• “What are your fondest memories of Bellarmine University?” 

Ask a question, then take the response and use it to Bellarmine’s advantage. Listening skills are paramount. You can’t expect someone to hear you if you aren’t paying attention to his/her thoughts. Listen actively; respond empathetically. As you grow skilled in building rapport you’ll be better able to keep a prospect’s interest, and the skills you develop will give you more time and opportunity to earn a pledge for Bellarmine University. 

Rapport Building Tips:

Rapport building is relationship building.  It’s important because it brings the prospect into the call on a personal level.  It also gives the team member time to get to know the prospect. 

Voice tone makes an impression.  When you speak to someone in person, body language can communicate as much or more than the actual words that are being said.  When you speak with someone over the phone, voice tone can communicate as much or more than the actual words that are being used.  Make sure that your voice tone communicates that you are sincerely interested in what the prospect is saying.  Ask questions as if you care…your success is dependent on it!!

Listen.  The only way you can really communicate with someone is to hear what he or she is saying.  Do not just wait for your turn to talk…actively listen.

Leave rapport on a positive note.  Make sure that you are on a positive note before moving into the ask.

Dealing with a negative rapport.  Let the person vent a little.  Many times this can be therapeutic for the prospect.  Tell them you will pass the information on if it is appropriate.  Lead the conversation towards a positive note.  Remember that this type of prospect is not an indication of a refusal.  Often a pledge is how a prospect will show their gratitude for your listening.

Smile when you talk!  People can actually hear a smile over the phone.  It may seem strange, but you are likely to catch yourself smiling during your best conversations.  Make this a habit during every call.

Use names!  Always use the prospect’s name several times during the call.  This personalizes your contact and helps to keep the prospect focused on the conversation.

Strike a balance of conversation.  Both you and the prospect should share time speaking in rapport.  The prospect should feel comfortable with you, so you should be sharing a little bit about yourself in each call.  If they don’t know you, they won’t have an obligation to listen to you later in the call.

Let them know you are listening!  Respond specifically to what a prospect is saying.  When a prospect answers, bring the comment back to yourself or the university.  If you respond with a “great,” “interesting,” over and over, guess what?  You will get the same interest level in return.  People match communication!

Rapport Building Possibilities:

Alumni

· Why did you choose to attend Bellarmine?

· How would you say that Bellarmine most critically impacted your life or career?

· What is your fondest memory of Bellarmine?

· Did you have a favorite professor or class? 

· Are there any classes that you could recommend to me?  

· When was the last time that you came back? What did you do while you were back?

· Were you involved in any clubs or extracurricular activities?

· Do you still follow any Knight athletics? If interested let them know they can follow on the web.

· Do you still keep in touch with many of your friends from Bellarmine? Have you all made it back for a class reunion recently?

· Did you receive any scholarships while you were in college?

· Would you say that Bellarmine helped you prepare for your current job?  How?

· What exactly do you do in your position?

· Are you currently receiving any newsletters or magazines from Bellarmine?

· Are there any questions that you have for me tonight?

· Others?

Parents

· When is the last time that you were on campus?  What did you do?

· Why did your son/daughter decide to attend Bellarmine?

· What is you student’s major?

· Do they have a favorite class or professor?

· Is your student involved in any clubs or extracurricular activities?

· Do you follow Knight Athletics?—if interested let them know that they can follow Bellarmine athletics on the web. 

· What would your son/daughter like to do after college?
· Are there any questions that you have for me tonight?
· Others?
TRANSITIONAL PHRASES

While it might be nice to spend all of our time just being a friendraiser (it is the easiest part of the job), we do need to remember to be a fundraiser as well. Often, after building rapport, you may find it difficult to work your way back to ask for a pledge. A transition is how you get from the rapport part of your phone call to the positive dollar ask. The transition between rapport and the next ask can be the most difficult part of the call to master. 

Rapport will help make a friend, and it can also be a valuable tool in the fundraising aspect of your job. Positive feelings about the University will lead to pledges. The transition helps us make the most of these feelings and convert them to a gift. 

The transition helps reinforce the need for support while reminding the prospect of the “warm fuzzy” feeling they get when talking about Bellarmine University. 

Let’s say you are discussing the answer to “What did you like best about BU?” You could be talking about a class, their residence hall, or an extracurricular activity. In any of these situations, you might say, “It sounds like you had a great experience at BU! We’re calling tonight to ensure that other students receive the same opportunities you had while you were in school! Let me share something I think you can do....” See how easy that was! 

Transitional phrases are important since they help to smooth the transition from rapport to ask.  When combined with reasons to give, they can be helpful in showing the prospect that their support is needed.  You should use at least one transitional phrase and one reason for the prospect to make a gift between each ask.  Common transitional phrases are:
· I see your concern, however…

· We don’t expect large gifts from everyone…

· I can relate to your situation.  You may not be aware…

· I realize that $X is a lot of money, however if we don’t ask for gifts of this size we would never receive them…

· One last point I would like to mention…

· However…

· As you may know…

Following are examples of transitional phrases you can use: 

• 
“It sounds like you had a great experience at BU! As we continue to face budget issues, it’s more important than ever before to generate support so that others can have a wonderful experience and receive a top-notch education just like you. Let me share something I think you can do...” 

• 
“You sound like you’re really happy with the education you received here at BU! I know our students today feel the same way, and a big reason for that is the support we receive from alumni like you! We’d like to make sure each student receives the best educational experience possible, and to do that we need your help. Something you might be more comfortable with is a gift of...” 

• 
“It sounds like you’re really using your degree! One of the reasons we call BU alumni is to raise support for the best equipment and resources for today’s students. Then when they venture into the real world, they’ll be prepared and able to use their degree. Many people I’ve spoken with have felt comfortable with a gift of...” 

Write two examples of transitional phrases you might use.

1._______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________ _____________________________________________________________
2._________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

POSITIVE $$ ASKS

Asking for a pledge is important, but it is the way you ask that makes the difference. You need to bring enthusiasm about Bellarmine into your pledge asks and believe the prospect can make a pledge. If you don’t sound like you believe in the program or the ability of the prospect to pledge, you won’t get the pledge. If you are excited about the program and believe the person you are speaking with will make a pledge, they will. 

Examples of WHAT NOT TO DO: 

“Gosh, I hate to ask, but can I have $1000?” 

“Our first gift level is $500, but nobody gives that so I’ll just get right on to the next gift level, which is still an outrageous level of $250....” 

“They make me ask for $100 but geez, I know that’s too much money for you to even consider.” 

Following are some ideas YOU SHOULD USE for positive $$ asks: 

• 
The first gift I want to mention is our most prestigious gift of $500 which could help provide a scholarship for a deserving student.  It would be terrific if you would be the next donor to pledge such a generous amount. 

• 
Many others have been able to give a leadership gift of $250 which would go a long way in ensuring Bellarmine is able to offer the same opportunities that you mentioned you enjoyed while on campus to current students like myself. I’d love to put you down for that. 

• 
Our most popular pledge for this program has been $100 which goes a long way in helping out current students like myself.  It would be just great if I can put you down for that. 

• 
I want to include you, (prospect name), in our efforts because participation is the most important aspect of our program. If every single person can do just $50 we’ll be able to meet, and even exceed our goals. Do you think you can tackle $50 this year? 

THE LADDER

Clearly, an important part of every phone call is asking for support. We don’t know what each person we call is capable of giving, so we start with an amount that may be more than many prospects wish to give and we work from there. This practice is called a “negotiated ask.” 

For all programs we make several asks for a gift. We call our approach to asking for various gift amounts the “Ladder.” By asking in graduated amounts, our dollar asks symbolize the steps of a ladder, from the top to the bottom. 

You are required to ask for each of the amounts in every call. 
Some team members ask “Why?” 

     We really don’t know what the prospect is capable of giving. We receive gifts from teachers and social workers that give $1,000 and doctors who give $50. Retired prospects give large gifts quite often, and unemployed alumni often make a pledge as well. If we don’t ask, we’ll never know if they can give, and we will have deprived them of the right to give to BU (or say “no”). 

      By starting with a significant ask, we set the prospect’s sights a little higher. When you think about it, $500 really isn’t that much money. By asking for a gift of that size, we let the prospect know that we respect their ability to give and that we’d like their generous support when we call. Additionally, large ask levels are an indication of Bellarmine’s need for support from alumni.

      Often, people will say no to the first ask regardless of the size. It’s natural to say no. After asking for the first amount, building some rapport and giving reasons to give, the next ask seems much more reasonable. By starting with a larger gift, we have a much better chance of getting the second or third giving amounts. 

It works. You will speak with people that you are positive will not make a gift at any amount. You don’t think they can give $5, much less $500. Instead of giving up, you’re required to ask for all the amounts. Much to your surprise, you’ll find yourself getting to $50 and the prospect says, “Sure!”  By using the ladder, we get more pledges and larger pledges than we ever would if we just asked, “Can you give something?”
The 7 Deadly Sins
(Violations of the Ladder)
Wimping - Hanging up after 1st ask. No persistence! 

Mutual Wimping - Dead silence / no response to an objection. Know your objection responses. 

Skipping - Not asking all the levels on the ladder. 

No Ladder – Failing to ask for any support. 

Grouping - Asking all the levels in one fell swoop. 

Below Ladder - Continuing to ask after the lowest level on the ladder. 

Open Ask or No Ask - General plea for a donation instead of using the giving levels. 

We have a ladder and ask you to use it because it works. Experience has taught us that some team members are tempted to violate the ladder. Using the ladder ask levels is part of your job. Continued failure to do so may result in termination.

How Bellarmine Uses the Money

· Wherever the need is greatest

· Inviting prominent individuals to campus to speak

· Building maintenance and improvements

· Emergency funds for students and faculty

· Faculty retention

· Library books and services

· Curriculum improvements

· Scholarships

· Room and board

· Books and supplies

· Internship opportunities 

· New field studies program

· Freshman orientation events

· Research projects

· Distinguished teaching awards

· Compute labs

· Student-produced publications

· Campus Safety

· Student Programming
· Study Abroad
· Career Counseling

· Athletics

· Residential Life Programming

· Software and Technology

· Graduate research projects
· Campus Ministry

And much, much more!!!  Every time you ask for money, make sure you give a reason to give!
DEALING WITH OBJECTIONS

People say no for a reason. That reason could be that they don’t have the money, they have kids in school, they’re retired, etc. We know they’ll say no. We also know that people who say “no” several times can eventually be persuaded to say “yes.” We just need to be prepared for the “no” and be able to deal with the objection. 

The most important thing you can do to deal with an objection is listening. If you don’t listen to the prospect, you’ll never know what the objection is. “Not interested” isn’t really an objection--it’s the first thing they say, but it’s not the real reason they’re saying they won’t support this program. We need to find out why they aren’t interested. How do we do that? ASK! 

NOTE: When you ask why they aren’t interested, you must be polite. Not interested normally means they are not interested at that level.  Your job is to find a way to get them interested through building more rapport, giving them strong reasons to give, and offering them other options on the ladder.
Here is an easy way to remember how to deal with an objection: 

REFLECT: 
This is when you talk about the objection. If they’re retired, ask about retirement. If they have kids in school, where are they going and what are they studying? If they’re unemployed, what type of work are they looking for? Empathy or sympathy, “I understand…”
DEFLECT: 

This is when you let them know they aren’t alone. We talk to 

unemployed people all the time that still want to help! Kids in school? Remember the Parents Fund (one of our successful programs). Everyone has kids in school with that program! Then give them a R2G (reason to give) 

POSITIVE $ ASK: 
Remember that you’re required to continue asking until you’ve completed the ladder. Ask with a smile, believe they can give, and they will!
Persistence Tip Sheet

Definition of Persistence:  The ability to keep the conversation moving successfully when the prospect has begun to indicate disinterest.  The goal is to complete the call without angering the prospect; this is done by listening to the team member and being friendly.
Persistence vs. Being a Pest: Being pushy is not listening to what the person is saying and trying to “force the conversation”.  Persistence is responding to what the prospect is saying by addressing concerns the prospect brings up and then moving the conversation forward in a positive direction.

Options in Persistence:  Giving the prospect options during the conversation (whether you are talking about optional gift levels, optional topics to cover during rapport, or optional reasons to give), you are helping them feel in control of the conversation.  In reality, since you are the one providing the options, it is always a winning conversation for you.

Humor in Persistence:  Sometimes it is appropriate to use humor to keep a conversation alive.  Occasionally, a prospect may indicate that you are marketing too strongly, and you may be able to turn that into a humorous situation.  

Empathy Helps Persistence:  During the call the prospect may indicate a variety of challenges to the idea of giving.  As a team member, you want to empathize with where they are coming from.  Take a moment to be human.  After that, you may find they are much more open to talking with you about the importance of giving to the campus.

Revisiting Rapport Aids Persistence:  There are times when it can be helpful to go back to something you learned about the prospects interest during the course the conversation.  By re-visiting this topic, you can keep the call alive and the prospect interested in speaking with you.  Then you can gently lead the call back into the ask.  The important thing here is not to go entirely back to rapport and keep your focus on the ask.  

Importance of Enthusiasm in Being Persistent:  Most prospects are not “waiting” for your call.  Therefore, if you can make their day by being enthusiastic and causing them to feel enthusiastic, you will be able to persist and ask at all of the various gift levels.  

Tone of Voice in Persisting:  Tone is key, in that you have to set an expectation that the prospect should listen to you long enough to hear your presentation.  In fact, speaking at an even pace, and not overly hurried, can actually help the prospect know that you respect yourself, and they usually will then show you the courtesy of listening.  Make sure to listen to their tone of voice as well to understand them.

Active Listening in Persistence:  In order to respond appropriately to the prospect, you must understand what you are responding to.  Therefore, listening to the prospect is absolutely key.

Know What to Ignore:  Sometimes a prospect will indicate their disinterest under their breath or in a passing comment.  True genius is knowing when you can ignore a comment in order to keep the call moving in a healthy direction.

Don’t Take Things Personally.  Let the challenges flow and know you are hired to resolve the problems related to giving.  This is why you are here!

Belief Level.  Finally, in order to show true persistence, your own belief level in the importance of raising private funding for Bellarmine is key.  You must know in your own mind that the quality of education at Bellarmine is dependent upon the support of alumni, parents, and community members.
Here are some common objections and how to deal with them:

1.  “Just send me something.  I don’t do business over the phone”

A.  Great.  I am glad you are interested in supporting your alma mater.  I am your best source of information if you have a specific question about the fund.  Do you have any questions I could answer tonight?  We have just found that is more personable and cost effective to do things over the phone.  Let me do reassure you though (TITLE LAST NAME), tonight we only want to find an amount that you would feel comfortable with and then the rest is done through the mail.

B.  That’s somewhat common.  Some of our alumni and friends like to do business through the mail, and, in fact, after you have decided how much support you would like to offer to Bellarmine, you have the option of doing everything else through the mail.  It is really important, though, that you specify an amount tonight because we report our results to the administration daily so that funds can be allocated immediately.

2.  “I have children in school right now, and cannot afford to give”

That’s understandable.  It seems like tuition goes up a bit each year and my parents (and I) have to budget a little more carefully each year in order to pay my bills.  Luckily the fact that Bellarmine alumni, parents and friends are helping out with their gifts, it assists in keeping our tuition rates reasonable.  That is why alumni support is so critical. (Return to script at next level).

3.  “I need to talk it over with my spouse”

I know that is a large gift, and you may not want to make such a decision without your spouse’s input.  It would be wonderful if we could find a level that you are sure you and your spouse would be comfortable with, and then if you decide you are able, feel free to increase the amount upon receiving your pledge card.  Because we begin allocating funds immediately, and have so many other phone calls to make, it is important that we get your commitment over the phone this evening. (Return to script at the next level).
4.  “I have a degree from another school, and only support them”

It seems like more and more people are going on to get professional or graduate degrees after they receive their undergraduate degrees.  It’s great that you have the opportunity to do that, and I am sure that the Bellarmine played an important role in preparing you for that advanced degree.  Because I know how important alumni funding is to every university, I don’t want you to give to Bellarmine instead of ______, but I would like for you to consider helping us as well.  Let me tell you why your support is so critical (Return to script at the next level).

5. “I am planning to go back to school. I cannot give right now”

I think that it is great that you are going to further your education.  Where are you going?  Great, I am sure that your undergraduate degree from Bellarmine did a great job in preparing you for graduate school.  We have very strong programs and a great reputation, but if it were not for outside support from alumni like you, we might not have these great things going for us.  That is why your support tonight is so important (Return to script at the next level).

6.  “I don’t use my degree from the college anymore because I am working in a different field”

I understand.  In fact, more than half of all college graduates go into professions outside of their field of study.  I am sure, however, that you are using at least some parts of your degree from Bellarmine or some of those things you learned outside the classroom.  Please consider making a gift to the Bellarmine tonight as we are hoping to continue to improve your alma mater in order to maintain the value of a Bellarmine degree. Let me explain how your support could assist us (Return to script at the next level).

7.  “This just isn’t a good time for me.  Try back next year”

I understand your reluctance to give that much.  I just want you to know there are much more modest levels that our alumni and parents have found to be more affordable.  There are many reasons to get involved this year with the Bellarmine Annual Fund, let me share just a few (Return to script at the next level).

8.  “I am retired and on fixed income”

As a student I understand the importance of maintaining a tight budget.  One thing a lot of our retired alumni are doing is making a smaller gift to make the gift more manageable, while still providing support to the next generation of Bellarmine students.  Your gift would really help out, and here is why (Give some reasons to give).

9.  “I am unemployed”

First ask if they are currently looking.  How many people do you know that are unemployed, but not looking for a job (stay at home parents are a great example).  Being unemployed does not necessarily mean the alum is doing without.

**Do NOT dwell on the fact they are unemployed**
I’m sorry to hear that.  I am sure, however, that with your Bellarmine degree you’ll find something soon. You can log on to the university website to read about the university’s career services. I have spoken with other alumni who are in your situation, and they have decided to get involved with more modest gifts to the college.  Let me tell you about those more modest levels of support. (Return to script at the next level).

10.  “I just graduated and am still paying student loans”

That’s understandable.  I am going to be paying off loans for a while after I graduate as well.  The great thing about this program is that it can help keep tuition costs down, so that our students don’t have to pay back as much when they graduate.  How much was your tuition when you were a student at Bellarmine?  Tuition does not cover the entire cost of running the university; much of this is covered by outside support.  Just think how much more you would have to pay back if alumni and friends did not support to the college.  With this in mind, let me tell you about our more modest levels and some payment options we have (Return to script at the next level).

11.  “I only hear from Bellarmine when they want money, so I am not interested”

(Ask if they receive the alumni magazine)
I understand, but I just want you to know that one of our main goals in calling you tonight is to get our records updated and let you know all about the great things happening on campus.  It would not be possible for us to have all of these great Bellarmine programs without alumni support.  Therefore, we do combine a chance to let you know about campus events and changes along with getting you involved with Bellarmine.

12.  “I was never happy at Bellarmine and have never returned to campus”

That’s too bad.  I have really enjoyed my time here a Bellarmine.  I am sure you have at least a few good memories from your days here, such as the friends you made or maybe a great professor.  Also, if there are specific reasons you are unhappy with the university, by making a gift tonight, you can begin a process to help change those things for future students.

13.  “I had to work my way through school without any help from others, I am not going to help anyone else now”

I completely understand.  I am working with this program to pay my way through school.  Thankfully, these funds I raise here have helped to keep tuition down by providing the university with much needed operating funds as well as scholarship funds.  You may not be aware of the fact that alumni support assisted even when you were a student here.  As hard as you had to work to pay your bills, imagine how much higher your tuition would have been without alumni support.  That is why alumni support is so critical.  (Return script and start at next level).

14.  “I give to other charities that are more important than the university”

It is great that you are a supporter of important organizations and programs.  We would never ask that you give to Bellarmine instead of those projects.  We only hope that you would consider making our college part of your charitable giving this year, even at a more modest level.  And, let me tell you why your gift is so critical (Give reasons to give).

15.  “Just bought a house”

Congratulations.  I am sure you are very happy with the new home. In fact, Bellarmine is also adding on to their home, currently (give building updates and then move to your next level in your script ).

16.  “Just had a baby”

Congratulations.  Someday maybe she/he can become a Knight also.  Our family here at the college is always growing.  Let me tell you what some of our alumni in similar situations to yours are doing.  They are supporting us at more modest levels. (Return to script at the next level).

17. “You are not supposed to be calling me; I signed up for the Do Not 

Call Registry?”

Sorry for the confusion; you may not know but all non-profit organizations are exempt from this new piece of legislation.  However, because we are calling from the university and we are a non-profit organization, you can be assured that any information that you share will be kept confidential.  Additionally if you were interested in investing in your alma mater, 100% of your gift would be allocated to the area of your choice here a Bellarmine.  

(If they persist that they do not want to be called or reached via phone by Bellarmine, state that you can simply add them to our own “do not call” list.  Simply then thank them for their time and terminate the call.  Proceed with documenting this information on your call sheet.)

18. Bellarmine already has too much money and a large Endowment.

Actually, the endowment only pays less than 1% of the University’s operating costs.  All of the other money that we generate is typically already allocated or designated for a specific use.  The Annual Fund however, provides much needed extra support elevating our school to one of the finest in the line.  I suppose you could say that the support from alumni like you provides the “margin of excellence”.

19. If prospect is deceased:

Please carefully verify that you and the person you are speaking with are referring to the same person. Parents and children in the same household often share the same name, so please confirm that it is indeed the correct BU alum who is deceased. 

I am very sorry to hear that _____ passed away.  Please allow me to express my condolences. 

We will notify our records department and his/her name will be removed from our active mailing and phone lists.  I will also submit this information for publication in Bellarmine, the alumni magazine.

I regret any inconvenience our call may have caused. Thank you for taking the time to provide this information.   

MATCHING GIFTS 
Thousands of companies offer matching gift programs as a benefit to their employees. These programs allow an employee to make a contribution to a charitable cause and the company will match it 1:1, 2:1, or even 3:1

Matching gifts are important because it allows a donor to make a contribution and, with little effort, double or triple the impact of their gift. Every time a pledge is made, it is important to ask about a matching gift program. 

In the confirmation you will ask the question, “Do you—or does anyone in your household—work for (or are retired from) a company that has a matching gift program?” This phrasing is important because some companies will match gifts even if the donor has retired, and others match for the spouse as well. Just because you are calling an individual that works for a company without a matching gift program does not mean his spouse's employer might not match his gift. 

In order to complete the match, the donor should ask the human resources contact within their company for the necessary form(s). Each company handles this differently, and their human resources contact will be able to provide the details. We do not send any forms for matching gifts. 

If a prospect is not aware of his or her company’s policy, indicate “no” on your screen but ask that the prospect look into this at their company. It’s possible that they have a program that isn’t well publicized. 

CREDIT CARDS 
Another important aspect of the pledge process here at the phonathon is encouraging the alumni to give their pledge on a credit card, which turns their support from a pledge to an actual gift!! This helps the university immensely by automatically securing the fulfillment of the gift. Other benefits of credit card pledges are that they save Bellarmine time and money, and it enables the alumni to put their gift into action immediately!

When you receive a gift on a credit card you are responsible for filling out a credit card pledge form, which will allow us to process the alumni’s gift. After the pledge is processed we shred all Credit, nothing is kept on file. This helps to guarantee and preserve the security and integrity of the process. 

When the alumni make a gift on their credit card they will receive a confirmation card in the mail so that they can keep a record of their gift. This can be used as a receipt for any tax deduction they wish to receive. Many alumni who only wish to pledge by mail will feel more at ease when they realize that they will still receive an official documentation of there gift to Bellarmine University. 

You receive a dollar for every credit card pledge you receive. This is an opportunity for you to earn extra money just for doing your job. We project that a minimum of 30% of your pledges should be CC gifts. Don’t miss out on the extra cash by forgetting one simple step of the pledge process. You will receive additional training and sample Credit Card Asks in the Mock Call and Computer Training sections. 

CONCLUDING THE CALL 
Regardless of whether or not you’ve received a pledge, the end of your call should be just as positive as the beginning. Remember, this person will be called again next year and the impression he/she has will impact his/her future decisions to support Bellarmine University. 

If you didn’t get a pledge, don’t worry. If you have been a “friendraiser” and asked for each of the pledge amounts, you’ve done your job. It should be your hope that the prospect hangs up the phone thinking, “Somebody really nice just called from Bellarmine University and it wasn’t like those telemarketing calls I get. Maybe next year I’ll put some money aside to help Bellarmine!” If you’ve left that kind of positive feeling, you’ve done a great job. 

In either a pledge or a refusal situation, it’s important to remember to: 

• Keep your enthusiasm level high. 

• Thank the donor for his or her time. 

• Check both the prospect’s home and business addresses and update any changes. 

• End the call with enthusiasm, and if they didn’t pledge, ask them to keep us in mind for the future! 

If you got a pledge, you need to read the confirmation page exactly as it appears on the script. The confirmation is extremely important, as it accomplishes the following: 

• Thank the donor several times. “Thank you both (if married) for your very generous gift of …!” You can never be too grateful for a pledge. 

• Updates all address information, both home and business. 

• Asks the donor if they or their spouse works for, or is retired from, a company that matches gifts. 

• Repeats the amount and designation of the gift several times. This helps eliminate any misunderstandings before a pledge card is mailed. Repetition also increases our fulfillment. 

• Will that be on a Visa or MasterCard? 
• Confirmation/Pledge Cards are sent out the business day following session. 

• Series of reminders 30, 60, 90, and 120 days. 

By reading the confirmation every time you get a pledge, you’ll be sure never to miss a step in this process. 

PLEDGE SCRIPT

1.“Great, Thank You So Much For That Great Gift Of $(amount)! 
2. First CC Ask “In order to process that tonight and put your gift into use immediately all I need is to get your credit card information, which card do you want to use?” 
Donor: “Can I Just Send A Check” (or if they seem hesitant to give CC info) 
3. 2nd CC Ask “The reason that most of our alumni use their credit cards is that we found that using a credit card saves money and time for our donors and for Bellarmine University. Your gift will be placed to use immediately. We will send you a confirmation card, which will give you a record for your income tax purposes, and of course the folks at (VISA/MasterCard) will do their part.  Now, will you be helping us this year by making your gift today on a credit card? 
If the donor still won’t commit to a Credit Card Pledge 
“No Problem we can send that Card out to you in the mail.” 
4. Matching Gift “Is there anyone in your household that works for, or is retired from a company that matches gifts?” (Yes, No) 
2nd Confirmation 
5.“ I just need to make one final check to be sure I have everything correct.” 

“That’s a great gift of (amount).” 
6. If Pledge is on CC 
“We’ll be sending you a confirmation card in the mail for your records.” 
If the pledge is not on CC 
“You will receive that pledge card in a few days and it will be due back in a month. 

7.“Thank You So Much Again For Your Support, Have A Wonderful Evening!” 
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