Using the Telephone in Fundraising and Marketing
By Staffan Wennberg, Chairman of WTA

The telephone is a very powerful tool. It can be used with great success – and it can be very destructive. 

Here are some ideas and rules how to use it successfully.

First there are various rules, different for each country and market, that you have to be aware of and follow. Because of overuse in some countries you even have to get prior permission to call. And some have lists where people have registered that they do not wish any call. It should be quite easy to find out your local rules. 

In general you can always call those you have a business relationship with of some kind – members, previous members, donors, previous donors, customers. There may be a limit to how recent the last contact or purchase should have been – if your are within a two year limit of your last transaction you are usually OK.

Cold calls and lists. List brokers will know of lists you might be able to use for cold calls. Best of course those where you might be able to do some kind of exchange and where there is a synergy between the company or organizations customers or members and yours – a pension fund, business magazine might work. Again here you build on the other party’s reputation. In general though, use your own addresses as far as possible in your telephoning – and you may decide never to give others access to these. 

So, let us assume that you are calling to past donors or members. Here you are on safe ground, but you should even so structure your talk well and know who you are calling and why.

Here some general suggestions:

Who should you call? – Active members or recent donors for fund raising, of course. And previous members and donors. Thanking and up-dating them would be important if they have donated recently. You could also call persons you know have a close interest to yours. This would have to be evaluated step by step.

Who should call? – Telephone calling is not for everyone. A more mature person is generally better than a young person. Someone familiar with your organization better that an outside agency. It may be enough with one person calling – or you may have a larger team. For a larger team you might want a manager or supervisor to feed addresses or as back up. 

What result should you expect? – With a general approach to get members you might get one in 8 or 10 calls. Some effective telemarketing sales persons know this and thus have very short calls and move on to the next one. The system can use a lot of addresses so be sure addresses are not just rushed through.

How to structure the call? 

Everyone using tele marketing knows that a manuscript is important. It should be quite detailed especially in the beginning. Well thought through and with good arguments. Get advice also from someone with experience in this.

Step by step approach: Here are the steps you should use in the script and in your approach:

1) Introduce yourself. Full name, including last name. Adding the last name is polite and starts off with a good note. It is surprising how few who do this and just say their first name plus the organizations name!

2) Mention the organization and why you are calling – I am calling to follow up you gift last year and tell you how we have worked on this issue and what we are working on now… 

3) Establish a contact. Say you want feedback or advice. Or that the chairman wanted you to call and inform previous donors of the success you have had…

4) Go to the current issue or that you want to expand and reach more people or what you best issue is. For us for a long time it was the high real estate tax with home owners. It might be the gasoline tax or fear of increase in specific taxes. Fear is a good motivator.

5) Then what you feel you might be able to achieve if you have the resources. Newspaper ads, petitions, a special web page or a number of things.

6) Offer the person to participate, to be part of what you do. Ask him or her if she feels the issues are important or if he has ideas or advice, perhaps… 

7) Ask if you may put him down for a contribution or to re-join as member (this could be a “trial close”, that is an early and soft attempt… with a good contact a trial close could be made even earlier)

8) If the response is weak or questions about what else you do or about other issues – try to stay on the main issue that you can command – if you get into to many details on special things – the nice magazine you have or the special contacts or chances to get tax advice or whatever – you generally loose the deal and end up with an answer like: “well this was all very interesting and I have some things to think about, so could you send an e-mail or call some other time etc etc…”

9) The final closing should be polite and include something that it would mean a lot and be important for our work against the increase in … if I could add your name to our petition or if you could help us with a donation so we can send information to at least 50 people we think might support the project – we need to get the information out wider than we can at the moment…

10)  Thank you – regardless of result. And – the call should generally be no more than 5, maximum 7 minutes. If you talk longer it is also likely you will loose the deal. 10 calls per hour is a good rule of thumb – and at least one closing in these.

The above steps should be seen as examples – work out your own depending on who you are calling and the issue and what you want to achieve…. If it is a list of good donors the approach will of course be different from more “cold” calls. But it is surprising how similar the calls can be and how structured they should be!

Finally - A warning about those who seem too successful – make some back up call just to re-confirm. Or you may end up with many who are annoyed more than happy! Do your statistics, follow up. 

The beauty is that you can start with one person calling, learn and grow – and perhaps after a time you have 100 calling, if you have a good, urgent issue. It costs little to start and the rewards can be great. And if you are a newly started organization – what could be better than telling the story that finally there are some people wanting a control on taxes and work again unrestricted growth in taxes! 

Staffan Wennberg/February 20th 2014

