Phone and Mobile 101

Really TALK to your supporters!!

Nonprofit |
Federation Allens Hussey






“We’'re calling
to let you
know your
auto warranty
has expired. “







MYTHS AND MISCONCEPTIONS OF
TELEMARKETING

|. Your supporters don’t want to be called.
2. No one is calling your supporters




WHO IS CALLING YOUR SUPPORTERS?
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MYTHS AND MISCONCEPTIONS OF
TELEMARKETING

|. Your supporters don’t want to be called.

2. No one is calling your supporters

3. Telemarketing poaches funds from Direct
Mail and other channels




TM BOOSTS OTHER CHANNELS
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MYTHS AND MISCONCEPTIONS OF
TELEMARKETING

|. Your supporters don’t want to be called.

2. No one is calling your supporters

3. Telemarketing poaches funds from Direct
Mail and other channels

4. A telefundraising call is no different than a
telemarketing call




THE CALL CENTER




HOW TO USE TELEMARKETING

Which Organizations Should Consider Testing Telemarketing?



HOW TO USE TELEMARKETING

How many records do you need for a strong campaign?



TYPES OF TELEMARKETING CAMPAIGNS

Lapsed

Sustainer Renewal .
Reinstatement

Planned
Giving

Mid-level Cultivation




TYPES OF TELEMARKETING CAMPAIGNS

* New donors to the organization
* Recently reactivated donors
* Multi-givers

Sustainer

Renewal * Month after Expire Date
e After the 2" Renewal Effort
Lapsed .
Reinstatement Once a year cleanup

* Concierge Programs

Mid-level « Challenge Match Build
* Branded Programs
i livaiiern * ThankYou Calling

* Welcome Calling
Planned Giving

* Survey and education call

AP A




Introduction
Presentation

HOW TO USE TELEMARKETING

st ask Credit card rebuttal if

2"d ask necessary

* Save your best pitch Whether the call results in a

3rd ask gift or not, thank the donor

* Give another compelling sincerely before saying
reason to give goodbye (leave them with a

* Negotiate good experience!)
* Assumptive credit card ask




HOW TO USE TELEMARKETING

Data/Reporting
Setup

Fulfillment Mail J@ Phone Append

Email

Fulfillment eIl RN




HOW TO USE TELEMARKETING

Letters to donors who pledged are sent within
24 hours.

Two reminders are sent, either at 14 and 28
day intervals or customized to fit your needs.

Fulfillment tracking comes from your
organization to the TM vendor to stop sending
letters to fulfilled gifts.




HOW TO USE TELEMARKETING

Phone appends available include:
Standard Phone Append

NCOA

Cell Phone Append

Line Identification Append

Communicate to your partner how you'd like
to receive those phone appended results.



HOW TO USE TELEMARKETING

Reporting is typically sent nightly.

TM Firms don’t process credit cards. Give
your partner a few weeks in advance to set up
how to send payment files to your cager.

At the end of calling, files are sent back to you
showing which records were contacted, which
records gave gifts and final results.

Ask your TM partner if you need any other
files or reports.




HOW TO USE TELEMARKETING

Many firms have programs which can send
emails to donors.

[}
E I ' l a I I Emails are either sent immediately or at the

end of calling each night.

F u Ifi I I m e nt These emails are usually set up by disposition

of the call.

Emails can get a jump on the pledge letter and
improve fulfillment.



HOW TO USE TELEMARKETING

To begin calling most firms will need banking
info, registration numbers, script and/or letter
samples.

Solicitation notices must be signed by the
organization.

National registration usually requires 4 — 6
weeks for completion once forms are
submitted.

Financial reports are required by the states at
up to two different intervals during a year at
times. Some documents require a notary.




HOW TO USE TELEMARKETING

Personal
Connection

Most Agile
Channel

Advantages

of the Call

Cultivation
Opportunity

Lifts Results
Across
Channels

Rapid
Response

Live
Feedback,
Live Results




HOW TO USE TELEMARKETING

Focus on broad base segments to start
Have your partner model for TM responsive donors
Keep Things Simple
Set Your Partner Up to Win
Connect w the Call Team
Share updated information / stories from the field / press releases
Best Campaigns to Run:
Sustainer invite
Non-donor sustainer invite
Sustainer upgrade

Sustainer Reactivation / Recapture



Chapman Cubine
Allen + Hussey



Why Text?

Texts get attention...

95% of texts are opened
90% of texts are read in 3 minutes

... from everyone.

87% of American adults text regularly
9 in 10 Americans keep their phone in reach 24 hours a day

In the last two years, SMS has become the fastest growing
channel for political campaigns and nonprofits.



SMS improves fundraising + communications.

* Increase action rates, click through rates, response rates, and
conversion rates.

* Drive more advocacy calls

* Donors receiving texts donate more across all channels
* Increase event attendance and participation.

* Improve email open rates.

* Raise money!



Broadcast
e Also known as shortcode or A2P, this is the most cost-effective
way to reach your supporters.

* Broadcast also offers reliable deliverability and long-term security
in your program.

* Requires your supporters to opt-in to receive texts, which can be
time consuming and expensive.
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Donate to help them defeat
Republicans in November:
hittps://secure.emilyslist.org/
PA-Primary-Wins - Meg from
EMILY's List

Thu, May 24, 1:15 PM

Hey, it's Meg from EMILY's List!
You heard it here first -- our
new *blue* Elect Women t-shirt
is now available in our store.
Check it out: https://

secure emilyslist.org/NEW-
Elect-Women-T-Shirt

Mon, Jun 18, 4:42 PM

Happy Pride Month! Get your

phone background here:
https://secure.emilyslist.org/
page/-/Mobile/

Pride Background.jpg -
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$30.00
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HAPPY
BIRTHDAY

Happy birthday! We hope you
have a great day. @ -Meg from
EMILY's List

Reply STOP to quit, HELP for
info. Msg&DataRatesMayApply

Fri, May 4, 10:32 AM

One year ago, House
Republicans voted to repeal

Obamacare. This year, we want
tn renlara them with nra-
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Tue, May 8, 10:59 PM

Election Alert: ALL of the
EMILY"s List House women in
OH, IN, and NC won their
primary elections tonight!
Donate to help them defeat
Republicans in November:
https://secure.emilyslist.org/
May-Primary-Update -Meg
from EMILY's List

Tue, May 15, 11:32 PM

Election Alert[g s w = 7037w -
House wol

primary elect
Donate to hel
Republicans i
https://securg

Ny SUPPORT PRO-CHOICE
DEMOCRATIC WOMEN

Al

Qur three House candidates on the ballot
tonight WON their primaries. Betsy Rader (OH-
14), Liz Watson (IN-09), and Kathy Manning
(NC-13) are all advancing to general elections in

[N PR P

Donate to help pro-choice Democratic

women flip the House.

OTHER PAYMENT OPTIONS: -

YOUR INFORMATION
O M O
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voter registration status now & = and treatments every year alone! this Nov. Help us spread the
ask 3 friends to do the same AN LRS! ¢ To learn more about the work we Cityof word to voters & take control at
http:ffhre.lijnm(3x57dn -Jamie do click here: https://coh.im/ Hope the ballot box: http://lil.ms/inkc/
@HRC Stop2Quit 1g04ru 3zadzw -PPVotes (STOP=quit) .
B Upcoming Events
Tue, Sep 20, 14 camraicn, Fri, Sep 16, 5:01 PM Thu, Sep 15, 4:36 PM
Sign up below far an upcoming virtual volunteer
[ . ) Did you know ene blood Congressional Republicans are training and meeting with Planned Parenthood
Togevor o g Meet HRE's new President... c_iananon £an save up to three' trying to ban abortion Advocacy and Political
Get updates from HRC lives? Donations from people like nationwide. Tell Congress to Organizations' National Valunteer Program!
Sign-up below for HRC updates. Yyou are at the core O.f SO many 3 ; reject this dangerous attack:
. treatments here at City of Hope, =2 http://lil.ms/fioju/3zqdzw -PPACt Questions? Email us at valunteer@ppfa.org.
mpaign." 4y| An organizer, & visionary, and a passionate and you can provide one of the B (STOP=quit)
B prosressive, Ketey Robinsen nas a et of 37000 units we use every year R TN Cate From
exceptional experience. She is the right person, 1o save patients' lives. Click here Men, Sep 19, 552 Ph 08f27/2022
at the ripht ime - and she is going to advance to Iearn more: mw{c0h|mﬂ‘
LGBTQ+ equality on all fronts! Igladm On 6/24, our rights were stolen IDate To

from us. On 9/24, help take back
Welcome to your Septernber

control in Nev. Sign up here:
HopeCONNECTION. It's always an

http:/lil.ms/ip3h/3zgdzw

— Tue, Sep 20, 501 PM

From HRC: Hear from Kelley

Rohkinson, our new president. HopeCONNECTION is here! If with you the latest developments
Kelley is the inspirational, you have a moment, we welcome here at City of Hope. Here are our Saturday 1:01 P [Virtual Events
innovative leader who will you to read the amazing stories larest updates exclusively curated for »
galvanize our organization to featured this month. As a — and made possible by — City of Fired up to fight for abortion this Planned Parenthood Votes Pennsylvania Phone
meet this moment and the future supporter, thank you for all the Hope supporters like you, Enjoy! election? Call voters to help win [Bank
we are fighting for. See for lifesaving differences you're key races in AZ and PA: hitp:// [September 28, 2022 5:30 PM - 8:00 PMET
yourself. http:{fhre.lifnn/3x57dn creating for so many here at City lil.msfirto/3zqdzw -PPVotes IThe time is now: Help us spread the word to voters
txtSTOPZquit (STOP=quit) b rvmce $ha meimbe skt e inh_cbabas
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Text Message . o Fri, Apr 22, 158 P BREAKING: The US Senate just
Tug, Aug 30, 4:06 FM Thu, Aug 28, 521 PM SC: The Line 5 pipeline is still released a bipartisan gun safety
. ' " P endangering the safety of the Oxfam: Let's hear it for Earth bill! Reply wf ZIP to call one of
w;’rﬁ:é‘t m:zﬁ;‘;ﬂ i\;e(,}rfﬁgs' Hi Greg! Th'i & ‘J”f"e with the Great Lakes communities. Tell Day! Check out our playlist of your senators & tell them to vote
one day apwayfrom our August i eV o | the Army Corps: Reject Line &! songs o inspire climate action & yes.
y m support as a manthly donor! We hitp://liLms/iqda/3tm38k celebrate our home: http://lil.ms/ -Everytown
fundraising deadline -- can you noticed that your most recent Stop2End fwna8htiw STOP=and Stop2Quit
donate today to help us reach daonation didn't go through. : h o
our goal? Any amount you can Please update your payment Thursday 532 PM Mo, Jul 25, 5 Mo, Jul 11, 1747 441
afford makes a big impact in our details here: www.aclu.org/ on, Jul 25, 5 Mon, 4
fight to save lives. Please, chip in update Sierra Club: There's still time to Oxfam: Hunger crises keep Pres. Biden signed the gun
here: hitp:/fgiffords.me/Ghp/ stop the polluter side deal and happening. We can't wait for safety billl We need to elect
6rsum0 Mountain Valley Pipeline! Reply emergencies before we act. Call more Gun Sense Candidates
STOP2Quit YES to call your Senators and on Congress for lasting change! who'll act. Sign up to help: hitp://
) leave them a message Sign: http:{lil.ms/hymx/48hthw lil.ms/hoft/48hsnk
Tue, Sep 13, 4131 Pl Stop2End STOPZend
Hi Christina, it's Peter from -Everytown
Giffords PAC. In two days, our a e} Yes o s Stop2Quit
mid-month fundraising drive Oxfam: RSVP today - Our —
ends, and we need your help. “Yagh Yesterday i k| g ETEAREE TGN v 319 PM
Can we count on YDUhtD chip '"I \ response in Pakistan, after Election Day is fast approaching,
today to help us reach our goals? g w e r t yuli op devastating flooding. Hear more and gun safety is on the ballot,
e L -— , - - at our webinar: http://lilms/
http:fgiffords. me/8i0/Brsum0 a s d f h ik | irs2{48htlw stop2end Reply QUIZ to test your
STOP2Quit O B E o i ay knowledge.
-Everytown
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Mon, Jul 18, 2:22 PM

&=

BREAKING: Chrissy, we are
preparing to remove nearly
4,000 beagles from a facility that
bred dogs for animal testing!
This is a massive undertaking
and will be one of our largest
Animal Rescue Team operations
ever! Make an urgent donation to
help these dogs and give more
animals a better life: http://

-Ellen@HSUS STOP2End

Thu, Aug 18, 2:27 PM
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HSUS UPDATE: Chrissy, we're
transporting several more huge
groups of the 4,000 Envigo
beagles AND we've sent more
Animal Rescue Team members
to flood-affected areas of
Kentucky, where they are caring
for shelter animals and providing
pet food, veterinary supplies and
assistance to local shelters and
pet owners!

If you can, please donate today
to help us continue all our rescue
11z/30909 -Ellen@HSUS
STOP2end
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HSUS: Great news! After more
than a month, ALL of the roughly
4,000 beagles are now out of the
Envigo mass breeding facility
and will get a chance at the
loving homes they deserve! This
has been a long process and
we're so grateful for the support
and encouragement we've
received from animal lovers like
you.

More info and FAQ: http://
hsus.ms/13g9/39q909

Adopt or foster a beagle: htip://
hsus.ms/13b/3g909

Support our work: http://
hsus.ms/13k/39909

On behalf of these beagles and
everyone here at the HSUS,
thank you SO MUCH for making
this work possible! -Ellen@HSUS
STOP2end

(o' A )]
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Peer to Peer

Also known as longcode, this has the benefit of massive scale.

Text any supporter on your file.

Drive both immediate revenue and actions

Generate opt-ins to a shortcode program.

It's more expensive than shortcode texting.
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<@ & <@ & DNC HQ: Christina, we're o 229 all ¥ &)
i . lessages
reaching out because President & demacrats.org

Biden would love to chat with

+1(956) 663-0931 8442042220 grassroots Democrats like you.
The president wants to hear DEMOCRATS

directly from you and to say

Wednesday thanks for everything you do to
. e s il help elect Democrats up and
Hi Christina, this is Beto for Team - is there ANYTHING we down the ballot. If you sign up
Texas. If you're not in Texas but can do to convince you to chip in today, you could be one of the GN D FOR
want to help Beto win this before Rev. Warnock’s midnight people President Biden calls. Y oY, DA D
s S A - ; Sign up here: https:// ) \ 1 [
election, please join us for a fundraising deadline? We're sty
t : .org/clg » i fi
webinar! We need everyone's short on our September goal. l ) ANL
help to elect Beto in November! And with our last major FEC Reply Stop to end » : 1 ) =0
Our recurring Come to Texas deadline in 4 DAYS, we need ' :
Webinars are hosted on your help. Georgia could decide
Mondays & Wednesdays at 6pm e Lrol so please, before A
CT, and Saturdays at 12pm CT! 228 ME e pin: (o' A )
RSVP here: https:// .us/0926 s1_t3? )
www.mobilize.us/betofortexas/ (@ & e @ @ Lo e
event/500517/2utm_source=text +1(475) 200-2094 ‘szg Y 3
STOP=opt out. Can you join us? Georgia Team e @ demacrats.org
Tu 5:5 {%
| have to ask you for $25 today, o quit eve @ DEMOCRATS
Christina.

I'm 2 points behind Marco Rubio
in a race that will determine ¢ SIGN UP TODAY:
Senate control, and I'm falling
short of my midnight goal. | just
need one more supporter from
22314 to donate, so please, will
you pitch in today? >>
demings.win/3Si2hFl

-Val Demings
Stop2End _— . S
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Sign up to get texts. By eatering your phone number.
You are consenting to receive recarring and/or automaled
text messages & calls from the DNC with news & info
about cur work. For SMS, message & dala rafes may apply.
m e) fext STOP ta end. Text HELF for help. Frivacy policy &
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Text to Give

The “Original”

Strictly transactional
Small gifts are added to your cell phone bill
No donor information collected for orgs

Only available to 501 c3s

TEXT TO GIVE TO HELP FIGHT COVID-19

@ TEXT 501501

TO GIVE $25, SEND WHO25
‘ TO GIVE $50, SEND WHO50

Available on all U.S. mobile carriers. Messaging rates may apply.

www.covid19responsefund.org

( # ) World Health
&8 Organization

The “New”’

Text in a keyword
Directed to a website
Collect all donor info

Available to all orgs

1m:41 w scm 1018 -
uuuuuuuu
<@ [ aA app.mobilecause com
American
Red Cross
Santa Monca Chapter
Thanks for supporting DEMO.
Click here to complete: -
https:/figfn.usiassdy
Msg&data rates may apply. 4 msgs/
mo. Text HELP for help, Text STOP
tend =
(o 2 L)
* OO0 26 ¢ df m @
— —




Best Practices to Consider

* Add value for your donors!

* Build trusted partnerships.

* Pay attention to deliverability

* Consider every SMS subchannel
* Test EVERYTHING.

* Integrate for the best results.

* Be ready to shift.

* Collect opt-ins every single place you can.




. Federal law requires us to use our best effortsto obtain, =] nam:
Please charge my renewal in the amount of on, and name of employer for each indivi ntributions exceed $200 in a calendaryear.
. b . i
$___ tomy: e 0 Visa O Mastercard [0 AmEx [ Discover Contributions or gifts to the DGA sre not tax-deductble. Contributions snd membership
O American Express O Visa dues are used to support DGA's activites and to make non-feders] conmibutions to support
P . the election of Democratic candidates for governor. Contributions will be used at DGA's sole
[ Mastercard [ Discover HAMECFEMPLATER rd discretion to support its programs and activities. The TNGA may use all or part of a contributer’s
funds, and dizclose them as necessary, in states of its choosing. DGA files public disclosure
FSELF-EMPLOTED, PLEASE PRINT NAME OF BLISINESS. [F RETIRED, PLEASE DIUNT-RETRED" reports with the IR.S and states in accordance with state election laws. Please confirm that

MAME AS IT APPEARS ON THECARD vour name and address on the front of the card are correct and provide your eccupation and

employer information below.
EMAILADDRESS
CARD# Oceupation.
O Pleasesand meinfarmation about leaving a gift to EMILY s List in mywill or trust or by
beneficiary designation

EXPIRATION DATE O | have already included EMILY's List in my will or estate plan Name of Employer

If self-employed, please print name of busmess. If retived, please print “retived ™
O Yes, I'd like to receive periodic text d calls. y mobik b - - Y .
SIGNATURE fromEMILY's List. For SMS, standard messageand data rates may apply. Text STOP to cancel il address to stay up to date on DGA News:
or HELP for help. Privacy policy: emilyslist.org/go/privacy. Address
DATE Call Phone:
TEXT LEADERS TO 30201 FOR OFFICIAL DGA UPDATES!
ﬂmur cell phone number, you consent to receive periodic committee updates through automated text messages from the Demacratic Governors

Association. Msg&Data rates may apply. Tt HELP for help, STOP to end. hitps: [fdemocraticgove mors.org/privacy-policy/

g |std for by the Democratic Governors Association.

THANKS FOR SIGNING UP!

Very simply, we work to elect Democratic pro-
choice women to office. And we cannot do it without

We're launching our
campaign to build a stronger

supporters like you

Please donate today and help elect more women leaders like
Kamala Harris, Tammy Baldwin, and Elizabeth Warren.

Georgia, and it begins with

erious Iy. you. Join us.
ollect opt-ins

G

(THER PAYMENT OPTIONS: | PayPeal

action @

REQUIRED:

Cell Phone Number:

Join Us

Donor Information -

First Name Last Name

Street Address

5
City State
- State -
Country Postal Code
United States s Contact
Email Mobile Phone Text
-

Yes, keep me informed about LDF's work via text.
Yes, sign me up for email updates.




QUESTIONS?




THANK YOU!!

Chrissy Hyre
Principal, Senior Vice President

Caroline Mendez

Vice President of Client Services
SD&A Teleservices CCAH
323-787-6849 510.332.5063
cmendez@sdatel.com chyre@ccah.com



mailto:chyre@ccah.com
mailto:cmendez@sdatel.com
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