PAR EXCELLENCE CONFERENCE

Listener / Donor Interaction

*Why Improve Listener/Donor Interaction?


Fulfill the PAR ___________ / ______________.


_________ the _________  _____________.


Show we are truly ___________ focused.


Prove we _______________ relationships.

*Why Improve?


Donor will continue to ________.

Negative experience and they will find somewhere else to ________ their _________.


To be the place that _________ wishes they ________ be.

*How will we do this?


Working ____________.


Ongoing ____________ of Office Managers.


_____________ interaction with listeners/donors.


Measurable __________.

*Working Together

Quarterly _____________ _______ with Office Managers.
· Review ________ for interacting with _____________ / ____________.
· Review _________software system.
· Offers assistance with ___________.
· ___________   ___________reports.

*First Impressions

Office Manager is the listener / donor ___________ ___________.

Able to __________ questions and _________ concerns.

Willing to find a __________ in a __________ manner.

*Telephone Etiquette


Phone answered by _________
__________.

________ putting listener / donor on ________ unless ___________ necessary.

Avoid the use of __________   __________ voicemail during office hours.

*Before Hitting Send


Express ______________.

Restate ______________ or ____________.
______________ & ___________ address question or concern.
Offer __________________ for ______________.
*Give Thanks


Put a ___________ in your voice.

Communicate to listener / donor their ___________.
*Complaint Department


Express ____________ that they are ____________.

Communicate _______ to _____________ issue.

___________ listener / donor for _____________.

__________  _____with listener / donor.
*Hair Raising Hostility


Remain _________, don’t get ______________.

__________ to the complaint.

Communicate __________ at their unhappiness.

If necessary, __________ the call with promise of ___________  ______.
*Measurable Goals

Train & Mentor Office Managers


Basics of interaction with listeners/donors.


Review of Denari.


Assistance with Sharathon.


Standardized reports


Training on phone & email etiquette
The Big Hairy Audacious Goal:
As a team, if we do each of these tasks in an excellent manner, Office Managers will help us in achieving the goal of being so good that K-Love will wish they were us.

