-] ) fellowship

Accelerating The Dynamic Church™

T

FELLOWSHIP 1

Contacts 3 — Work the Contact

Best Practice Series

Last Revised: January 16, 2009
Revision #: 1.0

CONFIDENTIAL

This document constitutes an unpublished copyrightable work of Fellowship Technologies, L.P. and contains valuable
trade secrets and other proprietary information belonging to Fellowship Technologies, L.P. None of the foregoing
material may be disclosed to third parties without the express written permission of Fellowship Technologies, L.P.




Contacts 3 — Work the Contact 1[ fE”OWS hi E,.

Best Practice Series
vi0 TECHNOLDGIES
Accelerating The Dynamic Church™

Introduction

This document deals with how to work an assigned contact after having been created during the data
entry process. The Contacts 2 — Data Entry best practice document covers those steps.

There are several methods of working contacts in Fellowship One using the same set of tools. Each
method is designed to meet common situations faced by many churches when trying to get a particular
type of contact worked. Even though multiple options exist, the end result will be the same: using
technology to empower the local church and allow for better tracking of follow-up activity.
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Contacts 2 — Data Entry

Working a contact is dependent upon contacts being created in Fellowship One first. Refer to the
Contacts 2 — Data Entry best practice document for the processes and procedures leading up to the
steps described here. After completing those steps, you can enter this process successfully.

D Log into F1 Portal

Log into the Fellowship One Portal at www.fellowshipone.com using your credentials assigned to you by
the Fellowship One Champion Team. This is the only way portal
users learn that they have been assigned contacts. Contacts
assigned to you awaiting action are listed by ministry name in
the My Tasks area under the Home tab. Contacts

The number of active New contacts is displayed first followed by 340 - Ministry
the number of In Progress contacts currently owned by that
ministry. Portal users with access to multiple ministries will see a separate line for each ministry having
contacts assigned to them. Each will have new and in progress contacts counts listed.

D Review Assigned Contacts

Clicking on the ministry name will take users to the Contacts List page in the Ministry tab where they
can view the specific contact items owned by that ministry that need to be worked. Users should review
the list of contacts and decide which method will be used to work which specific contact items. The
View Details link will display the names of other household members, their ages (if the birthday has
been recorded) and the city they live in.

Contact List
Status: Open  « HRem: Al kems ~ Assigned To: Al tems -

Select: All, None 1 - 4 put of 4 (zorted by Open Date asc)
[ | [Assinea user |assignea Ric] Atroutea To [View Detais Open Date]Las st staus__

Knowing the names of other family members in the household can be helpful when working contacts.
't s been s ai debytheianamecaa Hale a sigrdficast onpaet on how they feel toward
you.

D Review Initial Notes

Depending on the specific action the church may take in response to a contact item, the initial contact
notes may contain critical information to selecting the correct process to work that contact. Other
times, the correct process may be known based on the contact item type alone.

Any notes that were written on the communication card should have been entered into F1 when the
contact record was created. Users can view these notes by clicking on the Manage link beside any
contact in the list. Users may also see notes created by other portal users in the event the contact
record has multiple contact items.
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Choose How to Work

The process you choose to work a contact can take many forms. You should constantly reevaluate how
you are working a specific contact item type to ensure that your current approach still makes sense with
the changing technologies, changing demographics and your evolving approach to ministry. Maybe you
used to visit everyone in person that walked through the door of your church because that is the way
you always have done church. Is this practice being received well? Have you substituted another
process? Has Fellowship One usage continued to reflect what is actually occurring?

We have identified 5 methods to actually work a contact within Fellowship One. Each meets a different
need based on many factors including organizational, technology abilities, the kind of follow-up that is
desired and who will be doing the follow-up. Below is a brief description of each process available to
work contacts.

9 Contacts 3.1 - Work Using the Portal
This is the standard process used by staff and key volunteers to process the contacts using the
Fellowship One Portal. It assumes that each person performing the actual contact follow-up has
a portal user account. They will login, review their outstanding contacts, reach out to the
congregant, record their notes and close the contact.

9 Contacts 3.2 - Work Using Paper
This process describes a manual procedure where the contacts are printed out and distributed
to people performing contactfollow-u p t hat don’'t have access to Fe
have or don’'t know how to use computédars. Your
enough Portal user accounts for everyone needing to do contact follow-up.

The paper follow-up worksheets can be taken home, the necessary contacts are made, notes are
written on the paper forms, and then turned back into the staff to complete the process.

1 Contacts 3.3 - Work by Triage & Transfer
This process is best used when one of several people might respond to a particular contact item.
Either a team of people are sharing the load of doing follow-up or different people should
receive the same contact item depending on the notes, age, or ministry that generated the item.
In all cases, the contact item is routed to a single person who determines who should really
work the contact and they will transfer it to the correct portal user or group to be worked. Since
Fellowship One only allows a contact item to be routedtoasingl € per son that doesn
this process provides a work around for that limitation.

i Contacts 3.4 - Work by Multi Close
This process is used for mass communication contacts or contacts that require no follow-up and
will be closed in mass. Many churches send first time visitor letters that can all be processed at
the same time using the mass email capabilities in Fellowship One or mail merge export.
Another example might be prayer requests that are entered in as contact items. The prayer
requests might be exported into a report and sent along to the prayer team or the staff and
then closed in mass once that task is completed.

i Contacts 3.5 - Work Using Group Manager
When the people performing thefollow-up don’t have a Port al user ac
computer with internet access, contacts can be worked using the Small Group Manager
application. Although intended for small group leaders, it can be used to push contacts out to
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anyone having a WeblLink account and a staffing assignment to a specific RLC that receives
contacts to be worked via the Share With Group option. This is an excellent choice for hospital
visits, meals ministries, and other service oriented ministries that use both pastors and lay
leaders to follow-up with contacts.

D Vitals Review

The Executive team should keep an eye on the Vitals tab to ensure that work is being completed by the
specific people assigned to those contacts. There are two views in Vitals that should be monitored:

i Efficiency
Thisshowstowhomth e out st anding contacts are assigned,
how many are in progress and how many are comp

reacting to contacts assigned to them. The metrics are listed by portal user within a date range.

9 Contact Listing
This shows all contacts Open, In Progress or Closed for a specific ministry. It allows a ministry
leader to monitor all contact items within a single ministry area created within X number of
days.

These screens can also be usedtoensuret hat one parti c udvawhelmdbgdlasger y i sn
number of contacts. There are periods of time when contacts for a particular ministry are doubled or
tripled. One example might be the period prior to a large event such as Vacation Bible School

Note: A group email sent to several people with the option to Create Closed Contact will increase the
number of closed contacts displayed within the Vitals tab.

D D Monitor Results

It is recommended that regular reports M4025, M4026, or M4028 be run to track Open, In Progress,
and Closed contacts. These reports can be used to verify that every contact is being properly
documented with satisfactory notes and every contact is being worked in a timely fashion. The notes on
closed contacts can be checked to see if any other follow-up may be needed that was missed during the
initial outreach.

This level of monitoring tracks individual contact results rather than the higher level view provided by
the Vitals tab.

D D Review Contact History

After contacts are wor ked, the notes and history
profile in Fellowship One. The church team should constantly be referring back to this history as well as

individual notes before reaching out to that family again. If you are about to call a congregant because

they requested information on a subject or information about your ministry you should know as much

about that person as possible. This history is invaluable to understanding that family and its dealings

with the church. Become informed by reviewing this history before making that call.
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