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 Phoneline Volunteers
A phoneline volunteer is an NA member whose primary objective is to direct the potential newcomer to an NA meeting or direct questions about our fellowship to the appropriate subcommittee or community resource.
The first NA member a caller will come in contact with is usually the phoneline volunteer. The response and attitude of a volunteer can have a lasting impression on the caller. This is a service position of great responsibility.

Qualifications:
Experience has shown that the most successful phoneline volunteers possess certain assets which are beneficial in the accomplishment of their responsibilities. 

1. 6 months clean time
2. 3 consecutive helpline meetings
3. A basic knowledge of the twelve steps and the twelve traditions (e.g., the only requirement…, our primary purpose…, never endorse related facilities…, non-professional…, no opinion on outside issues…, attraction rather than promotion…, anonymity…, etc.)
4. The ability to answer  the primary phone 24-7 (at work, at a meeting, at 3am, in the shower, everywhere.)

How it works
       1. There are 3 phones, and a tool  phone. 
 The tool is used only to call forward the helpline to whichever phone  is being used as the primary line. The primary phone must have a voicemail message which should direct the caller to the Leave a message and/or call back in a few minutes
“You have reached the Narcotics Anonymous Helpline.. If you have reached this recording, we are probably on the phone with another caller. You may leave  a message or simply wait a few minutes and call back. 



         2. Our service provider is Metro PCS. 
If you are on a plan offering unlimited minutes, we can call forward the primary line to your phone if you so desire. If you do not have a phone, or are not on an unlimited minute plan, use one of the helpline phones. Minutes can accumulate quickly. Trust your predecessors.  Don’t take the chance!

  3.Rotation
Rotation is determined when you sign up on the helpline calender. The calender will be available at the monthly  subcommittee meetings. You can choose a day, weekend, full week, or whatever your schedule allows for. You can also simply call the Helpline Chairperson to request time at any point during the month. 

     Who Calls the Helpline?

Phoneline volunteers may receive calls from NA members, potential newcomers, family and friends of addicts, and other people interested in NA (professionals, students, ect).
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    *Calls from potential newcomers are, of course, the most important calls received by a phoneline volunteer. Our primary function is to direct the addict to a meeting. The volunteer may also provide a brief introduction of the NA program and explains, in general, what the caller can expect at a meeting.
     *Calls from NA members are usually simple requests for meeting information.
    *Calls from non-NA members, such as students, professionals or community members are usually requests for general information about NA.
     *Calls from family members, friends, and employers. Use the helpline folder to direct the caller to the appropriate resource needed such as Nar-anon, Recovery Resource Council, etc.

“An NA group ought never endorse, finance or lend the NA name to any related facility or outside enterprise lest problems of money proporty or prestige divert us from our primary purpose”                                                                      Tradition 6

“Narcotics Anonymous has no opinion on outside issues; hence the NA name ought never be drawn into public controversy”                                             Tradition 10










     *It is important to remember that while we are answering the NA helpline, we are not counselors, medical professionals, or mental health workers. We should refrain from giving advise or suggestions on issues of this nature as it could have potential legal repercussions. Our primary function on the helpline is to direct the caller to an NA meeting

Do’s and Don’ts

DO:
    * Always have the necessary materials (Meeting schedule, Helpline folder)
     *Find out what the caller needs. Ask questions.
     *If you are returning a call, be certain that the person requesting help is on the line before
     identifying yourself as an addict or mentioning Narcotics Anonymous.
     *Remember that callers (even those with some clean time) are addicts just like yourself and         may be in a fragile state.
     *Make appropriate referrals when necessary. 

DON’T:
     *Don’t argue with people whose views of addiction differ from your or NA’s. If the caller
does not want to stop using, do not try to persuade him/her to stop.
     *Don’t try to handle calls that you are not qualified to answer.
     *Don’t give medical advice.
     *Don’t give out other people’s names or telephone numbers.
     *Don’t answer questions about who was at an NA meeting (e.g., to police officers, probation officers, or significant others).
     *Don’t glorify active addiction by telling war stories.
     * We do not provide rides to callers. Suggest that if they are able to find a ride, they can ask someone at the meeting to give them a ride home. Also suggest a meeting on the bus line.
     *Don’t ever, ever put yourself at risk by picking up or meeting a newcomer alone. Always bring        another recovering addict with you.
    * Don’t’ accept collect calls for any reason

What types of calls does the phoneline receive?
	
The following section illustrates several types of calls commonly received by phoneline volunteers. These outlines are not meant to be a script for phoneline calls. Instead, they are offered as examples of appropriate responses in various situations. On the following pages, possible responses appear in Italics.  Remember that :
Tradition Five
Each group has but one primary purpose – to carry the message to the addict who still suffers.
“What is our message? The message is that an addict, any addict, can stop using drugs, lose the desire to
use, and find a new way to live. Our message is hope and the promise of freedom. When all is said and
done, our primary purpose can only be to carry the message to the addict who still suffers because that is all
we have to give.”


1. Our primary objective is to get the addict to a meeting
2. The program works
3. We were once suffering ourselves
4. We care and are willing to help

Our tone of voice is just as important as the words we use. We acknowledge what the caller is saying and feeling. Do not use judgmental words or preach to the caller. It is important to keep in mind that calls may not follow exactly the dialogue detailed in this section. However, familiarity with this information will make it easier to respond appropriately and to serve within the spirit of the Twelve Traditions of NA.


1. Fellowship matters/request for imformation
Give a brief description of NA to callers requesting presentations, The volunteer also explains that these requests are most effectively handled by our Public Information and Hospitals & Institutions. 
Take their phone number and contact the chair from the appropriate subcommittee to return the call. Never make these types of commitments on your own.

2. Personal Calls
It is fine to use the helpline phone for personal calls, however, your priority is ALWAYS to immediately answer your incoming calls.
In the event that a caller is asking to speak to a regular member of NA (ie: not a helpline volunteer) we are unable to accommodate this type of request. “It is our policy that we cannot accept personal messages, and I cannot give out the telephone number of anyone who may or may not be in the fellowship.”
It is not unusual to receive calls asking to speak to another helpline volunteer. Assure the caller that you can assist them with any questions they might have. You might also offer to take their number and pass it along to the helpline volunteer they are asking to speak to.



3. Calls from Friends and Family Members
Many of the calls received are from friends and family members of addicts. Some are simply calling on behalf of the addict and are looking for the nearest meeting. Other callers are seeking advise regarding their addicted loved one. We must remember that our primary purpose is to carry the
message to the addict who still suffers. If the addict is there and willing to talk with the
volunteer, great; if not, suggest that the family member attend a Nar-Anon Family Group meeting
or visit the  website to find out more. It can be suggested that the caller bring the addict 
to an open NA Meeting. Family members often want us to talk to an addict who is unwilling to do anything about his/her problem or they want us to call them personally. We cannot do this. Tell
them that the addict needs to call us or be willing to get on the telephone. We can only help those who are willing to help themselves. Remember to treat the family member or friend with kindness and the utmost patience.
Tradition 10
Narcotics Anonymous has no opinion on outside issues, hence the N.A. name ought never be drawn into public controversy.

“Our recovery speaks for itself. Our Tenth Tradition specifically helps protect our reputation. This tradition says that N.A. has no opinion on outside issues. We don’t take sides. We don’t have any recommendations.”

4.Crisis Calls
If someone calls and is suicidal, refer them to either 911 or the Suicide and Crisis Hotline. If
someone calls and is afraid they have taken an overdose or otherwise life-threatening dose, refer
them to 911 or the Poison Control or Medical Advice lines. We are not professionals; therefore, we are not trained to give medical or crisis advice. We must refer callers in crisis to the appropriate agencies. Do not try to handle crisis calls by  yourself. You are only an addict, regardless of what you do for a living (i.e., doctor, nurse, counselor, therapist, etc.). In this situation, you are simply a member of NA, and you are representing the Fellowship.
Remember: We deal with suffering addicts. If we were to call the police (or 911)
without their permission, we are most likely setting someone up for an arrest. Encourage them to
get the appropriate help they need.

5.Does the Addict Want Help?
          *Find out if the addict wants to stop using. 
If the answer is yes, and he/she would like to hear about recovery from drug addiction, feel free to share a brief introduction of the NA program. Avoid using NA “jargon” such as “it works when you work it”.Suggest an appropriate meeting location for the addict to find out more.
   
 *If the Addict Won’t Go to a Meeting
The addict’s questions and statements may sound like he/she is not ready yet, but remember that the caller has already expressed that he/she needs help. Our intention is to direct the caller to a meeting. Assure the caller that  “We are simply a group of clean addicts who meet regularly to help each other stay clean. Addicts share about what it was like and what life is like today. You aren’t required to do or say anything.” If the caller still is unwilling to attend a meeting, ask him/her to keep the helpline phone number handy and remind him/her “When you are ready, we are here to help you. Our	program works for those who want to quit using. Always remember that there is a way out.”

Tradition Three
“The only requirement for membership is a desire to stop using”

“An addict who does not want to stop using will not stop using. They can be analized, counseled, reasoned with, prayed over, threatened, beaten or locked up but they will not stop until they want to stop” 





NOTES

1. Volunteers have a responsibility to honor the clarity of the NA message:

2. Throughout this handbook, you are directed to give a brief description of NA. There are
excellent examples of the definition of NA in Traditions 4 & 9

3.Our primary purpose as Help line volunteers is to get the suffering addict to a meeting. Many callers will want to chatter on and on. Do not spend longer than 15 minutes on any one call. If they want a longer conversation, they can go to a meeting and get phone numbers of other recovering addicts.


