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Responding to Problem or Prank Calls on the Hotline  
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Hotline Shifts  
Monday – Thursday night 5pm-9am.  

 
Friday night 5pm – midnight.  

 
Saturday 12am –  noon OR 12am – 12am.  

 
Sunday 12am – 12am.  

 
Monday 12am – 9am.  

 
 
Before the shift: Beth at reception will send a document that includes the start and end time of 
the shift, designated staff members on-call, and supervisor name and number.  
If you do not receive this email before your shift, contact the volunteer coordinator. 
 
During the shift:   

1. JR Volunteer receives initial call from the answering service.  
2. JR Volunteer calls 1st on-call staff member/ SR volunteer to tell them they’re calling a 

client.  
a. Staff/SR vol can give guidance- if it’s a detective or law enforcement, staff/SR can 

return the call because that most likely means you’re both going out. Or, if the 
volunteer just has the name and number of the client, staff can offer support.  

3. Staff/SR vol answers volunteer questions and acts as a supportive resource.  
 
After the shift: Email the call information (name of caller– if given/caller’s phone number/time 
and duration of call/reason for calling and actions taken) or send the on-call form to designated 
staff members.  
 
 
 
 
 


