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Best Practices for Remote Student 
Ambassador Engagement
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RNL Remote 
Engagement

$2 million+
in commitments

• 45,000 conversations
• 27% Pledge Rate
• $116 Average Pledge
• 4.7 Contacts Per Hour

Statistics for RNL partner remote 
engagement during COVID-19, May-July
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Northwestern goes remote with student ambassadors

Danny Callison
Phonathon Program Coordinator
Northwestern University
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RNL DIGITAL ENGAGEMENT CENTER

Advanced Analytics Omnichannel Outreach

THE NEXT-GENERATION DIGITAL ENGAGEMENT CENTER
Personalized Video, Smart Targeting, Advanced Analytics, Phone, 
Stewardship, Digital, Email, Text, MG/PG Lead Identification

Remote Engagement
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• It’s easier to reach people – they are at 
home!

• Talk time is up in all types of calls.

• Private NY University – 40 second increase 
in talk time.

• 4 privates, 1 public cohort group – 28 
second increase

• RNL can provide VOIP lines!

Talk time is up!

+20%
Talk time increases 

at many 
programs.
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• You can have donors fulfill live on the 
phone through RNL Engage’s PCI-certified 
system.

• We encourage online fulfillment because 
your advancement services team may not 
be in the office.

• You can push texts for fulfillment right in 
the system.

Remote card acceptance works!

64%
Credit card giving 
in the first week at 

one program.
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Text interactions are very positive
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P2P Texting

• Engage with the 
donors you can’t reach 
via phone

• Provide personal 
responses

• Let the donors choose 
their preferences
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Remote engagement has other benefits

• Additional data tracking: Remote Engagement Users may choose to add refusal 
reasons or pledge reasons to track constituent responses

• Finger on the pulse: A large private university launched remote calling with 
RNL the week of the George Floyd murder and got a lot of quick feedback from 
constituents about the university’s reaction to BLM which resulted in the 
university altering strategy in other channels to meet the expectations of the 
constituents

• Pivot when needed: Carnegie Mellon University utilized RNL to manage an 
Enrollment Campaign over the summer to meet the unique needs of enrollment 
during the COVID climate. 
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Questions?
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• 6-month - 1 year experience
• Minimal call-related disciplinary action violations
• Average or above 

average performance & efficiency on major KPI’s 
• ​Self-motivated
• Able to handle work flow accurately 

and independently
• Ability to multi-task with a variety of software
• Able to take initiative
• Reliable IT capabilities

Hiring the Ideal Candidate

6m-1y
Target 

engagement 
experience
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• Minimum wage by state

• Virtual I-9 Collection

• Time zone and availability

• Can you utilize work study funds?

• Are more students available?

Consider Their Location
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• Make it interactive and engaging

• Hands-on, with real world scenarios

• Duration: 9-12 hours

• Breakout rooms 

• Prepare training in advance

• Trainer guidelines

• Training videos

Build an effective training 
program
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Managing 
Remote Shifts
• Games & shift prizes

• Troubleshooting guidelines

• Communicating with your 
Ambassadors

• Maintaining (modified) best 
practices
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Questions?
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• New tools for Remote Engagement

• Call listening/coaching

• More resources for training, coaching 
and retention

• RNL ScaleFunder integration

• New RNL data infrastructure

What’s Next for Remote 
Engagement
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RNL Engage Roadmap

Real-Time
One to Some functionality

Real-time 
Personalized Video

New Client Monitoring
Added Barge Monitoring 
capability

Client Monitoring

Giving Day Gift Transfers
Uses RNL Engage API

ScaleFunder 
Integration

Ability to text during the call at 
prospects request

RNL Engage In Call 
RNL TXT

Video
Text
Engagement Center

Smart View - Phase 
One

Engagement Overview
Data Exploration

Smart View – Phase 
Two
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What would 
help you as you 

consider/implement 
remote engagement?
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Questions?
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• Read the RNL blog and listen to the 
podcast for updates and key strategies

• Subscribe to 60 Seconds to Success for 
key tips.

• Interact with fellow leaders on the 
RNL Engage email list.

• Tell us now, or reach out to your RNL 
contact to implement Remote 
Engagement immediately!

Find Out More
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