
 

 

The iCarol Guide to “4 Steps to Prove Your Value to the 
Community and Increase Your Helpline Funding”                                 
 
As a help line service it is always a challenge to prove the value you are providing in your 
community. We live in a results driven society where you are continuously required to crunch the 
numbers. Moreover, as Executive Director of a non profit organization with a help line, you have 
to consistently deliver results to your board of directors, your funders and your community to 
justify the existence of your help line. 
 
Measure your actual impact on your callers and the community 
 
Your impact or success is measured in terms of how valuable a resource your help line is to your 
community. It’s easy to fall into the habit of reporting outputs (activities you perform), rather 
than an outcomes (how you’ve helped your callers). 
  
Examples of outputs: 
 

• Number of calls taken 

• Number of calls taken within 3 rings 

• Number of calls in queue 

• Average length of calls 

• Age of caller 

• Gender of caller 

• Issue of caller – abuse, need info, legal, parenting, general, system failure, etc 

 
While these can be very useful for monitoring and improving you internal operations, they don’t 
say much about the impact you are having on the people you serve. Instead, your funders and 
the community care more about outcomes – the actual impact you make by providing services. 
 
Examples of outcomes from a real help line, for a recent full year of their 
operation: 
 

• 78% of calls resulted in the report of abuse or neglect to the appropriate authorities 
thereby sparking an investigation 

• 82% of callers received relevant education and training regarding abuse or neglect 

• 67% of calls resulted in clearly identifying and verbalizing their issues/concerns regarding 
abuse or neglect and identifying what their next steps need to be to promote progress 
towards healthy behaviors 

• 56% of calls received training in skills and behaviors to modify damaging and abusive 
behavior before it gets out of control 

• 100% of calls received referrals to effective and local services/resources to assist in 
addressing the issues regarding the call 



 

 

You can construct valuable and relevant outcome statements by making sure they always 
reference to the date/time over which they occurred, the audience being served, the data that 
quantifies what you have done (or will do), and the measure of action or effectiveness. 
 
In fact, here is a great template for structuring your outcome statements: 
 

“By (date reference), we want (audience reference), to achieve (quantification reference) 
in order to (effectiveness reference)” 

 
You’ll notice it’s written in the future tense, because once you start thinking in terms of 
outcomes, you’ll realize they’re not just good for reporting after the fact, they also can make 
great planning goals around which you can focus everyone on your team. 
 
Four steps to proving your value to the community 
 

1. Plan for the impact you will expect to have 
 
With key members of your agency’s team, set forth outcome goals for the coming quarter or 
year that predicts actual impact on your clients. For most agencies, 5-10 such goals are more 
than sufficient. In fact if you create too many, you risk diluting the message you are sending 
to your team and to your funders and instead saying “We help everyone”. 
 
The first few rounds you might be hesitant to set actual quantitative goals with deadlines. But 
this is not about being able to read a crystal ball. You are setting goals to communicate a 
vision for your team, your funders and your community, showing where you are heading. 
Keep the goals as realistic, meaningful and clear as possible. 

 
2. Track the results of your service throughout that time 
 
Throughout the year, make sure the whole team is tracking these impacts accurately. 
Whether you are a one-person operation or employ hundreds of counsellors, you should have 
an excellent tracking system in place to do this data collection for you. Paper, Excel 
spreadsheets or even a home-grown database can suffice for a while, but you should really 
consider deploying help line software like iCarol. 

 
3. Compile your results in meaningful ways 
 
When the time comes to report your results, resist the urge to simply “throw data” at the 
reader. Instead consider carefully each piece of information you choose to report on, and how 
it does (or does not) support your overall message. It is perfectly understandable when goals 
are not met, when the environment changes or even when operational deficiencies appear. 
Just remember to portray your results accurately, and that the actual outcomes you’ve had 
on the community are what most enlightened readers care most about. 
 
And if you’ve chosen the right help line software, it should be able to report relevant 
information to you quickly and efficiently. 
 
4. Review your results, and plan for the next term 
 
Each year, measuring and reporting your results will teach a lot about what your agency does 
and who it impacts. Take the “a-ha’s” from those results and incorporate them back into your 
next planning cycle. Make small or even fundamental changes to your agency to keep you 
aligned with your funder’s and the community’s priorities. Above all, stay relevant by setting 
out and delivering true outcomes to your community. 



 

 

 
Choosing the right software 
 
Although there are certainly many other factors to consider when choosing software, you 
certainly want to make sure it can track and report your outcomes.  
 
When your listeners are providing assistance to callers, they need to log exactly what type of 
help they are providing. Whether it is general information, referrals or repeat callers, help line 
software allows you to enter the details as well as keep track of all work that you are doing. 
Generating reports at the time of your help line’s performance review, or additional funding 
request, becomes as easy as the click of a button.   
 
Make sure that your software includes: 
 
• Robust analytic tools and statistics that make it simple to provide all of the information you 

might need to share with your funders 
• Capability to track caller feedback in order to give qualitative information to important 

decision makers 
• Ability to track referrals made to other organizations allowing you to work more effectively 

within your community 
• Flexibility to quickly be able to change what information you track on calls so it can adapt to 

the priorities of your planning process 
 
Recording the results of your help line is the key to defining the success of your non profit 
contact center. The iCarol web based help line software application ensures accuracy and 
consistency, as well as documents all your efforts. This comprehensive, uniquely powerful, 
affordable and secure software will be instrumental in delivering and demonstrating results 
consistently to your board of directors, your funders and your community.   
 
Learn more about iCarol - take a video tour or request an iCarol demo.  


