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THE TWELVE STEPS 
OF NARCOTI CS ANO NYMO US 

1. We admitted thai we were /JDweriess over our addictloll, that our 
lives had become unmanageable. 

2. We camt to beL~t thai a Power greater than ourselves could restore 
us to sanit)'. 

J. We made a decuio1' to tUn! our will and OUT lives oveT to the cart of 
Cod as we understood him. 

4. We made a searchmg and fearless moral illlltnloT), of ourselvts. 
5. We admitted to God, to ourselves, and to another human being the 

exact nature of our wrongs. 

6. We were entirely read)' to have God remove all these defects of 
character. 

7. We humbly aSRed 111m Lo remove our shortcomings. 

8. We made a list of all persons we had hanned, and became willing to 
make amends to them all. 

9. We made d,rect amends to such people wherever pOSSible, except 
when to do so would injure them or others. 

10. We continued to take personal inutTltory and when we were wrong 
promptly admilled it. 

11. We sought through pra),er and meditation to improve our conscious 
contact with God as we understood Him, praying onl)' for 
knowledge oj I-li.s will for us and the power to carry that out. 

12. Ilaving had a spiritual awakening as a mull of these steps, we tried 
to carry this message to addicts, arid to practice these principles in all 
our affairs. 
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We arc Dedicated to the Proposition that 
No Addict Seeking Recovery Need Die 
withoul Having a Chance 
to Find a Better Way or Lire. 



Part One 

GENERAL GUIDELINES 





Section One 
HOW D O WE BEGIN? 

DOES OUR AREA OR REG ION NEED A PilON ELINE? 

It is suggested thal p rior to establ ishing a phoncline. a 
thorough investigation shou ld be made of the actual need fo r 
such a service. There may be surrounding areas, regions, 
elc., who have successfully established and maintained a 
phoneline sen'ice and can provide valuable assiMancc. 

A phoneline is handled by a subcommiuce of an area or 
regional sen'ice commiuee. Abide by the group conscience 
of your area or region. Separate individual opinions from 
group conscience. Be Slire that al l groups in the area radler 
than just a few members really want to cstabli~h such a 
service. What arc your fIufis and what type of se rvice hener 
suits your art:a or region. Start small. it is easier to expand 
than LO reduce services. 

CAN OUR AREA 
OR REGION SUPPORT A PHONELlNE? 

The following chl..·dJist of queslions should be used by 
your area or regional service committee LO Lake a 
p rcparcd~1ess in\'el1(ol), befo re you stan a phoneli ne in your 
communlly: 

I. Ha\'e we made a reasonable effon 10 projeci whal the 
response will be and 10 lake steps LO meel lhe workload 
for \'oluOIeers? 

2. Do \,'e have a contingency plan if our phonelint' or 
Twelfth Step lists gel o\'crloaded? 

3. will our phonelinc committee recei\'(, SUppOrl from the 
Fellowship (in bOlh finances and lime) 10 allow u.., 10 take 
on a potential ly large number of caJls in a .., hon period of 
time? Can we financially handle costs, literat ure COStS, 
etc.? If not, what can we do 10 help U.') reach a place 
where we can affo rd lO move ahead? 

4. Are we wo rking in coopel'alion wilh P.1. and 11& 1 
commiuees and our area or regional sc.:I'\'ice committee 
to ensure communication and responsiblt' handling of 
calls? , 
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5. Is OUf ASC or RSC \\'ell organized and receiving the 
support from the groups (0 al low OUf in\'olvcmclll in the 
creation of a phonel ine thai wi ll work? Arc we ready for 
this or should we have other priorities? 

6. !-lave \,'C checked with surrounding areas and/or regions 
for their experience, strength and hope in bl.!ginning a 
phoneline? 

7. Have we discussed the above with the RSC to (lctennine 
what is happeni ng in other areas? Are public service 
announcemenlS being used in surrounding areas? Will 
that affect the phoneline? 

8. What suPPOrt will the phone1ine commiuee need 10 do 
their job? 

9. '-lave we talked with the WSC P.I. Commiuee to make 
sure we have a11that's available to help us? 

WHAT DO WE NEED TO START 
T H E PH ONELINE COMM ITTEE' 

The first thing to do, of course, is to locate and enlist the 
suppOrt of members who have the desire, abil ity and 
requirementS to carry OUI the rcsponsibiliues of a phoneline 
commmce. 

WHO ARE THE MEMBERS OF THE COMM llTEE? 

II is strongly suggested thar members of the phoneline 
committee include represematives from each gro up and/or 
area, depending o n whether it will be an area o r regional 
phoneline commiuee. These ind ividuals and OIher N.A. 
members may be Ihe on ly volunteers in the begi nning. The 
list of \'o lunteers h'ill expand as the need increases. 

The phoneline volunteer list shou ld include alternates who 
can be called upon in the event that a scheduled volunteer 
cannot complete a shifl. 
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WHAT ABOUT A CHAIRPERSON? 

The position of chairperson must be filled imlllediatel~. 
This may be done ei ther by appoillllllelll at the regional or 
area se rvice level o r by election at a phollc1ine committee 
meeting. The chaiq)e rson will be responsible for paying bilb, 
o rgani zing and scheduling volunteers and coordinating 
communication with answering service!). These dutie!) are 
mos t efficiently carried o ut by an N.A. member with long­
term dean lime. (Depending on the area o r regio n, the time 
requirement varies from o ne to five years.) This member 
should also have a good working knowledge of the Twc!n:' 
Steps and T\,·e!\"e Tradition!) of N.A. and the personal time 
necessary to commit to this position. Man y hour!) are 
required to organi ze scheduling for volu llt ee rs and 
answering serv ices. 

GENERAL INFORMATION CHECKLIST 

The following is a general infonnation checklist for the 
beginning work of a phone1inc committee: 

I. Decide what your responsibilities will be as a committee. 

2. Determine lhe lype of phone1ine selvice best suiled 10 
your area or region (sec Sections Three and Four). 

3. Determine the COSt of a phoneline based on type of 
serVIce. 

4. Obtain an ans\\'ering service which meelS commmee 
guidelines. 

5. Prepare pho neline guidelines (see Appendix Two). 
Request sample guidelines from a nearby ASC/ RSC. 

6. Have vo lunteers !>ervc o n a rotating bas is (see Section 
Five). 

7. Hold phone1ine workshops on a regular bas is. 

8. Use the buddy system for training new vol untccrs. 

9. Prepare a log that accounts for all calls received during 
each shift (see Appendices Four and Five). 

10. Prepare, for lhe answering service, a list of lhe 
N .A. volunteers and the alternates for each shift (see 
Appendix Three). 



Section Two 
HOTLINEs, HELPLINEs AND INFO LINES 

WHAT'S THE DIFFERENCE? 

An N .A. phoneline can be tenned hotline. helpline, o r 
infoline. The difference between these terms is as (0110\\'5: 

A hotline is described in Webster's dictionary as "a direct 
telephone line in constam operational readiness so as to 
facilitate immediate communication." When a phoneline is 
termed a hotline then a recovering addict must be 
immediately ready to speak with a still-suffering addict. This 
can be done in an office where a phoneline is constantly 
being answered by a recovering addict, or when an 
answering service can immediately patch a call from a 
suffering addict to a recovering addict. If a phoneline is not 
being answered immediately by a recovering addict then it 
cannot be cal led a hotline. 

When a phoneline is termed a helpline, it implies that the 
caBer will not be in immediate comact with an N.A. 
volunteer. Most of the phonelincs that N.A. now uses are 
helplines. An N.A. phoneline tries [Q help the cal ler. The 
callers can leave their numbers and N.A. volunteers cal l 
them back. The callers can get locations and times for 
met:tings from a helpline. In addition, an N .A. volunteer can 
do Twelfth Step work with the helpline. 

An inJoline can be located at an area or regional service 
office or an answering se rvice. It also can be an answering 
machine. An infoline basically is for answcring questions 
about N.A., providing meeting times and locations, and 
responding to any requests fo r service such as P.1. o r H&I. 
Infolinl.::s must be answered by vol unteers who are trained in 
the same way as hotline or helpline volu ntcers. However, the 
vol umeers must remember that they are answering an 
in fol ine. not a hotline o r helpline. When they are working 

6 



Hotlin~5 , Helplincs and Infolincs 7 

an infoline. their primary purpose is lO give information 
about N .A. to the cal ler. Volunteers on an infoline may want 
to have a Twelfth Step volunteer list in order lO refer 
appropriate calls. 

Nole: Some communilies prOVIde muill-reference crisis hollines whICh 
use N.A. as one of thelT reforrals. /lowever, these commullit), hOllines 
are IIOt N.A . phonelines. 

In summary, if the pho neline is being answered by an 
N.A. volunteer, then it is either a hotline, helpl ine, or 
infoline. If the phoneline is being answered by an ans"'cring 
serv-ice. then it is a helplille o r infoline. Ifit is being ans,,'ered 
by an answering machine. then it is a helpline or infoline. Ifit 
is being answered by a beeper, then it is a helpline or 
infoline. 

PHON ELIN ES SPREAD THE WORD 
TO STILL-SUFFERING ADDICTS BY, 

o Giving meeting limes and places with brief directions 
o Having one-on-one conversations with a recovering 

addict via the telephone 
o Setting up in-person Twelfth Step cal ls with the suffering 

addict 
o Making referrals without endorsement 

WHAT TYPE OF PHONELIN E 
BEST SU ITS OUR NEEDS' 

The following d escriptions. with their pros and cons, may 
help you decide what type of phoneline will best su it yo ur 
needs. 

TYPE ONE-A telephone and number handled by an an­
swering service but ovmed by Narcotics Ano nymous. A 
divener or patch system is used to for.,'ard the call 10 the 
vol unteer. 
Pro-There is immediate contact with an N,A. member, 
PrO-Obtaining a phoneline under the name of N.A. is to 
ensure the same phone number is retained in case of a 
change of answering service. 
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CQl1- There must be a sufficient number of volunteers will­
ing to give up personal time in order to fill each shift. 

TYPE nVO-A telephone and number owned by and 
installed at an answering service office. The answering service 
operator takes the caller's name and number. The answering 
service then calls a volunteer from a list provided by the 
phonelinc committee. It is the responsibility of the volulllcer 
LO reLUrn the call immediately. 

The answering service records each ca11 on a log which 
includes, if possible, the time, the caller's name, the cal ler's 
phone number and the reason for the call. The disposition of 
the calls should also be indicated with the name and number 
of the phoneline volunteer to whom the call was referred (see 
Appendix Four). 

170- There is someone answering calls n ... enry·four hours a 
day. 
eOll-There is nOl initial comact Wilh an N .A. member. 
Con-The voiulllcers pay for their calls to the caller. 
Con-Some callers will be reluctant lO leave their name and 
number. 

TYPE THREE-An answering machine with a taped message 
generally located at an N.A. member's horne. The mes­
sage may list a shan definition of N .A., meeting information, 
and a request for the caller's name and number. Some 
messages also list one or tWO volunteers' phone numbers, 
and volunteers must check. the messages se,'eraJ urnes daily. 
Some areas use a longer message- perhaps three minutes­
with a more detailed description of N.A., a complete list of 
meetings, and four or five volunteers' phone numbers. For 
these, no request is made for the caller to leave a message. 
For this type, volunteers need nOt check in, but instead must 
be ready to recei,'e caJls an y lime at home. Meetings 
must also be ready for more newcomers walking in 10 their 
first meeting with no prior notice. 

Answering machines can be purchased at a variety of 
locations. In addition, machines can be relUed from the 
phone company. Some machines call answer tWO different 
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phone lines and also record incoming calls. Some machines 
can be operated by l'emOle comral, so that the phoneline 
volunteer is able to play back recorded messages at a 
convenient location. 

Pro- This is a good Slaner phoneline service for smaller areas 
with few meetings because it requires only one volullleer to 

handle the machine. and it is inexpensive to operate. 
Pro- For the longer tape, volunteers need nOt alter their 
schedules 10 receive calls. 
Pro - I f the tape contains clear, accurate information, mosl 
misplaced calls will be weeded OUI, and mosl requests for 
information will be handled without contaCt with a 
volunteer. 

COli-The type \\·hich asks the volunteer 10 leave a mes~age 
requ ires that a few volunteers work longer hours to respond 
to call s. 
COll- Some callers will be reiuClam 10 leave their name and 
number. 
COil-Some callers will feel slighted by a tape rather than a 
person answering their call for help. 

TYPE FOUR-A telephone and number owned by Narcotics 
Anonymous and physically located in an area that can be 
manned by N.A. volunteers t\\'emy-four hours a day. 

This phoneline is suggeSled for a large city. It is strongl y 
suggested thaI you have more than one line and more than 
one extension. This type of phoneline must be manned on a 
[wemy-four hour basis by N.A. volullleers. Some outlying 
areas may not have the member strength to support this type 
of service. Avoid covering too large an area. Trying to do so 
overburdens your committee and your volunteers. It also 
discourages the caller who may have to call long distance. 

Pro-The reason for obtaining a phone under the nallle of 
N.A. i~ to ensure the same phone number i~ retained in case 
of change of locat ion. 
COII- This type of phoneline requires a large mlunteer staff 
to cover all shifts. 

TYPE FIVE-Beeper systems can be utilized through 
answering services, answering machines and through a 
variety of other ways. An ans\\'cring sen' ice operator or any 
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other individual who answers the phoneline can reach the 
volunteer on duty by beeper. Investigate beeper systems 
available in your area to discover variety in cost and type. 

Pro- The volunteer doesn't have to remain at home while on 
dUl)" 

Pro- The beeper vol unteer provides a good back-up for 
regular shift5. 
COrt- There is a delay in initial contact with an N .A. member. 
COli-Some cal lers will be reluctant to leave their name and 
number. 

TYPE SIX-A loll-free statewide number in a central 
location, either in an answering service o ffice or an N .A. 
seNice office. It is answered twemy-four hours a day by an 
answeri ng service operator or an N .A. 1l1ember. The number 
may be Tellled or purchased. Sel up an appointment with 
yo ur local phone company for an accurate estimate of cost. 

Answering service ope ralOrs or N .A. members give callers 
fill:: phone number!> of on-duty N.A. volunteers according to 
geographical areas. Volunteers' names and numbers are 
given ON LY with th ei r permission and when provided by the 
phoneline commiuee. II is much less expensive to give 
t1w cal ler the information than to relay messages and have a 
volumeer make the return call. 

I'ro- There is no cost to the cal le r. 
170- One celllral number covering a larger area is simpler to 
comm unicate to the public. 
170- This type of phoneline's COSt decreases as its usage 
increases. 
COII- The init ial setup COS1 is more than other types. 
Con- This type of phoneline requires substantia] volunteer 
part ici pation and commilmcm. 

I"/ole: 'iOU /lumbers, which are charged 10 the caller, are pre-recorded, 
cOlllpuler allSll..'ered lilies which are IIOt feasible for use within Narcotics 
AflOIIJIIIOUS. 

Nole 011 costs: Ans.wering services are very competitive. 
Investigate a vanety o f services and make careful 
comparisons. Find out how rhey operate and if the service 
they pl'O\'ide will meet our needs. Request to see the number 
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o r incoming and oUigoing cal ls. Be ah'are that the cheapest 
sc rvi ce is nOt always thc best. Have a written COnt raCt 
ror service and prepare guidelines ror the ans\\'ering service 
opcrator. It may bc discovered that there may be (WO 

mo nthly bills ror answering services; the ans\,·cring service 
bill and the pho ne company bill. It is valuable to obtain an 
estimate ro r instal lation at N.A. locations because thi s is 
usually another considerable cost. 

Other phonelinc expenses to be considcred arc basic 
supplies, phoneline training packets, and P.1. mailings. 
Special Note: There are many community rererral agencies 
that encourage organizations such as N .A. to use their phone 
number. Use or such a lype or service would directly conncct 
and associate Narcotics Anon ymo us with the rererral agency. 
In the sp irit or unily and in keeping with the Twelve 
Traditions, N .A. must avoid using th is type o r service. In the 
spirit or cooperation, however, it is acceptable ror the agency 
to use a Narcotics Anonymous phone number ror rererral 
purposes. 



Section Three 

GENERAL I NFORMATIO N 
FOR VOLUNTEERS 

A phoneline volumeer is an N.A. member who ei ther 
direcuy receives caUs o r has calls referred by an answering 
sen ,jce. The first N .A. member the cal ler will come in contact 
with is usually a phondine \'ol umcer. The respo nse and 
altitude o f a vol umeer can have a lasting impress ion o n the 
cal ler. This is a service pos itio n o f great responsibi lity. 

Phonelinc vol unteers can receive cal ls fro m N.A. 
members . potential newcomers. family and friends of addictS 
and other people interested in N.A., such as profess ional s, 
students and members of the media. 

Depending o n the type of phoneline. certain call s will most 
likely have to be made at the beginning of a shift. These caJis 
might include calls to the volunteer being relieved , a call to 
the com mi uee chairperson or a call to the answering service. 

As a gene ral guide. it has been found that the phone1ine 
vol unteers are most successful if they possess certain assets 
necessary for the performance of their responsi bilities. These 
qualifi catio ns includ e: 
I. A minimum six mo nths dean time 

2. A kn owledge of the Twelve Steps and Twelve Traditions 
of Narcotics Anollymous 

3. The willingness 10 serve 

4. The wi lli ngness to give of personal time 
If your area o r region uses phoneiine and T\\,c!fth Step 

volunteers interchangeably, the clean time reqUI re­
ment should be increased to one year. An add itional 
requirement of a Twelflil Step volunteer ,,·i ll be the ability to 
provide transportation for newcomers. Service com mittees 
may find it helpful to conduct phonclincrrwelfth Step 
wo rkshops periodi call y. 

A Twelfth Step volunteer is an N.A. member whose 
p rimary o bjective is to gel the prospect ive newcomer to an 
N.A. meet ing. A Twelfth Step volu nteer is willing to spend 
personal time to take callers to meetings and talk ill length 
about recovery in N .A. 

12 
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W HAT D O THE PH ONELINE VOLUNTEER 
AND TwELFTH STEP VOLUNTEER 

NEED TO K NOW 
ABOUT ANSWER ING T H E CALL' 

" 

Upon receiving a call , the first thing to be determined is 
whether or not the caller is an addict seeking help. At thi s 
point , the fl owchan in Pan Two may be help rul in guiding 
the volumeer through the call. 

Calls rrom N.A. members are usuall y silTlple requests ror 
meeting inro rmation. These should be answered quickl ),. 
Most members readil y understand the need to keep the 
phonelines open ro r o ther calls. 

Calls rrom non-N.A. members, such ~ students, 
proress ionals, or community members, are usuall y requests 
ror general inro rmation about N.A. Thl:~c al so ~ h ou ld be 
handled quickly. The call er can be advi sed that an 
inrormational packet is available . [n this case, the volunteer 
takes Ihe name and address or tht' caller and refers th is 
inrormation to the pnson appointed to handle Ihe~e types or 
mailings . No n-addiCts who are interes ted al so can be 
rererred to open meetings . 

Calls from persons requesting speakers, interviews, elc., 
are given a b rief description or N.A. The vol unteer also 
exp lains that these types or requests need to be handled by a 
member involved willl Public Inro rmation . T he volunteer 
takes the name and phone numbe r or the caller and passes it 
alo ng to the appropriate P.L contact. P. I. members are 
exper ienced in handling public relations and keep ing withi n 
the Twelve Trad itions or N.A. 

CaJls from potential newcomers are, or cour~e , the most 
important call s received by an N.A. volunteer. 
The volumeer will give a brier introduction o r th~ N.A. 
Program, explain what lhe caBe r can expect at a me~ting and 
thaI another N.A. member will be com<lCled who callta.lk to 
them at length and take them to a meeting. 

Note; Once again, if all area or region is /ising phonelme and Twelflh 
Step volunleers inlerchangeabl)" the phollelille volullteer /fIa)' be the 
penoTl responsible for talking allmglh wilh the caller and amlllglllgfor 
transportation to a mcetil/g. 



14 A Guide [0 Phoneline Service 

Additional information that a phoneline volunteer may 
need to refer a Twelfth Step call is listed below. Explain to the 
caller that all information is confidemial but some 
information is needed in order to help them. 
I. The first name, phone number and address of lhe caller 

2. The sex of the caller (Men work with men, women with 
women) 

3. Has the caller ever been to an N.A. meeting? 

The phoneline volunteer tells the caller that someone will 
either call them back or be there as soon as possible to pick 
them up. 

The phoneline volunteer al so makes a note of any other 
pertinent information offered by the caller. It is suggested 
lhal the volunteer obtain as much information from the 
caller in as short a time as possible. After hanging up, 
the volullleer should refer to the Twelfth Step li st and call a 
Twelfth Step volunteer of the same sex and in the same 
geographical area as the caller. The name, number and basic 
information regardi ng the caIl er should be relayed to the 
Twelfth Step volunteer. Then the phoneline volunteer wails 
for the next call. 

A phoneline volunteer will need to use good judgmem 
regarding these calls. NEVER give out the name, address or 
phone number of an}' member of the N.A. Fellowship 
without permission. Refrain from using last names, places o f 
employment, etc. 

HOw TO DO A TwELFTH STEP CALL 

Aftt:r lhe Twelfth Step volunteer is given basic information 
from the phoneline volunteer, the Twelfth Step volunteer 
caJl s the addict as soon as possible. 

Nole: The phoneiille volUnletr must be toid if the Twelfth Step 
voiullletr cfllllwi return lhe call immediatei)'. The addict seelliT/g Mlp is 
expecting ({ return call. The phone/iT/e volunleer must IMn call someone 
else 10 talle the call. 

Once an available Twelfth Step volunteer is reached, the 
Twelfth Step volunteer calls back the addict. If the addict is 
willing, the Twelfth Step volunteer offers to meet with him in 
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person and/or take him to a meeting. Again, the addict 
should be willing, and not forced, to see the Twelfth Step 
volumeer or go to a meeting. 

Once the Twelfth Step volumeer arranges to meet with the 
addict, it is suggested that the Twelfth Step volunteer bring a 
currem meeting list, an N.A. pamphlet and someone else 
with him. A good perso n for a Twelfth Step volunteer to 

bring along would be either his sponsor or someone with 
Twelfth Step experience. 

Once an addict has been taken to a meeting, a Twelfth Step 
volumeer can try to arrange transportation fo r the addict to 
other meetings. 

if the addict is taken into the Twelfth Step volunteer's 
home, it is suggested that the volumeer make certain that the 
addict is not holding anything. This is also a good idea to 
consider when transporting the addict to meetings. The N .A. 
Program has one must that applies to everyone: No drugs or 
paraphernalia in our possession. This is for the prOlection of 
the Fellowship and its groups. 

Note: 1/ the addicl requires medical alientioTl, see Ilandling Crisis 
Calls in Section Four. 

If the addict begins recovery in a hospital or treatment 
cemer, Twelfth Step volumeers and other N.A. members can 
cal l regularly to let the addict kn ow that N .A. cares. When the 
Twelfth Step volunteer visits, it is a good idea to bring along 
some N .A. literature to leave for the addict, such as the Basic 
Text. 

Difficult problems may presem themselves during Twelfth 
Step work. Support of other N.A. members, sllch as setting 
up a buddy system, can be very helpful. Remember, the goal 
of Twelfth Step work is to get the addict to a meeting. 

DO'S 

Do's AND DON'TS FOR PHONELI NE 
AND TWELfTH STEP VOLUNTEERS 

* Call the answering service when you go on or off duty. 
* Call the phoneline when you are going to be OUI and 

cannOt receive calls. or when you are going to be at a 
differem phone number. 
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* Have the alternate volunteer call aher the start o f the shift 
to confirm thal you are on duty. (During the shift, the 
ahernate vol unteer can be contacted if the primary 
volunteer's li ne is busy.) 

* Answer the phone. " Narcotics Anonymous, this is (fi rst 
name) and I am an add iCl. " 

* If returning a cal l, be certain that the person req uesting 
help is on the line before identifying yourself as an add iCt 
or mentioni ng Narcotics Anonymous. 

* Find out what the call er needs. 
* Make appropriate referral s, when necessal)' [see 

Appendix One}. 

* Keep a log o f all the cal ls you answer. 

* Use the Twelfth Step list. 

* Keep calls brief. 
* Re fer tbe information from your shift to the next 

vol unteer. 

* Comacllhe phoneline chairperson if any problems ari se. 

DO N'TS 

* Don 't tl)' LO persuade the caJler to SLOp llsing if lhe call er 
doesn ' t want to. 

* Don 't spend tOO much time with people who are nOt 
addicts. 

* Don't tl)' to handle calls that you are not qualified to 

handle. 
* Don't give out other peo ple's names and/or phone 

numbers without permission. 

* Don't have personal phone calls while on dULY. 

Nole: Il is imperative that a volunteer alwa)'s remembers 10 keep 
calls as brief as possible. T)"illg up a tine for long periods of lime 
prevtT/(s other calis from comillg ill. 



Section Four 
HOW TO HANDLE SPECIAL CALLS 

HA NDLING CRISIS CALLS 

The N. A. phone1ine is strictly for dispensing infonnation 
abOlIl the N.A. Fellowship. meetings and recovery. The 
volunteer must a!,\'a\'s remember Ihal he is on l" a recovering 
addict sharing his experience. strength and hope. Neither the 
volumeer nor the answering service operatOr is a professional 
crisis counselor, doctor, or psychologist, etc.. and neither has 
the right [0 give professional advice. Calls which, in dle 
volulllcer's opinion, are beyond the boundaries of Narcotics 
Anonymous should be quick.i)' and politely divcned to the 
appropriate services available. Before providing an)' Olher 
referral number, always explain thaI NarcOli~s Anonymous 
docs not endorse or recommend any other organizations or 
institutiom and in no \\'a)' is NarcOlics Anonymous affiliated 
\"jth any emergency sen'ices, agencies or programs. We 
simply provide ahernatin: phone numbers for those caBers 
who need services OIher than N .A. 

After the volunteer has established that the caller is toO sick 
to make a meeting, the vol unt eer can refer the call er to a 
general emergency telephone number (such as 9II ) which is 
set up for all emergency crisis calls. If this is nOI possible, 
other emergency telephone numbers may be used without 
implying endorsement or recommendation of any specific 
facility by name. These numbers are usually listed by 
cOllnties or towns (sec Appendix One). 

o ETOX AN D REHABS 

Callers requeSting information about detoxification and/ 
or rehabilitation should be told that t.he volumcer is not a 
professional, and not qualified to make speci fic referrals. The 
phoneline committee should find OUt if their IOwn or county 
has a drug counseling center or similar agency which 
provides detox or rehab placement. Include their emergency 
phone number in the phoneline guidelines. 

17 
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CALLS FROM FRI ENDS AND FAMILY M EMBERS 

Although N.A. phonelines are operated for the purpose of 
al lowing add icts the opPollunity to discuss their desire to 
SLOp using. oftcn calls are received from fam ily members and 
friends o f addicts. When a family member or friend cal ls 
N.A. the volunteer must always inquire, " Does the addict 
want help?" If the answer is no, it is a sad but t fUe faci that 
there is nothing that N.A. can do fo r such an addiCl. The 
adelia must ask for help. This must be explained to the 
family or friend and they should be advised to make the N.A. 
phoneline number available to the addict. The friend or 
family member should be treated with kindness and the 
utmost patience. They may be referred to a family oriClllcd 
recovery program. Always exp lain that NarcOlics 
Anonymous does not endorse o r recommend an)' other 
o rganization or institution and in no wa)' is Narcotics 
Anon)'mous affiliated with an)' emergenq ' service, agencies 
or programs. 



Part Two 

FLOWCHARTS 
FOR ANSWERING CALLS 

(DIALOGUE) 





Color and screening have been added to me Bow 
charts '0 facilitate your tIIICIersw>dini. The grey 
screens indicate information you are receiving and 
me green indicates your _poore ODd course of 
action. 

IF USING A ANSWERING SERVICE: 

(PARAPH RASED): 

THE ANSWERING SERVICE OPERATOR WILL SAY: 
"/-Iello, I have .an N.A. caller 011 the line," or It[ have a message for 
)'ou. " 

THE VOLUNTEER WILL SAY: "ThaliR )'ou ('lame oj operator), 
I'm ready to laRt the call," or "Thank )'ou, I am read), to lake (/ 
message. " 

THE VOLUNTEER WIU. EITHER 
RETURN THE CAU. OR GREET THE CAu.ER. 

RETURNING THE CALL: Be certain the person seeking 
help is on th e line, then say: "/-Ii, lhis is lhe N.A. phone/iTlf. My 
name is (first name) and I am all addict. " 

GREETING THE CALLER OR RECEIVI NG DIRECT 
CALLS: "Hi, this is lhe N.A. phoneline. My name is (first name), 
and I'm an addict." 

THE VOLUNTEER WILL THEN ASK: "/low can I help 
you.1" The volunteer needs to determine the nature of the 
call right from the beginning. "Are )'ou calling for yourself or for 
someone else!" 

21 
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I F YOU A RE SPEAKING TO: 

LISTEN AND RESPOND TO THE ADDICT CALLER. A 
SUFFERING ADDICT WILL PROBABLY INDICATE 
THAT HEiSHE WANTS FACTS OR WANTS HELP: 

Whal is N .A.? 
"'here is a meeting tonighl? 

Whal kind 
of people go 10 N .A.? 

Does N.A. 
work for everybody? 

Tum co: 

I'm sick, depressed 
I can't SIO~ using 



F10wcharu for Answering Calls 

ADDICT WANTS FACTS 

ANSWER THE CALLER'S QUESTION . IF YOU SENSE 
THAT THE ADDICT WANTS MORE, ASK: "Do you have 
another question about Narcotics Anonymous.'" 

AFTER THE CALLER HAS ASKED ALL OF HIS/ HER 
QUESTIONS, AND IF YOU SENSE THAT THE ADDICT 
WANTS TO CONTINUE THE CONVERSATION , THEN 
ASK: "/-low are you doing!" 

THE ADDICT WILL INDICATE THAT H E/SHE IS NOT 
READY, OR THAT H E/SHE MAY BE READYTO ASK FOR 
HELP, 

MAY8I.UADY 

I'm nOt feeling good. 
I'm hooked. 

Part of me wants to stop 
and pan of me can'l. 

ASK: "What's goi71g on"" 

I'm doingjusl fine. 
I don't want to stop just yet. 

I don't have a problem. 

CONCLUDE THE CALL: "When )'ou are ready. we au heu to 
help )'ou. Our program works for those who want to stop using. Always 
remember there is a way out." <b 

END 
• 
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ADDICT WANTS HELP 

LISTEN , ACKNOWLEDGE THAT YOU HAVE HEARD 
AND ARE CONCERNED: "Sounds liJu you'rt really hurting. I 
know the desperation that JOll must be luling. Are )'OU considering 

q"iUi~g ~:g,;" (YES OR toTSUU) 

CONCLUDE THE CALL: "lVhen you au ready. wt are here to 
http JOu. For those who have the desire to stop using, (Jur program 
worh. " 

RESPOND EMPATHETICALLY. CARE AND SHARE. 
BRIEFLY TELL THE ADDICT HOW IT WAS, WHAT 
HAPPENED , AND HOW IT IS FOR YOU TODAY. YOU 
MAY SUM UP BY SAYING: "] was once completely strung out 
and tJwughl that I'd never be ablt to quit using. But I got clean in 
N.A. and luwen'[ had to use any drugs for monthsl)'tars." 

TH EN ASK: "Do you want to go to a meeting and mtd other 
people in N.A.1" 

ACKNOWLEDGE: "Well, there is a meeting at " 
GIVE THE TIME AND LOCATIO N OF THE MEETING, 
AND DIRECTIONS IF NEEDED. THEN ASK: "Do )'OU 

need a ride.1" 



FlowchartS ror Answering Calls 

CONCLUDE THE CALL: "To gtt tht most out of tht mUling. 
try to comt a ft w minults tarly. If you nu d furthtr http, giUt us a call 
agai'l. You've done lh.e right thing by calling us. I loo~ forward to 
nUtling you." 

("DO YOU WANT 
TO GO TO A MEETI THE ADDICT I NDICATES 
HE/SHE DOESN'T WANT TO GO TO A MEETI NG. 
THEN ASK: "Why not?" 

I'm lOO sick 
I don'l know 

My car doesn't work 
I can'l leave my kids 

I'm afraid 
ele. 

PROVIDE THE NUMBER FOR THE 
COMMUNITY AGENCY, COUNTY CENTER, OR 
EMERGENCY SERVICE FROM YOUR REFERRAL LIST. 
READ SECTION FOUR ON HANDLING CRISIS CALLS. 

BE SURE THAT YOU DON'T H ANG UP UNTIL YOU ARE 
CONFIDENT THAT YOU HAVE DONE ALL THAT YOU 
CAN DO FOR TH IS SUFFERI NG ADDICT. 

<$> 

25 
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ADD ICT NEEDS SUPPORT 

The following sectio n has a change of format from the 
previous pages. There are seven topic classifications of the 
addia's questions or statements followed by a suggested 
response. The addict's questions and statements may sound 
like NOT READY YET, but remember that the cal ler already 
admitted a need for help. OUf imention is to help the caller 
to focus on the solutions rather than the problems which are 
preventing attendance at N .A. meetings. 

What happens at a meeting? 

RESPOND: "We're a group o/clean addictJ who mtd regularly to 
htlp each other rtcover. Addicts shart about what it was JiAe and what 
lift is like today. Nothing is required of )'ou." 

My car doesn't work, 
elC. 

RESPOND: "Dots this probltm have a solution'" OR: "We 
have ptoplt who will give )'ou a ride." 

I don't have anyone to take care or my kids. 

RESPOND: "If )'OU have to, you can bring your kids to an open 
meeting. Or if your children art school agt, )'OU call attend tk day­
timt meetings." 
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I'm afraid. 

RESPOND: "YOU'rt not alone. During my first mutings, I was 
scared, afraid to speak and fuling very u/fconsciow. We'rt a fn·endly 
bunch. " 

can't stay straight to attend a m"elOng.) 

RESPO ND: "If )'OU have lhe desire to stop wing. then you're 
welcome. We do ask that )'OU not have any drugs or paraphernalia on 
you during the meeting." 

I'm too crazy. 
I'm too messed up 

RESPO ND: "I folt that way, loo." 

OI'HIU. 

I can't leave 
because ... of my work, 

family obligations, 
husband doesn't approve of meetings, 

etc. 
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AFTER DISCUSSING THE PRECEDING ISSUES AND 
POSSIBLE SOLUTIONS, ASK: "Do you want to go to a 
meetinfl or berhabs toOt samf. 11In" with ,tflmeone else about N.A.!" 

YES, 
I'LL GO 

, 

TALKWITH 
SOMEONE ELSE 

CONCLUDE THE CALL: "When you are ready, we arc here to 
help you. For those who want to slop using, our program works. And 
you c~ hea' how it works in ou, meetiugs." 

RESPOND AND PROVIDE THE NECESSARY IN-
FORMATION ABOUT THE NEXT AVA ILABLE 
MEETING: "Great. There is a muting at "ASK: "Do 
)'OU need a n'de!" 

CONCLUDE THE CALL: "To get the most out oftM meeting, 
try to come a few minutes early. If you need further help, giue us a call 
on the phonelint. " 
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THE TWELVE STEP PROCESS 
TELL THE ADDICT CALLER WHAT THE TWELVE STEP 
CALL IS ALL ABOUT: "There are recovering addicts in the N.A. 
Fellowship who will talk with you and give )'ou a ride to a meeting if 
)'OU want to go. I have to contact somebody who will then call you back. 
So give me your name and phone number, and stay by your phone." 

GET THE NAME AND PHONE NUMBER AND THEN 
ASSURE THE ADDICT: "Someone will call you bad as soon as 
possible. You've done the right thing by calling u.s." 

CALL THE APPROPRIATE TWELFTH STEP VOLUNTEER 
AND GIVE THAT PERSON THE ADDICT'S NAME, 
NUMBER AND OTHER PERTINENT INFORMATION . 

~ 
If you have called all the Twelfth Step volunteers who are of 
the same gender as the addict cal ler, and you have not found 
any workers available, then: 

TwELFTH STEP VOLUNTEERS 
NOT AVAILABLE 

IMMEDIATELY PHONE THE ANSWERING SERVICE OR 
YOUR ALTERNATE. INSTRUCT THE OPERATOR TO 
TAKE MESSAGES FROM ALL INCOM ING PHONELINE 
CALLERS UNTIL FURTHER NOTICE, OR ASK YOUR 
ALTERNATE TO TAKE CALLS UNTIL FURTHER 
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NOTICE. THEN IMMEDIATELY CALL THE WAITI NG 
ADDICT. EXPLAIN: "[ can't reach anybody righ!. now. Do you 
want to talk with me some more, or do you want someone to call you in 
a few Iwurs to talk with you some more?" 

C IWANTr ) ""'rLL""-w.-:.vr""'roa~SCiI"""""'.=HIEi""" 
'I'O'I'AUtTQYOU TO'CALL , 

TELL ADDI CT THAT YOU WILL ARRANGE TO HAVE 
SOMEONE IN N.A. PHO NE BACK: "l'lllt.eep trying to reach 
someone. TJuzt person will be calling you as soon as possible. So slay by 
your phone, I won't forget about you." 

KEEP TALKI NG UNTIL ADDICT WANTS TO STOP, 
CONCLUDE THE CALL BY REAFFIRM ING, "I'U keep 
trying to reach someone who can call you as soon as possible. Do you 

s'ill wa,,' so(o~ ; ll you'" ~ 

RESPOND : "I'll be sure to have someone plume you." 
I I 
I I 

CONCLUDE THE CONVERSATION, ''vau did ,he righ' 
thing by calling us. If you need more help, give us a call on the hotline." 

CALL THE ANSWERING SERVICE OR YOUR 
ALTERNATE, TAKE ANY MESSAGES, AND TELL THE 
OPERATOR THAT YOU ARE NOW AVAILABLE TO 
RECEIVE INCOMING PHONELINE CALLS, 
If at the end of your shift, yo u haven't reached a Twelfth Step 
volunteer, notify the next scheduled phoneline volunteer of 
the name and phone number of the addict who still expects a 
Twelfth Step phone call. If you can't reach the next available 
phoneline volunteer, call the chairperson. Don' t give up 
trying to help a waiting addict. 
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FOR THE FRIEND OR FAMILY MEMBER 
OF AN ADDICT 

• LLER 
INDICATBS TIlAT HEISHE 

Myoid man 
(daughter, friend, or whoever) 

is all messed up. 

BE SURE TO DETERMINE WHAT THE CALLER 
MEANS SO lHAT VOU CAN MAKE THE PROPER 
REFERRA L: "What do you meall 'all /IImtd up'!" 

He is unconscious 
and IUrning blue. 

He is violent right now. 
He is aaing crazy. 

PROVIDE THE NUMBER FOR MEDICAL EMER­
GENCIES IN YOUR REFERRAL LIST. "litre is 1M plwne 
number Jor tIm kmd of problem ... " 

MAKE SURE THE CALLER GETS THE NUMBER DOWN. 
TI-I EN SAY: "When thIS cruis paUlS, call us bad. Or beller yel, 
give tIll addlCl the pho,le/jnt /lumher so thai we Call tllt him about 
recovery frOIll drug addiction." 

<& 
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FRIEND OR FAMILY MEMBER 
WANTS INFORMATION ABOUT 

THE ADDICT'S PRACTICING BEHAVIOR 

The issue of the relationship bet\~een N.A. and other 
recovery fellowships is emotional and complicated for many 
people. N .A. can only help the addict. The family member or 
friend may be referred to a family oriented recovery 
program. Always explain that Narcotics Anonymous does 
nOt endorse or recommend any other organization or 
institution and in no way is N .A. affiliated with any other 
programs. 

DETERMINE IF THE ADDICT WANTS TO STOP 

",,"", c"+' ;"'" "" .or NO 

ASK: "Does he know you're calling"" AND "Is he thue now.1 Will 
he talk to me?" 

RESPOND: can be done for the addict until he is reaily 
willing to stop using. The addict must calif or help. It's painful to love a 
person whQ is suffering because of drngs. There are programs for loved 
ones oj addicts. I can gille )'ou lhe plwne number for one if )'OU would 
lik.e 10 halle it." 
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GIVE THE NUMBER FOR THE FAM ILY ORIENTED 
RECOVERY PROGRAM IN YOUR AREA FROM YOUR 
REFERRAL LIST. "/1m's the phone 
number for cOllllt}lcit} 000-0000. Although Narcotiu 
Anollymous dots 'WJ endoru allY other program, I'm gilling this 
number to you as a commoll courttsy. Gilll them a cali, they call 
e).-pJain their program to )'ou." 

BE PO LITE AND ANSWER Q.UESTfONS ABOUT N.A., 
BUT DON'T GET DRAWN INTO USELESS DIALOGUE. 
IF NECESSARY CONCLUDE THE CALL: "Weal NA. haue 
thu phontiine 10 }lelp suffirjllg addicts get dean. NOIIJ we lIud to 
dear this pholltiille so that addicts call caff U~. " 

END 
• 

FOR A FELLOWSHI P MAlTER 

IN RESPONSE TO YOUR Q.UESTI ON, "HOW CAN I 
HELP YOU?", T H E CALLER: 

WANTS 
TO MAKE PERSONAL CONTACT 

WITH SOMEONE IN N.A. 

I can'l make coffee IOnight, 
will you tell 

the secretary of the meeting? 

I'm all old family friend of Pele's, 
can you give me his phone number? 

Jack. will call the phoneline 
in a couple of hours . Will you tell him 

to meet me at Sam's after tonight 'S meeting? 

RESPOND: "No. /lIS the polICY of Ole phollelhle commillu thai I 
cannot accept personal messagts for sOllleone and I cannot give out the 
pholle /lumber of any person ill our Feffowship." 

~ 

" 
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TAKE THE MESSAGE. AT END OF YOUR SHI FT, 
CALL THE MESSAGE IN TO THE ANSWERING 
SERVICE OR THE PHONELlN[ CH AIRPERSON. 

~ 

We are having a staff meeting, 
can someo ne from N.A. speak to us? 

Uo you know 
the N.A. phoneline number 

for County? 

a reporter 
for the IndependelH Journal . 

Can I talk to someone in N.A. 
about the program? 

EITH ER PROVIDE THE REFERRAL NUMBER (FROM 
YOUR LIST OF PHONE NUMBERS IN THE HAND­
BOOK). OR TAKE THE CALLER'S NAME AND 
NUMBER: "res. Pitas!. give me your name and phant number and 
I will haul! tht proper person in N.A. conlact JOu within a day or two." 

BE SURE T O TELL THE PHONELINE CHAIRPERSON 
ABOUT THESE REQUESTS FROM C IT IZENS SO THAT 
WE MAY SERVE THEM COMPETENTLY! 



Appendix 1 
SUGGESTED LIST OF EMERGENCY NUMBERS 

Drug Crisis Hotline 

Suicide Prevelllion Center 

Poison Control Center 

Mental Health Emergencies 

Rape Crisis Center 

Abused Women/Men 
Services 

Child Abuse Lifeline 

Run Away Hotline 

County/Sullewide 
Emergency Number 

Family Oriented 
Recovery Program 

(NAP. - A.rJIW) 
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Appendix 2 
PHONELINE COMMITIEE GUIDELINES 

I. Purpose 
Our primary purpose is to carry the message of recove ry to 

the addict who still suITers. The best way to make ourselves 
available to those who need help is to provide a phoneline 
servi ce, where someone can call and talk anonymously with a 
recovering addict. 

The phoneline committee provides service in accordance 
with the Twelve Traditions of Narcotics Anonymous. 

I I. Committee Members 

A. Chairperson 
I . Requirements 
2. Duties 

B. Pho neline Volunteers 
1. Number o f Phoneline Volunteers 
2. Requirements 
3. Duties 
4. ShiflS 
5. Alternates 

C. Twelfth Step Volunteers 

I. Num ber of Twelflh Step Volulllcers 
2. Requirem ents 
3. Duties 
4. Shifts 
5. Alternates 

O. Representative to ASC or RSC 

Ill. Meeting Times and Procedures 

IV. Voting Procedures 
A. What Constitutes Voting Membership 

B. Requirements to Vote 

1. Attendance 



Name I Phone No. 

Appendix 3 
VOLUNTEER LIST 

I Clean Time Days Available Hours Available 



Appendix 4 
EXAMPLE OF SHIFT LOG FOR PHONELINE CALLS 

Date: 09/1 0/84 Day of Week: Monday 

Time called Who called How was the caller served 

5,55 (message from)Joe B. Called him at 6:00. Directed to meeting at 

Marin General 

6: 15 to 6:30 Mary Blue (loved one) Referred to a family program 

8:45 to 8:55 Beny Alay Referred to S.F. N.A. hot.1i ne 

9:00 to 9:05 RalphJ . Referred to Dean H. (fwelve Step call) 

9:40 to 9:50 male (name unknown) Read him meeting locations and times for 

Wednesday 

9:50 to 9:55 John Brown (clergy) Called in tOJaqui O. gam Tuesday 9/11/84 



Appendix 5 
SHIFT LOG FOR PHONELl NE CALLS 

Date: Day or Week: 

Time cal led Who called How was the calle r served 









THE TWELVE TRADITIO NS 
O F NARCOT ICS ANO NYMO US 

I. OUT common welfare should come first; personal recoueT)' depends on 
N.A. unit),. 

2. For our group pwpose Ihere IS bill Olll! ullimate Glllhorily-a loving 
God as lie may express lIimself in our group COllSciellce. Our 
leaders are bUl trusled servants, they do not govern. 

J. The oniJ requirement for lIIembers}lIp is a desire to slop using. 

4. Each grOIlP should be aulorlQmous except i1l malters affecting olher 
groups or N.A. as a whole. 

5. Each group has bill one primary pur/Jose-to car')' the mesmge to 
the addict who slill suffers. 

6. An N.A. group ought never endorse,finance, or lend lhe N.A. name 
to an)' related Jacility or outside enterprise, lesl problems of money, 
property or prestige divert us from Ola primary purpose. 

7. Eve,)' NA. group ought to be fully self-supJJorting, declining out.iide 
contributions. 

8. Narcotics Anonymous should remain forever nonprofessional, bUl 
our service centers may employ special workers. 

9. N.A., as such, ought ncuer be orgat/iud, bul we may creale seroice 
boards or committees directly responsible to those the)' serve. 

10. Narcotics Anonymous has no api/zion on outside issues>' hence the 
N. A. name oughl never be drawn into public cOl/troversy. 

11. Our public re/ations policy is based on aUraction rather than 
promotion; we need always maintain personaL anonymity at the 
lcuel of press, radio, alld films. 

/ 2. A/wnymit} is the spiritual fouru/ation of all our Traditions, ever 
reminding us to place principles before personalities. 

&pnnud p "d"",.".,. 
/1.1 ,."..1",..,.," .... 
World s ...... " /", 




