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THE TWELVE STEP PROCESS

TELL THE ADDICT CALLER WHAT THE TWELVE STEP
CALL IS ALLABOUT: “There are recovering addicts in the N.A.
Fellowship who will talk with you and give you a ride to a meeting if
you want to go. I have to contact somebody who will then call you bach.
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 back as soon as
possible. You've done the right thing by calling us.”

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 caller, and you have not found
any workers available, then:

N 4

TWELFTH STEP VOLUNTEERS
NOT AVAILABLE

IMMEDIATELY PHONE THE ANSWERING SERVICE OR
YOUR ALTERNATE. INSTRUCT THE OPERATOR TO
TAKE MESSAGES FROM ALL INCOMING PHONELINE
CALLERS UNTIL FURTHER NOTICE, OR ASK YOUR
ALTERNATE TO TAKE CALLS UNTIL FURTHER
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NOTICE. THEN IMMEDIATELY CALL THE WAITING
ADDICT. EXPLAIN: T can’t reach anybody right now. Do you
want to talk with me some more, or do you want someone to call you in
a few hours to talk with you some more?”

TELL ADDICT THAT YOU WILL ARRANGE TO HAVE
SOMEONE IN N.A. PHONE BACK: “I’ll keep trying to reach
someone. That person will be calling you as soon as possible. So stay by

your phone, I won’t forget about you.”

KEEP TALKING UNTIL ADDICT WANTS TO STOP.
CONCLUDE THE CALL BY REAFFIRMING: “TU keep
trying to reach someone who can call you as soon as possible. Do you

still want someone to call you?” I
‘ |

RESPOND:  “T’ll be sure to have someone phone you.”
I 1

1 i
CONCLUDE THE CONVERSATION: “You did the right
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, you 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.




31

Flowcharts for Answering Calls

FOR THE FRIEND OR FAMILY MEMBER
OF AN ADDICT

. EEEED

My old man
(daughter, friend, or whoever)
is all messed up.

-+
BE SURE TO DETERMINE WHAT THE CALLER
MEANS SO THAT YOU CAN MAKE THE PROPER
REFERRAL: “What do you mean ‘all messed up’?”

(eneeian) Cortilfn)

He is unconscious He won't stop

and turning blue. using coke, pot, etc.
He is violent right now.

He is acting crazy.

r.

PROVIDE THE NUMBER FOR MEDICAL EMER-
GENCIES IN YOUR REFERRAL LIST. “Here is the phone

number for this kind of problem...”

MAKE SURE THE CALLER GETS THE NUMBER DOWN.

THEN SAY: “When this crisis passes, call us back. Or better yet,
P give the addict the phoneline number so that we can tell him about

recovery from drug addiction.”
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FRIEND OR FAMILY MEMBER
WANTS INFORMATION ABOUT
THE ADDICT’S PRACTICING BEHAVIOR

The issue of the relatonship between 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

ASK:  “Does he know you're calling?” AND “Is he there now? Will
he talk to me?”

USING: “Does he want to stop using?”

RESPOND: "“Nothing can be done for the addict until he is really
willing to stop using. The addict must call for help. It’s painful to love a
person who is suffering because of drugs. There are programs for loved
ones of addicts. I can give you the phone number for one if you would
like to have it.”
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GIVE THE NUMBER FOR THE FAMILY ORIENTED
RECOVERY PROGRAM IN YOUR AREA FROM YOUR
REFERRAL LIST. “Here’s the phone
number for ___________ county/city 000-0000. Although Narcotics
Anonymous does not endorse any other program, I'm giving this
number to you as a common courtesy. Giwe them a call, they can
explain their program o you.”

BE POLITE AND ANSWER QUESTIONS ABOUT N.A,,
BUT DON'T GET DRAWN INTO USELESS DIALOGUE.
IF NECESSARY CONCLUDE THE CALL: “We at N.A. have
this phoneline to help suffering addicts get clean. Now we need to
clear this phoneline so that addicts can call us.”

FOR A FELLOWSHIP MATTER

IN RESPONSE TO YOUR QUESTION, “HOW CAN 1
HELP YOU?”, THE CALLER:

I can’t make coffee tonight,
will you tell
the secretary of the meeting?

1
I’'m an old family friend of Pete’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. It is the policy of the phoneline committee that I
cannot accept personal messages for someone and 1 cannot give out the
phone number of any person in our Fellowship.”

33
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TAKE THE MESSAGE. AT THE END OF YOUR SHIFT,
CALL THE MESSAGE IN TO THE ANSWERING
SERVICE OR THE PHONELINE CHAIRPERSON.

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

' Do you know
the N.A. phoneline number
for—___ County?

I
I’'m a reporter
for the Independent Journal.
Can I talk to someone in N.A.
about the program?

EITHER PROVIDE THE REFERRAL NUMBER (FROM
YOUR LIST OF PHONE NUMBERS IN THE HAND-
BOOK), OR TAKE THE CALLER'S NAME AND
NUMBER: “Yes. Please give me your name and phone number and
I will have the proper person in N.A. contact you within a day or two.”

BE SURE TO TELL THE PHONELINE CHAIRPERSON
ABOUT THESE REQUESTS FROM CITIZENS SO THAT
WE MAY SERVE THEM COMPETENTLY!



Appendix 1
SUGGESTED LIST OF EMERGENCY NUMBERS

Drug Crisis Hotline

Suicide Prevention Center

Poison Control Center

Mental Health Emergencies

Rape Crisis Center

Abused Women/Men
Services

Child Abuse Lifeline

Run Away Hotline

County/Statewide
Emergency Number

Family Oriented
Recovery Program

(NAR-ANON)
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Appendix 2

PHONELINE COMMITTEE GUIDELINES

I.  Purpose

Our primary purpose is to carry the message of recovery to
the addict who still suffers. The best way to make ourselves
available to those who need help is to provide a phoneline
service, 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.

II. Committee Members
A. Chairperson

L.
2

Requirements
Duties

B. Phoneline Volunteers

1
27
3.
4
5

Number of Phoneline Volunteers
Requirements

Duties

Shifts

Alternates

C. Twelfth Step Volunteers

1
2
3.
4
5

Number of Twelfth Step Volunteers
Requirements
Duties

Shifts
Alternates

D. Representative to ASC or RSC
III. Meeting Times and Procedures

IV. Voting Procedures
A. What Constitutes Voting Membership

B. Requirements to Vote

1.

36

Attendance
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Appendix 3
VOLUNTEER LIST

Name

:

Phone No.

I Clean Time

Days Available

Hours Available




Appendix 4
EXAMPLE OF SHIFT LOG FOR PHONELINE CALLS

Date:  09/10/84 Day of Week: Monday
Time called Who called How was the caller served
9:55 (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 Betty Aloy Referred to S.F. N.A. hotline
9:00 to 9:05 Ralph J. Referred to Dean H. (Twelve 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 to Jaqui O. 9am Tuesday 9/11/84
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Appendix 5
SHIFT LOG FOR PHONELINE CALLS

Date: Day of Week:

Time called Who called How was the caller served
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10.

LL.

12.

THE TWELVE TRADITIONS
OF NARCOTICS ANONYMOUS

Our common welfare should come first; personal recovery depends on
N.A. unity.

For our group purpose there is but one ultimate authority—a loving
God as He may express Himself in our group conscience. Our
leaders are but trusted servants, they do not govern.

The anly requirement for membership is a desire to stop using.

Each group should be autonomous except in matters affecting other
groups or N.A. as a whole.

Each group has but one primary purpose—to carry the message lo
the addict who still suffers.

An N.A. group ought never endorse, finance, or lend the N.A. name
to any related facility or outside enterprise, lest problems of money,
property or prestige divert us from our primary purpose.

Every N.A. group ought to be fully self-supporting, declining outside
contributions.

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

N.A., as such, ought never be organized, but we may create service
boards or committees directly responsible to those they serve.

Narcotics Anonymous has no opinion on outside issues; hence the
N.A. name ought never be drawn into public controversy.

Our public relations policy is based on attraction rather than
promotion; we need always maintain personal anonymity at the
level of press, radio, and films.

Anonymity is the spiritual foundation of all our Traditions, ever
reminding us to place principles before personalities.

Reprinted for aduptation
by permission of A.A.
World Services, Ine.






