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The Conference Agenda Committee agreed that the following information from Concept XI
regarding fixed term contracts for staff should be made available with this topic.

“In the future — at those times when the rotation system does not work perfectly —
there will be the natural demand to throw it out in the supposed interest of efficiency.
Certainly our successors will be at liberty to try, but past experience surely suggests
that they may be jumping from the frying pan into the fire.

One more aspect of rotation: the matter of time. We already know that the more
responsible the assignment, the longer the term of service must be, if we are to have
effectiveness. For example, a group secretary can be changed every six months and
an Intergroup committeeman every year. But to be of any use whatever, a Delegate
has to serve two years, and a Trustee must serve four.

In the World Service Office, we have found it impractical and unfair to set any fixed
term of employment. A staff member has to have several years training. Are we
then to throw her out, just as she is getting top grade? And if she realized that she
could only serve for a fixed period, could we have hired her in the first place?
Probably not. These posts are hard to fill because they require just the right
ingredients of personality, ability, stability, business and A.A. experience. If we
insisted on a fixed term of service, we would often be forced to engage A.A.’s really
not qualified. This would be both harmful and unfair.

But we need not fear too many staff members’ getting “old in the service.” The
emotional pace of "A.A. around the clock” is too strenuous for most of them to take
for a very long period of time. Already they come and go for this and for other
personal reasons. Within reason, most of them can and must rotate from assignment
to assignment. But we should attempt no more rotation than this”.
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proposed
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An example of how one page could be changed

WE AGNOSTICS

thought it emanate from our best minds. What about
people who proved that humankind could never fly?
Yet we had been seeing another kind of flight, a
spiritual liberation from this world, people who rose
above their problems. They said God made these
things possible, and we only smiled. We had seen
spiritual release, but liked to tell ourselves it wasn't
true.

Actually we were fooling ourselves, for deep down
in  every person is  the fundament-
tal idea of God. It may be obscured by calamity, by
pomp, by worship of other things, but in some form
or other it is there. For faith in a Power greater
than ourselves, and miraculous demonstrations of that
power in human lives, are facts as old as humankind.

We finally saw that faith in some kind of God was
a part of our make-up, just as much as the feeling
we have for a friend. Sometimes we had to search
fearlessly, but God was there. God was as much a fact
as we were. We found the Great Reality deep down
within us. In the last analysis it is only there that God
may be found. It was so with us.

We can only clear the ground a bit. If our testi-
mony helps sweep away prejudice, enables you to
think honestly, encourages you to search diligently
within yourself, then, if you wish, you can join us on
the Broad Highway. With this attitude you cannot
fail. The consciousness of your belief is sure to come
to you.

In this book you will read the experience of a
person who thought they were an atheist. Their story
1s so interesting that some of it should be told now.
Their change of heart was dramatic, convincing, and
moving.

55



Example of
proposed
change #1

Further
examples of
proposed
change #1

Example of
proposed
change #1d

Example of
proposed
change #4

An example of how one page could be changed

WE AGNOSTICS

thought it emanate from our best minds. What about
people who proved that humankind could never fly?
Yet we had been seeing another kind of flight, a
spiritual liberation from this world, people who rose
above their problems. They said God made these
things possible, and we only smiled. We had seen
spiritual release, but liked to tell ourselves it wasn't
true.

Actually we were fooling ourselves, for deep down
in  every person is  the fundament-
tal idea of God. It may be obscured by calamity, by
pomp, by worship of other things, but in some form
or other it is there. For faith in a Power greater
than ourselves, and miraculous demonstrations of that
power in human lives, are facts as old as humankind.

We finally saw that faith in some kind of God was
a part of our make-up, just as much as the feeling
we have for a friend. Sometimes we had to search
fearlessly, but God was there. God was as much a fact
as we were. We found the Great Reality deep down
within us. In the last analysis it is only there that God
may be found. It was so with us.

We can only clear the ground a bit. If our testi-
mony helps sweep away prejudice, enables you to
think honestly, encourages you to search diligently
within yourself, then, if you wish, you can join us on
the Broad Highway. With this attitude you cannot
fail. The consciousness of your belief is sure to come
to you.

In this book you will read the experience of a
person who thought they were an atheist. Their story
1s so interesting that some of it should be told now.
Their change of heart was dramatic, convincing, and
moving.

55



AABASICSFORBUSYDOCTORS

We sef-identdy as
alcaholics and
choose nat o drink
alcoihal.

We have gecided thad
tecoming a member
of Ad is the Dest way

for us ta lve a sobar
i

We atlempl as besl we

fallow the

w the=e al
.org.au
& no clairms
abou? owr Teeslve
vs but are hapoy to
ak of thair
offectveness for us
Whoen ather aleoholics
asy far help, w

ansible 1o
ond by =haring

s, Heeeewer,

tikheer

nalks nior
aulfiarites an
alcahol=m. We
rEmain
ANCAymous in the
md thal peophe
will not be deterred
fram =eeking hel

Dear Health Professional

o may e camiiar wth & el o5 Anotemings, bomer
knoran a5 R, This pack conbans 2 mster pamphiet oo ring A b

i heakh professiong. Thane is a 151 ol ol mero Af mest rgs ar cnine ink 6o al

maelings, ako a kg quostonna re of the Mo rgs pampbke

Wihal your patenls wil sepenencs o AR B soopks shanng thik moowssy
cxnenos with ampang soodsg hals wilh o crrkng problem. Thoy il Trd that
while our QIearamme has o spitfual bass, wo are NOT a el gees gaamasaan. &%

i a pormuniky suppan goup awalabie all day, meery day, 197 no chage

You can fose oomfoi that A8 doos nos rake clagrass, of'er medical

ady o, oF BTdops In prolnssoral oot We o sololy dod cant ke cifenng

peophs an apmcs arity oo dosekon a st shy rg seay of Be oo rom alockol

I ol Pass ary furihar cucsions, or fyouwoad Boe 1o pot a paterl e
houch with a recovers: member, poase confact &5, We ans only foo wilicg fo ho g,

(Floase soe owver o confacl desalls )

What is AA

Aloohaics “armad Ak bo e D eoch oTnor et and sty soben Ak s
cammJarily - sasod apten Lhat mary akcahaics nose lound alkevishes the prodems
arsirg from aloamdl, The erly roqd remert Sor Ad mombershie is 2 desirn 1o shop
crinking. There aro o feos ‘or Ad merEosh p or somices.

AA 5 aworkcwide non-prefi dellowship of 12cal orouos thal has been estabisne in
Australn sion THED

Flomhbirs are anonyols bl A roods 20 oo visibbe. Fossower Aodvs paoic
roations Falicy 5 asod on alras cr rather an pramalion. heralsetelis spoak w the
madia on aenall ol &b 5o thal menDes FEmEo e arcny ols. & s 5ot alled with ans
SOt cenrcming: or, poltis, aganiaatian o insieazan. A oocs nolwish o engage in
ANy DONCTONG TS 50 K C00S nol gndarse of O35358 ary nacse. A corfines idsell 1o
P lpirg alooholics: ofer Twahae: Slep prograTs modokss o Aol
offer assistaros for ol addcions ard caber 30 e family o 1encs ol aoonolics




i Yl -

-

-

MCOE<CZOIRNNA=F0

MAh does not Keep any

rmemoership 5 i ) '
but tureralle between 5
agnd 44 pedpie attend =
edch meet ng.
Your patients can find a A LIUES INW .
_I-'_'E"t_'ﬁ'_'u_" r'."EEH",E = dafine “alcohalism® or profess any profound
El'u:' l-_-r]ﬂ Ll':-l:':_l 15 k sedge of its cause or ‘cure.
A arealinrs el = |have any opinien on pubBc policy or
ntacting AA for Practices, regarding what some
a5s5lance. {d4hour) profsssisnals term, ‘alcchal dependence and
A’
Ferth Central Sarvice = competes with other freatmenis or get into
- P 9325 3566 debates about pvidence, far, or against,
warus treatment opticns.
NonMetro., = provide drying ouf, professional freatmant,

- ar ather waelfare services.,
lsn Mational = wducade about alechal, or engage in
Ph: 1300 222 222 respare,
= provide references far any purpose
14 hiour Helplinej = solicit members, make diagnoses or offer
atvics,
= geohk or gccept contribubons from non-members,

ar any autside prganisakimm.

= join counclds or sooial agencies
= fallow-up or try to control its membaers.

fé'om Al Mo PRS are o2 W akohakos and Shair famikes and o a-yone rloresied in obving o oorsoral
crinkiTd problem or helplng someono cse 1o soke suck o orosdem. Ao "olosed moctings ask thal arly alconalics
aitend. Af members orly LS 1rsl namas al meds rgs o koo L anavymaous I someore Fappens o S50 O persan
oy wnos, both can oxooct o warm WEKom bk thoy o rot disc ose b0 culs dors whio ticy mie ot Sk The mosings ol os
a mone or kess s pattom.

& crairperson descises tho A6 prograr Edelky 1o the bttt of @y QEE-CoTots in 170 room ans cals
Spoakiors who reolo Teir perecral orirk rg hiskories o may gise Lhor imkerprelaton o recowery using Ads Teohe Steps.
Spoadnd 5 erooondped bul o compulsory.

Troer o tineds lash1or up 1o 90 minwes. & e erd lhene 15 uscally o pociod for arrounoomarts whle a
roasmunar passes oo Mt bo defray costs ol tvo meeting vonue, Romiure, and nodonia’ exoirsos Membors only dorats
i frelrg o affonc B and a gokd coln o smal noie s enough. The mooling thon adpounrs, oben Solbowed By mloeal
chaftirg.




AABASICSFORBUSYCLERGY

-identiy as
= and
s mat ta drink
aleohal.

abput owr Teelve
Steps but are hapey Lo
of Bhair
far us
aleoholics

consider curs
ansible 1o
ond by =haring

mi. Howower,
o rieithar
ionals nor
aulharitios an
alcohol=m, We
e MAin
AnCNymews in the
miediz 5o thal people
will not be deterred

Dear Pastor, Chaplain

wod ray o famiiar wth Soobcl o5 Anotpmods, boer
kRt a5 "R, This pock contans a tasher pamphbet opolo ring AsS dor
Fembors o te Clongy. Thoe & ako irformation Sor sour patie® includirg o sl

clagresis drinking Qucslicrraine, and a [kl ol al mefra anc coutsty Sl mesfings

‘Wihat sour pafenls will eponpnce o A8 5 soophke shanng thor ooceny
oD i ro With arpang soodng Rels wilh a crek ng probem. Thoy w10 Ted that
windle our Qrearamme hizs o spittual bases, we ars MOT a el geus Qpamsaan. S

I% a pommunigy suppan 3roup +ailabe al day, oeery day, 107 no chame.

Youcan tnse oomion that Sfodoos it raks cingnoss, of'er medical

adyvce, o ordaps in prolessicral srommont. We are soloky dod cated o clfening

Feophs an ap ooty o doeekop a sabshy rg way of e 1oe rom alockal

wou bawe ary Soriber cucsdons, or A you wodd b lo pk a patierl e
touch with @ recoverss membes, pease cotdact &, We anc cnby oo willicg to ho g,

(Floaso oo ower SoF conicl doeails)

What is AA

Alooraics formed Af b R D coch othor G2t and Stay Soben A 15 a
cammiacily - sxsed apTen that mary akcahodcs nase lnund allevishes the prosems
arsirg from aloond. The orly roqd nomert Sor A8 membershio s a Cesirn 1o stop
crinking. Tho'n aro o fees for A4 merEersh e or sorvicas.

A 5 awanewide non-proft iediowshio of Incal grouss that has heen estabisnss in
Ausirala siron 1545

Mombors are anony s bul Ao raads 50 oo visibke, Fowesver Ad S padic
reations pelicy is Wased on atiract or rafher than sromatior. hopalzonolics spoak 2o e
radiaan »onall ol &6 50 thal MeTioe's FEMar arcnyTols. At s 530 alled with any
seft cereminater, poltics, prgantsatian o stz on, A4 cols notwish lo engage o
Ay EROLHWETES 50 K O0cs nol ondorse of o2o0se ary causo. A0 Corfines fsall i
ralping aloshalics: ofer Twelos Slop prograTs modekss o A
offer assistamon dor otner 2ddicions ard cater 20 the famiy o Triercs ol aoondlics




* Oy P I

-
i

MO FOFRLA M ==

A does not Kes P any Thare ars
membership recorgs S

bul teewrAlly Betwesn 5

and 440 peopie attend -
each meet ng.

Your patients can find a A LUUES INW.
convenient AA meeating + define “slcoholism' or prafess any prafound
on the anclosed list of k g of its cawss or ‘cure,

local meetings or by - have any opinicn on pubBc policy or
contacling AA for Practices, regarding what some

gsgislance. {24hour) professinnals term, ‘alcohal dependence and
sl

Pevth Central Service + compebe with other freatments or get inte

Office- P 3325 3566 debates about evidence, far, or againsi,
warmus treafiment opticns.

Non-Metro, = provide drying out, professional freabmaent,

_ ar ather waolfare services.

Alsn National = wducate about aloohal, or engage in

Ph: 1300 222 222 research.

= provide references for any purposae

|44 hniir Halplinej + solicit members, make diagnoses or offer

eve Aannitises cr .

 gpak or accept contributions from non-members,

ar anmy autside greanisakin.-

= join councids or social agencies
= fallow-up or ry to control its members.

Mios if mees rgs are oacr o akcohabos and Tnedr famiies and do aryone rieresied in sobving o soesoral
crinkdng probko or helping socone cise 1o sobe suck a oradlom. A low "chosed moctngs sk thal orly akoanolics
attend. &h members orly cse 1esl names al mer: rgs 0o koo L anawsmous IF Somoore Fappens o s a persan
iy wnow, bath can oxpect o warm WEEDImE bk thoy o rot disc ose D ouls dors who ey mes oF A8, The mesdngs folow
a maore or kess so patinm.

A craiperson desctines the S prograr Erielly for tho benedl ol amvy pEs-COTEs in i roam ars cals
Spoaknrs Wl redain T pereoral drirk rg hsiores ano may giee Iher inderprelat on of recossy using A5 Tenke Soeps.
Speasited s eroolrapsd bul w0k compulsory.

Tre moetieds laslfor up 1090 minnes. &5 ord thene §s uscally o pecioc for arrcunosmerts whke a
moasuner passes (e hat bo dolray coskts ol the mecting wonue, Besalum, and nodonia cxpersos Mombors anly dorato
i inevy cam affons i and 2 qobd coinoor smal nale & encigh. The moelieg then adjourss, ahon Soloaved By miarmnal
Chiaftirg.




Australia wide Facebook Ads

Gender o
All Men

Age o

18

Locations ¢

65+

it would be adverse to

narrow the audience by any interests,
for example, “interested in alcohol”
because not everyone might show
they are interested in alcohol on
facebook yet still be an alcoholic.

| would suggest keeping it
as broad as possible.

Parameters:

30 day duration

18 - 65+ years of age
Men and women.

Even if the ad gets served to non-alcoholics

that isn't a bad thing, they might know

of a family member or friend in need of AA

DISCLAIMER: All of the following is Facebook’s
estimation based on their algorithm and data.
Based on our experience it could be below
or between the following “reach” ranges.

Here are various budgets with the parameters above
and the potential individual people rached
all amounts include GST.

$5,000

Estimated daily results

Reach @

42K-122K
-

The accuracy of estimates is based on
factors such as past campaign data, the
budget you entered, market data, targeting
criteria and ad placements. Numbers are
provided to give you an idea of
performance for your budget, but are only
estimates and don't guarantee results.

Were these estimates helpful?

Potential total 1.26m - 3.66m

$10,000

Potential total 2.49m - 7.23m

Estimated daily results

Reach @

83K-241K
—

The accuracy of estimates is based on
factors such as past campaign data, the
budget you entered, market data, targeting
criteria and ad placements. Numbers are
provided to give you an idea of
performance for your budget, but are only
estimates and don't guarantee results.

Were these estimates helpful?



$15,000

Estimated daily results

Reach©

125K-360K
—

The accuracy of estimates is based on
factors such as past campaign data, the
budget you entered, market data, targeting
criteria and ad placements. Numbers are
provided to give you an idea of
performance for your budget, but are only
estimates and don't guarantee results.

Were these estimates helpful?

$25,000

Estimated daily results

Reach©

207K-598K
E—

The accuracy of estimates is based on
factors such as past campaign data, the
budget you entered, market data, targeting
criteria and ad placements. Numbers are
provided to give you an idea of
performance for your budget, but are only
estimates and don't guarantee results.

Were these estimates helpful?

Potential total 3.75m - 10.8m $20,000

Potential total 6.21m - 17.94m $30,000

Estimated daily results

Reach @

166K-479K
—

The accuracy of estimates is based on
factors such as past campaign data, the
budget you entered, market data, targeting
criteria and ad placements. Numbers are
provided to give you an idea of
performance for your budget, but are only
estimates and don't guarantee results.

Were these estimates helpful?

Estimated daily results

Reach @

248K-717K
E—

The accuracy of estimates is based on
factors such as past campaign data, the
budget you entered, market data, targeting
criteria and ad placements. Numbers are
provided to give you an idea of
performance for your budget, but are only
estimates and don't guarantee results.

Were these estimates helpful?

Data put together by Dean S
dean@grafiko.design

0405 937 272

Potential total 4.98m - 14.3m

Potential total 7.44m - 21.5ITm



TOPIC #026: INFORMATION FROM CONFERENCE AGENDA COMMITTEE

This topic refers to a decision made by the 2001 General Service Conference.

Advisory Action #060/2001

Conference resolved that Certificates of Currency for the new Public Liability
Insurance scheme be issued to groups that register and contribute to its cost in
accordance with the distribution of surplus ratio selected by the group conscience.



CONFERENCE P1&CPC COMMITTEE
ATTACHMENT TO TOPICS #004/20 & #021/20

The following questions were raised as a result of this floor action from Conference PI&CPC
Committee 2020.

Conference 2020- Floor Action

The PI&CPC Committee request permission to take action on topics #004/2020 and #021/2020,
both topics are ostensibly to investigate and enable a “Chat Now” function on our
website, www.aa.org.au.

The Pl & CPC Committee have met with UK AA and investigated their Chat Now function on the
website www.alcoholics-anonymous.org.uk. From its conception, the UK initiative took 6 months to
become a reality - their current Chat Now Coordinator indicated we could cut this to 2-3 months
with their assistance.

The UK Chat Now is administered by an independent committee and reports to conference.
Initially through the establishment of a sub-committee from within the current PI&CPC Committee
we could form a roster of members willing and able to serve as Chat operators. Currently many AA
members are working from home, working less hours or unemployed. Full training to become a
chat operator is a mere 6 hours through several sessions.

We believe that time is of the essence for such an initiative. The latest figures for visits to
www.aa.org.au indicate traffic is higher than ever whilst many are locked down, physically
vulnerable, geographically disadvantaged or are simply more comfortable with communicating via
instant messaging and surfing the internet than by phone. This is the future communication trend.

At a cost of US$99 (approx. AU$140) per month, we believe this is a cost-effective method when
considering the phenomenal results from 4 years of operation in the UK- 56,000 individual chats,
with an average response time of 6 seconds.

Advisory Action #34/2020

Conference resolved that the Conference PI&CPC Committee investigate a Chat Now function on
our website and provide a report to be sent as an attachment with topics submitted in 2020 which
were deferred to Conference 2021.

Voting: For-21, Against-4, Abstentions-4. Carried.

The questions raised at Conference 2020 were forwarded to the current UK ChatNow Coordinator
and the following responses provided.

1. Are there any types of Government/Criminal/Working with Children checks your operators
must undergo before volunteering to operate the online Chat?

Last updated by PI&CPC 2021


http://www.alcoholics-anonymous.org.uk/

A) No, there are no checks required, the same as our telephone
responders, they are not required in Great Britain

2. Have there been any additional costs, over and above the monthly fee you pay, involved in
operating the Chat function?

A) No, only the monthly fee and any costs that the AA GB website incurs

3. Do you have a standard Duty of Care policy which would become operative in the case of
someone threatening to end their life or do some type of personal harm or intend to harm
somebody else?

A) We have protocols in place which were decided at our Annual
Conference some years ago regarding telephone responders. Decided at
Conference 2004, Committee 6 Question 2. | served on that committee the
year it was decided
https://aagb.silverink.ie/download/1/Library/Documents/Conference%20Reports%20an
d%20Background/Conference%202004/Conf%202004%20Final%20Report.pdf
Page 46

Additionally, the following pages represent the current UK flyer for volunteers, ChatNow Job
Description, Guidelines and a step-by-step description of actual service experiences and how to
deal with them. These have been adapted to, where possible, reflect the Australian website and
various service entities and outside agencies mentioned.

YIS,
2021 Conference PI&CPC Committee.
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Looking for new AA service?

NOW,

enlinG
5 “Modem-to-modem or
isllookingifoi@neWAmeEMWES; face-to-face,
A.A.s speak the language
of the heart

in all its power and simplicity”

Full job description and application forms

can be found here: h 2
www.aa.org.au/TBA j[= o you ave ...¢
Menu/TBA/TBA/TBA ... 2 years continuous sobriety?
E = ... agood knowledge of the 12 steps
and 12 traditions?
... access to a laptop or desktop computer?
Interested? ... a couple of hours a week free?
Email us: example@TBA.com.au

Chat Now (Online Responder) Job Description

Last updated by PI&CPC 2021



Purpose of role:

The main purpose of the Chat Now Help Desk is to answer live, real time queries from the still
suffering alcoholic and provide them with information about AA and the 12 Step Program.

Requirements:

2 years continuous sobriety is recommended as well as a good understanding of the AA Program
and AA Traditions, 12 Stepping and the AA 12 step service structure and the Chat Now
Responder Guidelines.

Applications will need to be endorsed by their Area or Region.

The Chat now service uses a live chat box to respond to any enquiries, so working knowledge of
and ability to operate a computer and access the internet is expected. Good communication skills,
spelling and grammar are also important

Responsibilities:

The Chat Now response service operates with members covering shifts. The duration of shifts is
flexible, up to two hours at any one time, organised on a weekly Rota. During the time on shift it is
important that members can respond immediately.

Sponsorship and Support:

During sponsorship into this service position, the Responder will be shown how to use the Pure
Chat online dashboard and coached in effective ways to respond to enquiries received. Training
will be conducted using a training page.

It will be seen that clear and simple replies that address the issues raised by the enquirer are the
most effective. There are editable ‘canned’ replies available for the more common enquiries.
Guidance will be given on how best to respond to challenging situations and emergencies.

As with all 12 Step work, we always need to show empathy towards the still suffering alcoholic.

It should be fully understood that any text, once posted on Chat Now, is reproducible and the
reputation of AA depends on our fully upholding the AA Traditions.

The Chat Now Service works as a team with all members supporting each other and sharing
experience. To aid this, there will be a Zoom Chat room for all Chat Now responders who wish to
participate.

For further information please email example @TBA.com.au

PI&CPC Sub-Committee Last Updated 02-Apr-2021

Rie o

Chat Now Guideline
Last updated by PI&CPC 2021
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Overview of ChatNow

General:

The Chat Now Response Service (CNRS) falls under the Conference PI&CPC ChatNow
Sub-Committee. The sub-committee has ultimate responsibility for the activities of
CNRS. The CNRS Administrator's role is dependent upon the approval of the
appointment of candidates to the PI&CPC sub- committee. The CNRS Administrators
will therefore have been nominated and elected to the sub- committee before taking
over responsibility for the administration of CNRS. It is recommended that there be
rotation of the Admin role within the CNRS Service Structure.

What is it? How does it work? What are the requirements?

+It is an instant response service to enquiries that come in from the AA website
*Responders pickup the enquiries via Pure Chat

+2 years continuous sobriety

*Computer literacy

*Good understanding of 12 steps and traditions

+Ability to reply quickly, i.e. start response within 20 seconds

*Able to commit to a weekly shift of one to two hours

As Electronic Communications are now such an important part of our service to the still
suffering alcoholic, it must always be borne in mind that the written word could stay in
the cyber-domain for as long as the caller chooses to keep it. This also means that the
possibility of our responses finding their way into the public domain (either via social
media or the press) is a very real possibility. So wehave more need than ever before to
be vigilant in our replies.

Responders are AA members who have 2 years continuous sobriety and have a
competent level ofcomputer knowledge and good communication and grammar skills

All applicants are endorsed by either their respective Area, GSR, Region or the sub-
committee.

Members of the Chat Now Responder Team answer live Chat requests that are
received via theChat Now window on the AA website.
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What we do:

The purpose of the Chat Now function on the AA Website is to provide an instant
response serviceto enquiries that come in from the AA website.

This will initially involve offering the newcomer the National Helpline number and/or a
local Helplinenumber and may include reassurance by explaining how it works, i.e. that
they will speak to a recovered alcoholic who will understand, advise and help. If they so
wished, the callers details couldbe passed to a local recovered alcoholic on a first-name
confidential basis. Using the caller’'s name within your replies adds a personal touch.
Remember the 1300 number is NOT 24 hrs in all areas.

Should someone say that they cannot get through on the 1300 number, ask where they
are calling from. We can then check the availability of that local helpline number.

Whether the offer is accepted or refused, then the AA meeting is then mentioned. We
offer meetingdetails should the suffering alcoholic be ready to get themselves to a
meeting.

While we aim to steer a suffering alcoholic towards the Helpline or to meetings, we
acknowledge that by its very nature, Chat Now will be an appealing channel of enquiry to
suffering alcoholics orothers who have questions about what is on offer in AA before
being ready to make personal contact.

We should recognise that a caller may be more comfortable with online contact and our
experience shows that there are often cases where a suffering alcoholic will respond well
to some identification and clarification of what AA has to offer before being gently steered
towards the Helpline or meetings. In this respect, the responder will use their own
judgement as to whether the conversationis moving towards a practical solution or not.

Our job is to actively ‘listen’ and understand exactly what is being said and/or asked for
by the chat visitor and provide them with as much information as possible in a
professional, courteous and helpful way.

We do not:

e Give medical advice. Nor do we comment on health matters, either explicitly or
implied. Forexample, depression is often associated with alcoholism....

Tell the Chat Visitor what to do or say — we only ever make suggestions

Use scare tactics under any circumstances

Undermine the Chat Visitor in any way

Engage in arguments

Show offence, even if you're feeling angry, upset or insulted

Treat the Chat Visitor harshly or sternly

React to angry or discourteous messages by responding in a similar fashion
Include direct links to web sites other than our own to avoid any inference of affiliation.
We may send links to GSB of Aus and overseas General Service Offices and
these can be foundon our website: www.aa.org.au/contact

E-mail addresses or telephone numbers may however be used in our replies.
Sponsor from here!

Use AA jargons and slogans that may confuse the Chat Visitor

Pass on any contact or personal details for Responders, Admin or any other AA
Member

e Comment on how groups are run
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Responders should

e Look carefully through the incoming message and identify any specific
vulnerabilities that may need addressing for example, cannot get to a meeting

e Try to answer any questions asked relating to AA

e Give the 1300 number letting the enquirer know that it may not be 24 hrs in all
areas.

e Where the area has been provided by the caller, offer Local helpline and times
manned

e Be understanding, compassionate and tolerant in all instances

¢ Remember that your messages, once sent, are in the public domain for as long
as the chatvisitor chooses, may be copied, and it could open to any form of
public exhibit just as the visitor may wish to publicise it

e Always be mindful of the responsibilities we assume as responders when
dealing with thoseasking for help. If we try to ensure that we act with integrity
and in accordance with our Traditions, we will not go far wrong.

In sections below, (CR) indicated that there is a Canned Response available, which can be
used oradapted to aid quick responses.

Suffering Alcoholics

1. Give them a Helpline number to ring so they can get a 12-Step call

2. Provide them with information about meetings so they could go straight there if
they wish. Indicate the meeting finder pane at the top of the page, or post a link to
the AA meeting finder(CR). If the caller gives a locality, then meeting information
can be copied from the meeting finder and posted into the chat response

3. Share our experience, strength and hope where appropriate

Offer links to relevant AA Newcomers literature (CR)

5. Note that if any information is given, the visitor should be advised to copy the
informationbefore the Chat is ended. (CR)

»

Current Members

We also receive enquiries from AA members e.g. wanting meeting details. Again, offer
meetinginformation as above.

General ‘sharing’

We are not here to 12" Step, but to try to get suffering-alcoholics to the 12! Step. Some
sharing of our experience with the visitor can provide identification to help them make the
decision to try AA. However, sharing on subjects outside AA is a No No. Experience shows
that being able to listen and

identify helps the enquirer decide what they wish to do.

Friends and Family

Many enquiries come from friends or family members with an alcoholic in their lives. These
visitors

should be thoughtfully and tactfully directed to Al-Anon (CR). We can also provide AA
telephone andmeeting details and a link to newcomers literature which they can pass onto
the alcoholic in their lifeshould they wish to. Note: Al-Ateen is part of Al-Anon and is for
children aged 12 and 17

Al-Anon Family Groups Australia: www.al-anon.org.au | 1300 ALANON (1300 252 666)
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Other Agencies

AA co-operates with these and has no affiliation to them. We have a “special
relationship” with Al- Anon, cemented by both our World Service Conferences as well as
the recovery of hundreds of thousands of families. With everyone else, advise that the
enquirer uses a search engine to find details as required. We simply pass on the
requested information with courtesy and without comment. Please don’t recommend
other agencies — it only leads to the complication later of... “ButAA told me!”

Professionals

Calls from social services, the medical community, legal authorities, colleges and public
information sources can be given a link to the Professionals page of the AA-Australia
Website: www.aa.org.au/professionals and offered contact details for GSO:

Alcoholics Anonymous Australia
Tel. 0466 319 786 (Office hours only)
Email: gso@aa.org.au | Website: www.aa.org.au

Media
Any contact from the media should be immediately directed to GSO as above.

Callers with other conditions or issues
Medical Problems

With respect to any medical problems, we suggest that enquirers contact their GP
or NHS Direct

AA has no opinion on outside issues. This saves lives. Sometimes callers or their
family or carers give us details of medical symptoms with which we are tempted to
identify — and to share back ourexperiences of GPs, alcoholic wards and the like. We
cannot give advice and sometimes our sharing of our own medical experiences can be
mistaken for the giving of advice.

What about DTs, shakes and bad hangovers, drying-out, treatment facilities,
medical problems?

As above
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Routine for being on duty

1. Logon to purechat at the appropriate time

2. Click on available for chats button

3. If you are unavailable for even a short time, making coffee or some such, mark
yourself asUnavailable, until you return

4. Responders should aim to answer chats within 10 seconds and no longer than 20
secs.

Chats going unanswered for longer periods is not good for the service

5. Read the enquiry carefully to ensure that you reply to the question asked

6. If you are nearing the end of your shift, you can switch your status to
unavailable withoutinterrupting open live chats.

7. Similarly, if you have more than one chat open and have as much as you can
manage for themoment, switch status to unavailable while you deal with the
current live chats.

8. Itis recommended that at three active chats, responders on duty should
switch to“unavailable” as to give the current visitors the proper care and
attention.

9. Anyone is free to give Ad Hoc cover. Please note the protocol listed under Ad Hoc
Shifts

10. New responders will be shadowed for the purpose of mentoring and support.

11. Transcripts of chats may be reviewed to facilitate on-going support and guidance.
Ending a session
When finishing a session it is essential to ensure that

1) all chats are closed, including those between responders

2) Switch your status to Unavailable

3) log off Pure Chat

If we miss any of these steps then we get missed chats on pure chat when there is no one
covering
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Ad Hoc Shifts

Anyone is free to give ad hoc cover. In the case where a Responder is on their
rostered shift, thefollowing etiquette should always be observed:

1. Responders switching to available whilst another responder is on a
rostered shift should bediscouraged unless agreed between both parties

2. Do not send operator Chat requests whilst the active responder is on a live
chat.

3. If you are not the rostered responder, please allow the rostered responder
time to pick upincoming chat requests, at least 20 seconds, including
second or third chat requests unlessotherwise agreed

4, It is recommended that at three active chats, responders on duty
should switch to“unavailable” as to give the current visitors the

proper care and attention.

Useful Information

Always give 1300 number for suffering alcoholics. If they tell you their location,
then give a localhelpline number if possible.

While on Pure Chat there is a facility for responders to chat privately.

All responders can see who is logged in at that moment. - note you will also see who
has closedbrowser without logging off!

When getting information, let the visitor know- i.e. “Give me
a moment...”If the caller has got what they need, don't
chase them

Don’t forget to remind to enquirer to copy and paste or note down the info given.
(CR)

Give them time to do this at the end of chat, i.e. let them close the chat.

Remember we can receive enquiries from abroad also. The 1300 number

is not suitable forthem.
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11.
12.
13.

14.

12 13 14 Steps to Chat Now

Greet everyone warmly by name and ask how we can help them.

Offer 1300 22 22 22 and local one, if they are willing to give their area.

Do not use text abbreviations or AA jargon, as enquirer may not understand.

No links to anything outside AA Australia.

Callers who threaten suicide should be offered Lifeline (CR:LifeLine) or 000
repeatedly.

‘We are not medically qualified’ CR for anything medically related, no matter how
trivial.

Go unavailable if you have maximum of three active chats, less if you feel more
comfortable doing one or two. Write “3 on, 2 on, 1 on” in the main chat Skype room to
alert free responders that the CN line is unavailable.

If you have a difficult chat, please contact one of the admin/trainers. If appropriate,
ask them to monitor or, in extreme cases, to join the chat (informing the chatter of
this first).

Do not respond to bad language or abuse. Try to remain calm and serene.

. During your shift please have following things open: Pure Chat, Zoom, Telephone A-

Z, and the AA Australia website. This saves time and frustration — especially with
more than one chat on.

Refer any Professional or Literature Order enquiries to GSO (CR: GSO)

Never start a private operator chat with a responder who is currently on a chat.
Never initiate a chat with a site visitor, even if you have been previously chatting and
have been disconnected.
Always remember Rule #62. (Twelve Steps and Twelve Traditions, Tradition 4 page
149)
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