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Presto chango! Voters into fans.
Even though we have been voting by mail in Chelan County for over 3 years, 
Election Day can still be extra busy with voters coming to our office. Many 
voters like to wait until Election Day to cast, drop off or mail their ballot. 

Some it seems put off until Election Day to tell us there is a problem of some 
sort. I ask myself, “Hmm…why did the delay? The ballots were sent out 
almost 20 days ago and they are just coming in now!” I must admit I have 
had these thoughts. 

The problem is sometimes our thoughts can be revealed by our actions. 
The reality is, Election Day voters are on time and we should be prepared to 
provide them with a positive experience. The following ideas will ensure your 
voters have that experience and walk away pleased with your office.

1. Front line staff should be approachable, knowledgeable, and helpful
2. Provide more than enough information and help, anticipate questions 

voters will ask and answer before they ask
3. Have clear signs to your office and voter service centers
4. Have adequate parking available
5. Use high school students as greeters and guides if needed
6. Thank the voter for coming 

If you try these ideas, the voters who came in confused or with a problem 
will leave your office impressed with your professionalism and willingness to 
accommodate their needs. Viola! Regular ol’ voters have been transformed 
into your biggest fans.

Evelyn Arnold
Chelan County Auditor
Evelyn.Arnold@co.chelan.wa.us
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How to quiet your phones 
on election day
On election day, the phones would ring off the 
hook.  Most of the calls were simple to answer 
- Where’s my poll site?  Where can I drop off 
my ballot?  Where can I get a replacement 
ballot?  Where can I find information about the 
candidates?  Answering the questions tied up 
valuable, experienced staff on election day.
 
Several years ago, we found a reasonably priced 
solution that frees up the staff in our office - an 
answering service.  The most frequently asked 
questions were identified and standard answers 
were scripted.  Now, on busy election days, 
our phone calls are answered at the answering 
service.  They handle the majority of the 
questions and transfer to us only those callers 
who need the assistance of our experienced staff.  
 
The answering service also is a call center.  They 
make the phone calls to voters with mismatched 
or missing signatures during the three days prior 
to certification.  The cost for the two services 
ranges from $800 for normal General Elections 
to $1,000 for our heavy volume during the 
Presidential General Election in 2008.  
 
Besides freeing up staff, we noted other benefits 
from using the contracted services.  The noise 
level in the office is lower, which reduces stress 
on the staff.  Phone lines are not continually tied 
up during the entire day, which means the critical 
calls that need immediate action get through to 
us.
 
For the large elections that have a heavy volume, 
an answering service can be a sanity saver.  
 
Vicky Dalton
Spokane County Auditor
vdalton@spokanecounty.org 

Working with media: top 7
1.  Your office will receive more media coverage 
on Election Day than any other, so be ready. 

2.  Results are what the media need most for 
their election stories, so let them know when 
they can expect new and updated results to be 
available. 

3.  Try to anticipate their questions (especially 
hard ones) and be ready with facts and figures. 

4.  Think about what you want to say before you 
speak to a reporter. Think ahead about what 
messages you want to convey to the public via 
the media. 

5.  Keep your answer short but speak in complete 
thoughts, especially radio interviews. Don’t 
ramble. 

6.  If you don’t have an answer, say so and tell 
the reporter you will provide an answer ASAP. 
Never say “No comment.” It looks like you’re 
being evasive.  

7.  If a reporter is silent after you answer a 
question, don’t feel that you need to talk more. 
Wait for the next question.

Brian Zylstra
Deputy Communications Director
bzylstra@secstate.wa.gov


