Make Your
Billing Strategy
Work for You

There are likely as many billing plans
as there are telephone answering
services. It seems that everyone has
his or her own idea of the right way to bill
clients, with each answering service viewing
its method as superior. Yet privately, they
comprehend its shortcomings. In reality,
there is no perfect billing philosophy and
no single right way to charge clients.
Successful billing requires that TAS owners
understand their selected rate structure and
operate their answering service that enables
them to capitalize on their billing structure’s
strengths and weaknesses. Here are some
typical TAS billing plans:

FLAT RATE:

Every client is billed the same fixed
rate every month. Though not used much
any more, it was common when client
expectations were uniform and call-
processing systems were manual.

Advantages: Bills are easy to generate,
explain, and understand; all revenue is
fixed; and clients know exactly what to
expect and can budget accordingly.

Disadvantages: 1t is not fair — essentially
half of the clients are profitable, subsidizing
the other half who are not. It also attracts
high-volume (unprofitable) accounts while

discouraging low-volume (profitable) ones.

Possible abuses: Revenue stays the
same regardless if work is done; therefore,
there is no direct financial incentive to
answer calls.

Strategy: Seek low volume accounts;
streamline and automate high volume
accounts.

MODIFIED FLAT RATE:

Each client pays a flat rate, but that rate
differs from client to client based on his or
her historical usage.

Advantages: There are the same benefits
as with flat rate billing, and the disparity
between profitable and unprofitable clients
will be largely eliminated.

Disadvantages: Knowing what to bill
a new client is hard, it neglects seasonal
fluctuations, and you must continually
review client traffic for changes in usage.

Possible abuses: The initial rate might
be set too high or too low for new clients.
Failure to lower rates if usage drops
significantly will result in overbilling.

Strategy: Analyze client profitability
each billing cycle by calculating client
revenue per minute. Clients with a pattern
of low revenue per minute (unprofitable)
may need their rate increased or their
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account streamlined and automated.

UNIT BILLING:

Tracks and bills units of work, such as
calls answered and calls made; some services
charge an additional unit if a message is
taken. There is usually a base rate that
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includes an allowance of units, with excess
units being billed additionally.
Advantages: More work can be tracked
and billed; high volume and active accounts
pay more.
Disadvantages: Not all units of work
(Continued on page 2)
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require an equal amount of time and effort.
Possible abuses: Performing unnecessary
units of work under the guise of being
thorough, such as double dispatching.
Strategy: Count every measurable unit of
work. Automate time-consuming processes.

TIME BILLING:

The time operators spend working for
the client is tracked and billed. As with the
unit billing, there is generally a monthly
rate that includes a block of time; excess
usage is billed separately.

Advantages: Billing will directly
reflect the amount of time spent for that
client.
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Disadvantages: Billing complaints are
harder to resolve.

Possible abuses: Talkative operators
inflate bills.

Strategy: Provide the client with the
services they need, coach operators to be
thorough yet efficient, and make sure that
all time is tracked and billed.

TIERED TIME BILLING:

Agent time is billed the same way as
time billing; any system time or automated
activity is also billed, but at a lower rate.
System time includes non-operator activity,
automated dispatching, call screening, IVR,
voicemail, patching, and conferencing.

Advantages: All of the benefits of
minute billing; automated activity also
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Disadvantages: There are more items
to track; not all systems provide adequate
statistics.

Possible abuses: Same as for time billing.

Strategy: Be sure to track and bill all
appropriate time elements.

Other items to be considered for any
billing method are ancillary charges (fax,
email delivery, and on-call schedules),
pass-through charges (local, long-distance, and

toll-free costs), or surcharges (holiday fees).
Other issues are the length of the billing cycle
(monthly versus twenty-eight days), late fees,
and discounts for early payment.

Regardless of which method you
implement, be sure you know its strengths
and weaknesses, follow it ethically, and
pursue it strategically. With the right
approach, any of these methods can be
successful.

By Peter DeHaan
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Outsource Call Centers: Personalized Communi-
cations, contact Stan Gardner at 800-232-3321,
sgardner@per-com.com, or WWWw.per-com.com.

Seeking Acquisitions: A fair offer by an estab-
lished, reputable company for your commercial
or medical answering service (with or without
equipment). Contact Ron toll-free at 866-388-
0772 or ron@doctors-exchange.net.

New Equipment For Sale: Voice logging
recorders; easily record all conversations — just
click and play. Call 574-848-5322 for Record/Play
Tek, Inc., www.recordplaytek.com.

Seeking Acquisitions: Serious Buyer: Well
known and reputable nationwide call center
looking to acquire inbound call centers/answering
services for cash. Everything to remain in place
and as is: location, equipment, agents — the lot! If
what happens to your employees is as important

to you as getting a fair price, then you need to
call us first. We are a 350 strong Employee-
Owned Company (ESOP) where your employees
will now share in the ongoing financial strength
of the company. Contact: Grant Sibley 800-955-
9888 or email corp@mapcommunications.com.

Bilingual Call Centers: Answer Center America,
Inc, 24/7 custom bilingual call center and
answering. Call 800-270-7030 Today.

New Equipment For Sale: Mastar web and desk-
top caller-ID and messaging applications. Paper
and paperless systems: WebStar, KisStar, PollStar,
IdStar. Visit www.mastar.com or call 541-461-5235

Seeking Acquisitions: Reputable nationwide call
center owner interested in purchasing your
company. We will give your clients the attention
they deserve. Contact Nicholas at 888-422-7352
x1500 or nicholas@call4health.com.

Executive Recruiting: Premier Executive Search
Specialists: Search consultants to most of the top
ten service agencies in the US and over 50 of the
Fortune 500 companies. Small companies, too.
All custom searches using a 25,000 resume file,
plus extensive proactive calling. Dedicated tele-
sales/customer service searches since 1981 --
the first and the best. Contact R. L. Bencin &
Associates at 440-526-6726, rlbencin@netzero.net,
or www.RLBencin.com.

Seeking Acquisitions: TAS owners, time to retire
or cash out? AnsweringServiceCare.com has
been providing quality service since 1974. We
wish to acquire established answering services
on generous terms and for a fair price. Our goal
is to continue your reputation of quality and
service. Your staff can become our staff.
Confidential. Call Michael at 954-969-2336.

Seeking Acquisitions: We pay cash for your TAS.

We, ACCC, have been in business for 21 years.
Confidential; call Doris 800-785-9436. Refer-
ences available.

Help Wanted: General Managers wanted for the
world's largest telemessaging business. Are
you a team player? Are you looking for a
rewarding career? Then we want to speak to
you. We are currently seeking qualified candi-
dates throughout the United States and Canada.
Visit us at www.Answernet.com and send your
resume to employment@answernet.com.

Used Equipment For Sale: FMDS System-4 ports,
Infinity spare parts-Stargate panel and card,
Adaptec card, 3-Com card, 1 GB processor card.
All'in excellent condition. Call Scott at 253-620-
4567.

Seeking Acquisitions: Top dollar paid for your
answering service. Qualified cash buyers

800.344.9944

Towne Answering Service, Souderton, PA
Left to right: Charlie Crown, President
Deb Crown, Vice President
Nate Gefvert, Systems Administrator

Since 1968, Towne has served a wide range of medical and
commercial clients across southeastern Pennsylvania. When the
time came to move to a new platform, Towne’s leaders knew
they had only one chance to get it right. They're glad they chose
Plnnacle. According to Vice President Deb Crown, our support
and advice made the conversion process just about seamless.
In addition, the product’s unique scripting power has improved
front-line service, cut training time significantly, and helped
Towne add new staff more easily than ever. Our cutting-edge
turnkey solution can do the same for you. So get growing!

CALL 800-344-9944 TO ARRANGE YOUR
LIVE REMOTE DEMONSTRATION.
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looking for entire businesses or accounts only.
Call us first! 800-369-6126.

Seeking Acquisitions: Is it time to sell? A
successful sale depends on how your customers
are handled after the transfer. We wrote the
beek DVD on customer service. Let Focus
Telecommunications give you the best
experience. Call Donna West at 800-371-9146 to
explore the options.”

Help Wanted: Experienced CMC StarTel
programmer needed for sunny Phoenix location.
Larger service, plenty of room for professional
growth, affordable housing. Great pay and full
benefits. Recognized by Phoenix Business
Journal as a Best Places to work company for
3years. Please call Michelle at 800-900-0101 or
email your resume to michelle@cosmomed.com.

Help Wanted: Sales Representative Positions
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available in NY and NC. Other major US cities
considered. Seeking experienced team players
with proven ability to generate new business.
Well-organized individuals with proficient
computer skills, effective written, verbal and
presentation skills. Ability to establish good
working relationships, travel both within and out-
side of territory as needed. Professional attitude
and appearance. Visit us at www.medfone.com.
Email your resume to shorowitz@Medfone.com.

Businesses for Sale: 70 Seat Call Center for Sale
in Fort Worth Texas. Estimated 2 Million annual
volume in B-B lead generation. Running only
days about 60% capacity. Money Making
Machine - Will sell soon to best offer. For more
info, please call Dan Reeves at 817-423-5151.

Seeking Acquisitions: Small Nationwide
Answering Service will pay Top Dollar for your
answering service accounts or entire business.

We have time to take care of your accounts
offering them local or 800 numbers anywhere in
U.S. Contact Mr. Thomas at 877-428-9827.

Used Equipment For Sale: CadCom Equipment
For Sale: 4 LineMasters, 2 DataMasters, 10
keyboards, 18 monitors, 1 fax board, 1 SIO card,
7 blue tip cards, 3 yellow tip cards, 7 green tip
cards. Asking $9000 for all. Reasonable offers
accepted. Call 800-489-0194.

Used Equipment For Sale: AccuCall SBX 19" rack
mount server. Latest Acculab and Pika
Cards. Upgradeable Onvi's 6.XX software
release, for a very nominal charge. Great
opportunity for LineMaster users to upgrade to
the latest technology available and minimize
the training curve, or as a backup server. $5,000.
Contact Pete 813-758-1660 or  pritchie@
AnswerBayArea.com.

Asterisk is the world's leading open source software
available... for free! Butin order to apply Asterisk,
you will need our TAS software called TASterix®

TASterix® is a Full Featured Answering Service
platform powered by Asterisk!

* Local/Remote Answering Service Application

¢ Instant Disaster Recovery

233 Whitepine Creek Road
Trout Creek, Montana 59874
tas@tasmarketing.com
www.tasmarketing.com

800-369 6126

NMarketing

A FULL SERVICE BROKERAGE FIRM

PROFESSIONAL « COURTEQOUS ° RELIABLE
You tell us the shifts and hours you want filled...
And we fill them!

CALL

“utsourcing

International Services, Inc.

1-800-785-4766

24-HOUR AGENT OUTSOURCING

Only $6.79/hr. - NO OVERTIME!

Coming Events

April 17-18, 2009
CAM-X Coaching Clinics
905-309-0224

April 21-22, 2009
ASTAA Supervisor’'s Seminar
763-473-0210

April 15-16, 2009
GLTSA Sales/Supervisor Seminar
763-473-0210

May 1-2, 2009
CAM-X Coaching Clinics
905-309-0224

May 3-10, 2009
STA Conference at Sea
763-473-0210

May 19-21, 2009
WSTA Supervisors Conference
763-473-0210

June 17-20, 2009
ATSI Convention and Expo
866-896-2874

September 9-11, 2009
TUNe Fall Annual Meeting
763-473-0210

September 13-15, 2009
WSTA Annual Meeting
763-473-0210

September 22-25, 2009
CAM-X Convention
800-896-1054

October 12-14, 2009
ASTAA Annual Conference
763-473-0210

October 26-28, 2009
GLTSA Sales and Marketing
763-473-0210

November 6-9, 2009
STA Annual Meeting
763-473-0210
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