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Many answering service owners
consider changing the name of
their company from time to time.

Changing your name sounds exciting,
providing an opportunity to play in the
strategic branding arena and escape the
day-to-day concerns of staffing and hold
times. However, it can be a costly and a
dangerous minefield if not planned well and
executed with precision. A few years ago,
I changed the name of my business from
Metro Message Services to Information
Communications Group. Here is how we
proceeded and what we learned:

WhyWe Changed Our Name:
I increasingly found myself saying to

prospects, “I am not just a message center.”
This had become necessary as I positioned
the multifunctional capabilities and capacities
of my business to executives and board
members of my new target prospects beyond
the medical community. It became evident
that this target population of decision makers
had a preestablished definition of my business
based on its former name, Metro Message
Services Inc. Since our inception, we
evolved from:

• Being locally focused to an inter-
national and multilingual focus

• Being labor intensive to becoming
Web-enabled and highly automated

• Being internally focused to seeking
alliance partners

• Beingsegment specific to strategically
seeking diversity

With continually strained margins in
the traditional live medical answering service
arena, we had grown to a level where a
significant percentage of revenue began to
come from other sources. These segments
have expectations beyond that of the local
medical community. We looked to find a
way to be service sensitive to our roots but
yet present an image that met the expectation
of the growth markets of Fortune 1000
companies and notable nonprofits. Central
in this discussion was a complete costing of
the name change and a projection of the lift
in targeted relationships we would need to
pay it back in twelve months.

Planning:
Our first discussions about name

change began when we completed a
strategic review of the business. At minimum,
a twelve-month planning process is
recommended, as the name change in and
of itself is the major component of an
annual marketing plan.

In our case, it was a two-year process.
In the first year, we developed and
implanted the products, technologies, and
resources necessary to be what we want to
be. During the second year we incorporated
the name change into our annual marketing
plan:

• Staging and coordinating annual
media placements like Yellow
Pages

• Lowering the emphasis of “brand”
and reducing media expenditures
in advance of the name change

(Continued on next page)
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• Running off inventory of all brand
supporting collateral material

Measuring Success:
The simple response to this subject is

the return on investment (ROI). We knew
what our costs for the name change were.
A careful tracking of new business over the
ensuing thirty-six months would allow us
to measure our success and track the ROI.
Our definition of success was growth in the
business segments we have targeted. Be-
yond that, we became more sensitive to lis-
tening to the market and our prospects.

Picking a Name:
We wanted a name that:
• Reflected what we presently did

and planned on doing in the future
• Would not limit our capacity to do

more in the future
We did not deploy an external focus

group but opted instead for a focus group
of our constituencies: employees, customers,
vendors, and industry experts. The synthesis
of this effort was the realization that
we generically deal with two subjects:
information and communication. From
there, Information Communication Group
was formed.

What We Learned:
We learned many valuable lessons

along the way. Here are our recommendations
for anyone considering changing the name
of their answering service:

• Anticipate heavy marketing
expenditure in year one of the
name change. It makes no sense
to go through the effort and not tell
anyone. Additionally, you will
have to consider “transition
promotions” as you may reference
your old identity in selected
media. Do not assume that your
clients or market saw your letter or
ad announcing the change.

• Do not become consumed in the
graphic design elements of the
name. Seek professional counsel
here. Every little decision, such as
the number and type of colors in
your logo, can have major financial
implications over time.

• Develop a complete communication
matrix for the name change. Provide
at least two direct communications
with each constituent group
(client, vendor, intermediary, and
so forth).

• Consider a public relations agency
to support your program. We can
all prepare media kits, but securing
placement is their expertise.

(Continued on next page)
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• Do an inventory of every item
with your logo on it to work towards
updating, consolidating, and
eliminating every possible form
and document you can. This can
be a surprise cost-benefit of the
program.

• Check with governing agencies
for possible duplication, and
register your new name with
the help of legal counsel.
Also, check that an appropriate
Web address is available and
secure it.

• Determine the balance of
expenditure between Web site
redesign and the investment in
new paper and trade show marketing

material. A new name and look
means a new Web site.

Several years after our name change,
we at Information Communications Group
are delighted with the overall experience of
the name change. We received feedback
from our clients that was above our
expectations. It gave our employees a lift,
and our promotional initiatives have born
much fruit.

Changing your answering service’s
name is not a task to be entered into lightly,
but with creative thought, careful planning,
and meticulous execution, the results can be
well worth the effort – it has been for us!

Visit Information Communications
Group at www.infocg.com.

Thinking About a Name Change?

MEDICALCALLCENTER
NEWSLETTER

The premier issue of Medical Call Center News was recently
published and emailed to subscribers.

Go to www.medicalcallcenternews.com to subscribe or read the first issue.

Medical Call Center News is sponsored by Amcom Software

Alston Tascom, Inc.
866-282-7266,
909-517-3660
www.alstontascom.com

Amtelco
800-356-9148
or 608-838-4194
callcenter.amtelco.com

ATSI
603-362-9489
www.atsi.org

Professional Teledata, Inc.
800-344-9944
www.proteledata.com

Startel
800-782-7835
www.Startelcorp.com

Szeto Technologies
www.szeto.ca
888-421-3737

TAS Marketing
800-369-6126
www.tasmarketing.com

Telescan, LLC
800-770-7662
www.telescan.net

WW-Outsourcing
International Services Inc.
800-785-4766
www.ww-oisi.com

1351 Vintage Pl., Chino, CA 91710
866-2-TASCOM • 866-282-7266
Fax 909-517-3670
info@alstontascom.com

www.alstontascom.com

TAS Vendor and Supplier Listing
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OOuuttssoouurrccee  CCaallll  CCeenntteerrss::  Personalized Communi-
cations, contact Stan Gardner at 800-232-3321,
sgardner@per-com.com, or www.per-com.com.

SSeeeekkiinngg  AAccqquuiissiittiioonnss:: A fair offer by an 
established, 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.

SSeeeekkiinngg  AAccqquuiissiittiioonnss::  Top Dollar paid for your
answering service.  Qualified cash buyers looking
for entire businesses or accounts only.  Call us
first!  800-369-6126.

SSeeeekkiinngg  AAccqquuiissiittiioonnss::  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
ext 1500 or nicholas@call4health.com.

NNeeww  EEqquuiippmmeenntt  FFoorr  SSaallee:: Voice logging
recorders; easily record all conversations – just
click and play.  Call 574-848-5322 for Record/Play
Tek, Inc., www.recordplaytek.com.

SSeeeekkiinngg  AAccqquuiissiittiioonnss::  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 impor-
tant 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. 

BBiilliinngguuaall  CCaallll  CCeenntteerrss::  Answer Center America,
Inc, 24/7 custom bilingual call center and 
answering.  Call 800-270-7030 today.

EExxeeccuuttiivvee  RReeccrruuiittiinngg:: 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
telesales/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.

SSeeeekkiinngg  AAccqquuiissiittiioonnss:: 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.  
AnswerServiceCare.com

NNeeww  EEqquuiippmmeenntt  FFoorr  SSaallee:: Mastar web and 
desktop caller-ID and messaging applications.
Paper and paperless systems: WebStar, KisStar,
PollStar, and IdStar.  Visit www.mastar.com or
call 541-461-5235

SSeeeekkiinngg  AAccqquuiissiittiioonnss::  We pay cash for your TAS.
We, ACCC, have been in business for 21 years.
Confidential; call Doris 800-785-9436.  Refer-
ences available.

HHeellpp  WWaanntteedd::  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 
candidates throughout the United States and
Canada.  Visit us at www.Answernet.com and send
your resume to employment@answernet.com.

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
PInnacle. 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.
800.344.9944

Towne Answering Service, Souderton, PA
Left to right: Charlie Crown, President

Deb Crown, Vice President
Nate Gefvert, Systems Administrator

CLASSIFIEDS

1-800-785-4766

Asterisk is the world’s leading open source software 
available… for free!  But in 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

TASMarketing
A  F U L L  S E RV I C E  B R O K E R A G E  F I R M

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

800-369 6126
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SSeeeekkiinngg  AAccqquuiissiittiioonnss:: Is it time to sell?  A 
successful sale depends on how your customers
are handled after the transfer.  We wrote the
book DVD on customer service.  Let Focus
Telecommunications give you the best experience.
Call Donna West at 800-371-9146 to explore the
options.”

HHeellpp  WWaanntteedd::  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 3
years.  Please call Michelle at 800-900-0101 or
email your resume to michelle@cosmomed.com.

HHeellpp  WWaanntteedd::  Sales Representative Positions
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 
outside of territory as needed.  Professional 
attitude and appearance.  Visit us at 
www.medfone.com.  Email your resume to
shorowitz@Medfone.com.

UUsseedd  EEqquuiippmmeenntt  FFoorr  SSaallee::  Voice Logging
Recorders: Easily record all conversations -- just
click and play.  Call 574-848-5322 for Record/Play
Tek, Inc., www.recordplaytek.com.

EEqquuiippmmeenntt  WWaanntteedd:: Looking for Telescan 
keyboards.  Please email me at 
aggie@securityalarmcorp.com.

CLASSIFIEDS
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Coming Events
JJuunnee  1177--2200,,  22000099

ATSI Convention and Expo

866-896-2874

www.atsi.org

� � � � � � � � � � � � � �

SSeepptteemmbbeerr  99--1111,,  22000099

TUNe Fall Annual Meeting 

763-473-0210

� � � � � � � � � � � � � �

SSeepptteemmbbeerr  1133--1155,,  22000099

WSTA Fall Annual Meeting 

763-473-0210

� � � � � � � � � � � � � �

SSeepptteemmbbeerr  2222--2255,,  22000099

CAM-X Convention

800-896-1054

www.camx.ca

� � � � � � � � � � � � � �

OOccttoobbeerr  1144--1166,,  22000099  

ASTAA Fall Annual Conference  

763-473-0210

www.ASTAA.org 

� � � � � � � � � � � � � �

OOccttoobbeerr  2266--2288,,  22000099

GLTSA Fall Sales and Marketing

763-473-0210

www.GLTSA.org  

� � � � � � � � � � � � � �

NNoovveemmbbeerr  66--99,,  22000099

STA Annual Meeting

763-473-0210

www.sta-assoc.org  

Garage Sale
TAS Trader is providing this "garage sale" 
listing section to help you find a home for old
and obsolete, but still working equipment.
This will also free up storage space and keep
harmful electronics out of the landfill.

To list your old equipment for sale there is a 
$50 onetime fee.  If you are willing to give it 
away, then your ad will be free.  Go to
www.tastrader.com/secure/index.html and
place your ad today for our next issue. 

SHARING IS CARING
Share your TAS news and articles for the next issue of TAS Trader.  

Email them to peter@TAStrader.com by August 1 to be in the August issue.

Tadiran PRI-23IPX boards (fits newer 
IPX 500/800 wall/rack mount chassis).  Two 
available at $450.00 each.  Call Charlie at 
215-723-4316.


