The Simple Tools

of Control

By Sam Carpenter

has an undeserved bad rap. It conjures

up the image of a type A personality
gone wild with power, who, headed down
the road of personal self-destruction, cuts
wide swaths of anxiety among all those
encountered. “Control freak” is a term that
often surfaces. But if hyper-control is a bad
thing, do we want the opposite, to be out of
control? Like everything else, moderation
is the key. In truth, most people don’t spend
enough time focusing on the methodology
of control. There is a science and an art to it.

In your answering service and in your

personal life, if you’re ready to devote some
energy and time to seizing control of your
day, let’s get technical. Center your efforts
around three primary tools: a digital voice
recorder, Microsoft Outlook, and a cellular
phone. Of course, none of these tools are
new, and they stand on their own in terms of
their usefulness. However, when one
combines them a new and powerful sense of
control is found. These tools are about the
following:

* Having a goal-oriented, consistent
strategy of communication with
others as well as yourself.

e Having efficient systems to
accomplish all necessary tasks and

I n Western culture, the word “control”

completing them promptly.

e Not suffering ineffectiveness due
to actions not taken. Most of our
failures stem from what falls
through the cracks, not from overt
mistakes.

These tools are about event control.
Think of the mind as an endless filmstrip
spewing out a stream of thoughts rushing
downhill with no rhyme or reason. How do
you trap the good ideas and slow down the
incessant mind-noise? Very simple: Carry
a digital voice recorder. When an idea
worth remembering appears, pull out the
recorder and record the thought. Then
forget it and move on, leaving your mind
with one less bit of clutter.

Conuections WMagazine Presents

For me, it doesn’t matter what I’'m
doing — I capture the thought, and my mind
is free to move on. There is nothing more to
ponder in the moment and nothing to
remember later. Daily, | review the recordings
of the past twenty-four hours, transcribing
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them into the appropriate Microsoft Outlook
task, calendar, or contact list. ~Once
transcribed, the thought has permanence and
action will be taken.

Microsoft Outlook, my second
efficiency tool, has enormous timesaving
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advantages over the classic paper-based
day planner that I lugged around for years.
Synchronizing Outlook with my PDA once a
day, all information is at my fingertips no
matter where | am. As a manager, Outlook’s
most vital feature is the task list. (Hint:
designate each manager as a “category,” thus
centralizing each manager’s various tasks in
order to better engender concise and quick
“sit-downs” to review progress on various
tasks.) Outlook’s appointment calendar and
contact information features are also vital.
Keep them up to date — and use them.

One habit that remains from my former
paper-based planner routine is my early
morning “planning and solitude session.” In
the quiet of dawn, it’s time to download the
voice recorder information into Outlook and

...the cell phone’s
best feature is its
on/off switch.

then review the tasks for the day. This
session is the day’s most significant act of
personal control.

The third efficiency component is the
cell phone. The key understanding here is

that a telephone number doesn’t represent a
place; it represents a person. After all,
people aren’t looking for the place where
Sam is located; they’re looking for Sam.
However, this fact of life can lead to a day of
unending disruption.

Everyone has a cell phone, but because
most people use it improperly, it’s often a
source of anxiety and a time-waster. This
means that the cell phone’s best feature is
its on/off switch. The primary purpose of
my cell phone is to make calls — not to
receive them — and so my phone spends a
large part of the day turned off as | divert
incoming calls to voicemail. This way | can
focus on immediate tasks without interruption.
I’ll call people back later when I am in
“callback” mode.

That’s it, three communication tools to
seize control of the day. If you can muster
the necessary self-discipline and patience to
work out the details of how the tools interface
with each other to suit your own style, you
will experience significantly more control
and peace in your day.

Epilogue: Last year | combined these
three tools into a single combination tool
(i.e., the Blackberry). | immediately hated it
and went back to using three separate tools.
The added “benefit” of having email readily
available was a distraction because there
was a subtle (and sinister) prodding to check
messages in every spare moment. =

Sam Carpenter is president of Centratel in
Bend, Oregon.
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The Belle Behind the Bells

Dear Peter:

I enjoyed reading your movie review of
The Bells Are Ringing in the August 2009
issue of TAS Trader.

Here is some background: In 1956, Mrs.
Mary Printz, better known as “Ma Belles,”
started the Belles Celebrity Secretarial Service
in New York. A few years later it became
The Belles Celebrity Answering Service —
better known simply as “Belles.” The
answering service, and Mary in particular,
became the inspiration for this musical.
Unfortunately, Ma Belles passed away
early this year, appointing me as her
legitimate successor to carry on with the
Belles legacy.

Thank you for sharing the wonderful
review.

From Roger Snyder, president, The
Belles Celebrity Answering Service, LLC

Here are some related quotes that Roger
shared with TAS Trader:

“The Belles may well be the most
famous answering service in the United
States, even though until four years ago its
own number was unlisted. It was founded
in 1956 by a smashing brunette named Mary
Printz, whose nicknames range from “Ma
Belle” to “The Witch of the East.” Mary had
been in business for just a short time when

two of her clients — songwriters Adolph
Green and Jule Styne — told her they were
going to write a musical about an answering
service and base its main character on her.
The result was The Bells Are Ringing...”
(Eisenberg, Lawrence B., “Confessions of an
Answering Service,” Cosmopolitan, Febru-
ary 1977).

“Of all the switchboard operators Mrs.
Printz trained, few were better than Miss
Holliday herself, who reported for
instruction after she was cast in The Bells
Are Ringing. Miss Holliday became so
proficient, People magazine reported in
1979, that Mrs. Printz offered her a job”
(Fox, Margalit, “Mary Printz, an Ear for the
Famous, Dies at 82,” New York Times,
March 2, 2009).

“The walls of Printz’ office are rim-tight
with autographed photos from celebrities:
Candice and Louis Malle, for example, sit-
ting in a carriage in a French field after their
marriage. The photo is inscribed: “To all our
Belles with love from Candice and Louis™”
(Larkin, Kathy, “The Woman Who Wakes
Up Robert Redford,” Manhattan Daily
News, Wednesday, August 11, 1982). =

To advertise
in TAS Trader,

please contact Valerie Port
at 866-668-6694 or
Valerie@TAStrader.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 Plnnacle. According to Vice President Deb Crown, our

support

and advice made the conversion process just about seam-

less. In addition, the product’s unique scripting power has im-
proved 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.

Towne Answering Service, Souderton, PA
Left to right: Charlie Crown, President
Deb Crown, Vice President
Nate Gefvert, Systems Administrator
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Aaron Boatin Honored with
Don Berry Award

TeamSNUG announced that Aaron
Boatin has received the Don Berry Award of
Excellence. Boatin was selected because of his
exceptional dedication and involvement in the
business and his demonstrated service to others
through TeamSNUG; he and his company are
leaders in the industry. The award was created
to honor individuals who gave of themselves
for the betterment of the telephone answering
industry and is named in remembrance of Don
Berry for his contribution to this industry.
Boatin is VP of Ambs Call Center, a telephone
answering and call center based in Jackson,
Michigan.

Direct Line Celebrates Thirty Years

Thirty years ago, Larry and Ruth
Goldenberg had a dream: to provide quality,
reliable answering services to the medical
and business community at a good value.
So on September 10, 1979, with a 557B
switchboard and ten clients, Direct Line was
born. Today, their son, Ken Goldenberg,
continues the legacy as he increases his
leadership role in Direct Line’s daily
operations and develops plans for future
growth and development.

CAM-X and WSTA to Hold Joint
Convention

The Canadian Call Management Association
(CAM-X) and the Western States Telemessaging

TAS Vendor and Supplier Listing

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

Taseco
850-638-9631
Www.taseco.com

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

WW-Qutsourcing
International Services Inc.
800-785-4766
WWW.WW-0iSi.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

mr ke tin g tas@tasmarketing.com

www.tasmarketing.com

800-369 6126

A FULL SERVICE BROKERAGE FIRM

PROFESSIONAL ¢ COURTEOUS * 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!

Is your TAS business drowning
in a bad economy?

Has your TAS provider

left you stranded?
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Association (WSTA) announced that their
respective fall 2010 annual meetings will be
held as a cooperative effort in a combined
meeting October 3-6, 2010. “This joint
meeting held at the Hard Rock Hotel in Las
Vegas, Nevada, answers our members’
choice to venture out of Canada every fourth
year for the convention,” said Linda Osip,
CAM-X executive director. Dan L’Heureux,
executive director of WSTA added, “We are
confident the combined efforts...will yield a
superior product for all participants.”

OnviSource Offers Free Pilot
Program for Its Explora Speech
Analytics Product

OnviSource announced the launch of a
pilot program for its integrated speech
analytics software, Explora. Call centers
wanting to “try before they buy” can use
Explora to automatically analyze customer
interaction calls and produce actionable
knowledge for quality assurance, compliance
management, training, sales and marketing
opportunity  detection, and business
intelligence — all in a fraction of the time it
would take to manually perform these tasks.

Telescan Introduces Live Video
Monitoring

Telescan introduced new live video
monitoring, an addition to its popular Spec-
trum® Messenger. This allows managers to
monitor up to six locations at the same time.
Either using a local LAN or used remotely,
Spectrum video monitoring allows call cen-
ters to monitor any location anywhere in the
world, as long as there is a \Web camera and
Internet access.

Professional Teledata Announces
PInnacle Enhancements

Professional ~ Teledata announced
enhancements for Plnnacle customers with
eQueue switches and all PInnacle Freedom
customers. The ACD Monitor program
shows complete details for all calls in the
ACD queue, including DNIS, ANI, client
name and 1D, and the current stage of call
handling; agent information shows the agent
mode (such as talking or working). These
enhancements are designed to be compatible
with ATSI Certification.

Amtelco Introduces IS
Appointment Scheduling

The Infinity Intelligent Series (IS)
appointment-scheduling module offers
answering services the ability to host
appointment schedules for their clients. IS
appointment scheduling offers answering
services the ability to purchase the package
and run it on their premises, run 1S appointment
scheduling as a \WWeb module using any platform,
and integrate it with Amtelco’s scripted
IS messaging or CMI Diamond contact
management database.

Cosmopolitan Medical and
Answer 1 Earn Gold Certification

Cosmopolitan Medical Communications
and Answer 1 Communications have both
requalified for the ATSI Gold 24/7 Call Center
Certification Award. The certification indicates
that they have met or exceeded high standards
in the areas of business practices, life safety,
operations, and personnel hiring, training,
and ongoing evaluations through a peer
review program focusing on a 99.9 percent
annual run time.

Jan Lee to Speak at ASTAA

The Atlantic States Telephone Answering
Association (ASTAA) announced that Jan
Lee of PaceLine Communications will speak
at its fall conference on October 14-16, 2009,
at the Loews Philadelphia. The conference
will center on services and leadership
through more effective communication.

Connections Adds Webinar
Listing Online

Connections ~ Magazine  recently
launched a new Webinar section online at
www.connectionsmagazine.com/info/
webinars.html. The page will list upcoming
industry Webinars, as well as links to recordings
of past Webinars if they are available.

TAS Equipment
* In-House Rentals
e In-House Leases or Purchase
» Affordable for any TAS T1 (PRI)
or small ISDN (BRI)

Call Ray 850-638-9631
ray@taseco.com

A NEW
TOUCH SCREEN
(very operator friendly)

SYSTEM AVAILABLE
NOW AND VERY
AFFORDABLE!

taseco.com

CLASSIFIEDS

Outsource Call Centers: Personalized Communica-
tions, providing call center outsourcing services
to other answering services, contact Stan Gardner
at 800-232-3321, sgardner@per-com.com, or
WWW.per-com.com.

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

Seeking Acquisitions: Why Limit your Options to
Only One Buyer? We will find you the right cash
buyer not only for your business but also for your
staff and customers. We'll also supply you with all of
the legal documentation saving you costly attorney
feesthatin some cases may offset any commission.
With over 365 answering services sold to date, TAS
Marketing is a name you can trust to lookout for your
interest. Call Steve Michaels today at 800-369-6126
or email him at TAS@TASMarketing.com.

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 ext
1500 or nicholas@call4health.com.

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.

Executive Recruiting: Premier Executive Search
Specialists: Search consultants to most of the top
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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 &
ssociates at 440-526-6726, rlbencin@netzero.net,
or www.RLBencin.com.

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

Seeking Acquisitions: We pay cash for your TAS.
We, ACCC, have been in business for
21 years. Confidential; call Doris 800-785-9436.
References available.
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Seeking Acquisitions: 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 Telecommu-
nications give you the best experience. Call Donna
West at 800-371-9146 to explore the options.”

Used Equipment For Sale: CadCom Equipment For
sale: 4 LineMasters, 2 DataMasters, 10 keyboards,
18 monitors, 1 fax board, 1 SI0 card, 7 blue tip
cards, 3yellow tip cards, 7 green tip cards. Asking
$9000 for all. Reasonable offers accepted. Call
800-489-0194.

Seeking Acquisitions: Reputable TAS, in
business since 1967 and still owned by the
founding family, seeks a small TAS acquisition in
Eastern US. Ideally, you're billing under $20K per
month. Smaller is better. We'll treat you right,
AND vyour employees and customers. Let's
talk. Contact Doug at 888-693-7935 or
douganswerphone@gmail.com.

New Equipment For Sale: TAS equipment:
in-house rental, leases or purchase; affordable
for any TAS. Can be used with T1 (PRI) or
small ISDN (BRI). Call Ray at 850-638-9631
or visit taseco.com

Positions =~ Wanted:  Experienced  Call
Center/TAS Manager: Five years managing
multiple locations and remote agents. Extensive
Telecom background in Customer Service.
Experience in employee evaluations, quality
control programs, payroll and account
profitability. Contact Charlie Vargas, Houston, TX
at 281-852-1740 or 832-858-1740.

Used Equipment For Sale: AccuCall 2.2:
DataServer, Recorder, SwitchServer on one

machine (server class machine two years old);
2 Acculab PRI/T1 Boards (46 Channels); 2
operator/voicemail Mutel interface boards;
8 operators & 3 managers; dispatcher server;
3fax ports; 1 email port; 1 flex port/alpha; VMII with
12 ports; AccuCall power supply; $10k 0BO; Call
Kurt 702-953-0628.

Help Wanted: IT Tech person needed.
Knowledge of Tascom is a must. VoIP boxes,
routers, forms design, and light programming
would be a plus. Work in sunny South Florida,
Miami that is. Call 305.442.1144; ask for Peter.

Used Equipment For Sale: Cad Com: New Data
Master, plus 19inch Line Master with spare cards.
Call Tom at 209-384-5803.

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.

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.

Amtelco EVE Genesis 7.5 mainframe, 2
Maxtor disk drives, 9 replacement boards
for CDU and switch, 4 power supplies, 6
monitors, 5 Amtelco keyboards, Panasonic
1080i printer. Call MDXchange for prices:
915-407-7500.

Tascom Legacy with dual distributors, 12
hard drives at least 3-4 formatted and
tested, extra controllers, 2 sets of spares, 2
899\'s, pc software and 2 gateways, DID
Link software, plus lots of extras. $5k 0BO
800-340-4350.

To list your old equipment for sale there is a
350 onetime fee. Go to www.tastrader.com/
secure/index.html and place your ad today for
our next issue.

Coming Events

October 14-16, 2009
ASTAA Fall Annual Conference
Loews Philadelphia, Philadelphia, PA
Contact Dan L’Heureux at 763-473-0210,
Dan@CallConsult.net or visit www.ASTAA.org

October 26-28, 2009
GLTSA Fall Sales and Marketing & Supervisors too!
Conrad Indianapolis
Contact Dan L'Heureux at 763-473-0210,
Dan@CGallConsult.net, or visit www.GLTSA.org

November 6-9, 2009
STA Annual Meeting
Chattanooga Choo-Choo
Contact Dan L'Heureux at 763-473-0210,
Dan@CallConsult.net, or www.sta-assoc.org

February 2-4, 2010
OEO Partnership Annual Meeting
Gaylord Texan — Dallas TX
Contact Dan L'Heureux at 763-473-0210 or
Dan@CallConsult.net

February 28-March 3, 2010
TeamSNUG Annual Meeting
L’Auberge Hotel — Del Mar, CA
Contact Dan L'Heureux at 763-473-0210 or
Dan@CallConsult.net www.TeamSNUG.com

March 14-17, 2010
PINetwork Annual Meeting
Scottsdale Cottonwood Resort- Scottsdale, AZ
Contact Dan L'Heureux at 763-473-0210 or
Dan@CallConsult.net or www.PINetwork.net

May 12-15, 2010
ATSI Annual Convention and Expo
Westin GasLamp Quarter, San Diego
For more information: 866-896-2874 or
Www.atso.org

October 3-6, 2010
CAM-X and WSTA Joint Convention
Hard Rock Hotel in Las Vegas, NV
For more information, visit www.camx.ca
and www.wsta.biz.
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