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With rapidly improving diagnostic
technologies, physicians are con-
tinually challenged to learn more

and do more.  Patient care may be technically
improved as a result, insurance companies
and third party administrators may be made
happy by their efforts, and the care team may
take pride in efficient and effective medical
treatment.  However, patients may often feel
as if they are only a small part of a thoroughly
mechanized, automated, and impersonal
process.  Too often, they are right.

Studies have shown that medical litigation

is greatly influenced by a patient’s relationship
with their physician.  The more a patient feels
they have been heard and can share their 
concerns with their physician, the less likely
that patient is to sue – even when the physician
has made an error.  

In the United States, medicine is practiced
in a team environment.  The physician is 
typically in charge of the team, which often
includes physician’s assistants, nurses, aides,
technicians, and front office staff – as well as
the practice’s telephone answering service.  As
the practice’s primary ambassador after-hours,

patients may associate a poor answering service
with substandard care if calls are mishandled.
Conversely, an outstanding answering service
will project a practice’s focus on patient care
and professionalism 24/7.  

“A great answering service may greatly

assist the patient/physician interface, improve
and solidify patient relationships, and add to
the practice’s bottom line.  If your answering
service is merely serving as a voicemail system
with a live operator, you are missing the 
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boat,” stated Nancy Duncan of On Ramp
Medical Communications.  “Beyond the crucial
after-hours interface with patients, a great 
answering service can add to office profits,
patient satisfaction, and retention by providing
appointment reminders, surgery or appointment
cancellations, Rx refill information, and 
patient surveys.”  

A great telephone answering service
knows that they are an extension of their
client’s practice.  Therefore, answering service
training should include both initial and 
ongoing instruction with a focus on patient
service and client profiles.  A great service
will utilize current and upgraded software and
hardware with backup capability in the event

of power failure, severe weather, or disaster.
A great answering service will regularly 
communicate with their clients, keeping them
abreast of opportunities to improve patient
communication during and after office hours,
thus increasing office profitability.  

“At the end of the day, a great answering
service recognizes their importance to the 
patient care equation, understands that they
are an extension of the medical practice, adds
to the practice’s bottom line, and delivers
professionalism and value far beyond the 
expectations of the practice,” continued 
Duncan.  “An answering service does more
than just answer patients’ calls; their influence
on patient satisfaction is enormous.”

D. E. Murray is a freelance writer 
residing in Florida

As a publisher, December is a slower
time of the year for me.  It's not that
I have less work to do, but I have

fewer interruptions in the form of ancillary
email messages and phone calls.  Conversely,
for most answering services, the winter 
holidays present the opposite scenario, with
the days leading up to Christmas being busier
– and for some services, significantly busier.
The amount of increase in December call
volume varies by region and client mix.
While some call centers see little change in
call volume during the winter months, most
see an increase.

In cases where the increase is moderate, it
is handled using existing staff, with operators
working more hours and additional shifts or
former operators being pulled in from other 
departments.  The goal is to not increase the
employee count if possible and to avoid having
to let people go when the holiday rush is over.

For answering services with a greater 
influx of calls – such as those that also do
some order taking – existing staff is often 
inadequate to cover the projected traffic.  In
these instances, temporary staff is needed.  
Although hiring temporary holiday staff – be
it directly or indirectly through a staffing
agency – is daunting and draining, there is an
upside.  These short-term workers give the 
answering service an opportunity to evaluate
their skill and effectiveness, picking out the best
for possible permanent status come January.
This may be the ultimate agent-screening tool,
one that produces the best possible evaluation.  

Regardless of which category your 
answering services fits into – whether you

see a slight increase, a moderate bump, or a
big jump – one thing can be expected: 
January should be a slower month, requiring
fewer hours on the schedule.  Moreover, this
year things are compounded by worries over
the economy and wonderings of how much
longer the recession will last.

With this as the backdrop, I offer the 
following considerations for January:
• Staff morale will become an even 

bigger issue.  In December, the goal was
to keep staff motivated amid an increase
in calls, complaints, and fatigue,
whereas in January, the need is to keep
morale up in the face of reduced hours,
fewer shifts, and possible terminations
for temporary staff or even layoffs for
permanent staff.  Even though things
have slowed down, morale is still an
issue that can’t be overlooked.

• Slower times are a great opportunity to
renew quality initiatives and provide addi-
tional training.  Side-by-side coaching and
silent monitoring can once again be given
the attention and priority they deserve. 

• When hours need to be cut, the weaker
staff should bear the brunt of it.  Some
operators may not have what it takes to
provide the quality service that you seek,
while others might have given up trying
and are merely coasting.  Terminating the
obviously weaker agents sends a powerful
message to stronger agents that their
good work is noticed and apprecated. 
A slower January is not a time for either

fear or relaxing but a time of opportunity;
don't miss it.

A Great Answering Service

Seasonal Traffic Opportunities
By Peter DeHaan



January 2010 • www.tastrader.com • 3

TAS Trader Goes Monthly
Starting in 2010, TAS Trader will be 

published monthly and distributed the first 
Thursday of each month.  Launched in April
2009, TAS Trader was initially a bimonthly 
e-publication.  In addition to the premier issue in
April, there were four other issues in 2009: 
June, August, October, and December.  All 
of these issues are archived online at
www.tastrader.com/issues/index.html.  There are
currently 3,000 subscribers to TAS Trader, which
covers the telephone answering service industry. 

STA Webinars 
The Southern Telemessaging Association

(STA) has announced a series of educational
Webinars for the first quarter of 2010.  
The first is a representation of their 

well-received December 10th Webinar
entitled “Customer Service.”  It will be 
offered on January 7th.  Part 2 of “Customer
Service” will be held on January 21st.  On
February 25th, the Webinar will focus on the
“Supervisor’s Role in Customer Service,”
followed by “CSR Training, Coaching, and
Evaluating Customer Service” on March
18th.  All Webinars will be held at 1:00 pm
CST.  For more information or to register, go
to www.sta-assoc.org/calendar.html.

Amtelco Users Meet in Newport
Beach, CA, for 2010 Conference

The National Amtelco Equipment
Owners 2010 Conference will be held in 
Newport Beach, California, March 21 to 25 at
the Newport Beach Marriott Hotel.  Amtelco

and NAEO will provide in-depth educational
presentations during the conference, and
Amtelco will announce major software and
hardware innovations.  Kevin Beale, Amtelco’s
director of research and development software,
will present new releases designed to add new
services and increase profits for answering
services.  For more information, contact
Amtelco at 800-356-9148 or email
info@amtelco.com.

OnviSource Announces 
OnviCare Customer Lifecycle
Assistance Services 

OnviSource announced a new suite of
customer-centric services called OnviCare
Lifecycle Assistance Services, which expands
its support programs by offering solutions 

beyond technical support.  It include free 
OnviCenter product pilots and trials, assistance
in financing and procurement, free telecom
audit and consulting, IT assistance, business
and operations continuity programs, user 
communities, and dissemination of business 
intelligence.  It also includes free training 
Webinars in best practices and customer-
tailored programs.  “We’ve become a more
proactive partner with our customers,” Stan
Jasinski, president of the enterprise solutions
division, concluded. 

Amtelco Receives Patent for
Dynamically Creating Records

Amtelco received a U.S. patent for 
“A System and Method for Dynamically 

(Continued on page 4)

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

TAS NEWS                                    
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Creating Records.”  It encompasses a script
that pulls information from a database using
a dynamic link, such as automatically 
entering a patient’s address when the operator
enters the patient identification number.
Working in the opposite direction, the
process can also add information to a 
database using a dynamic link.  Creating
“contact databases as operators take calls
offers unlimited potential,” said Amtelco
president Tom Curtin.  This is the twenty-
eighth patent received through Amtelco, 
beginning with the first patent in 1954.

TAS Trader Adds Convention
Schedules Online

Telephone answering service conven-
tions, meetings, and events are now being
posted online and given their own link:
http://updates.tastrader.com/categories/
UpcomingEvents.aspx.  You can bookmark
this link for quick and easy access to all TAS
industry events.  You can also bookmark the
main link, http://updates.tastrader.com, "sub-
scribe" to be notified of updates, or 
use one of the news feed options to see all
postings.

Outsource Call Centers: Personalized Communi-
cations, 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 equipment).  Contact Ron toll-free at
866-388-0772 or ron@doctors-exchange.net.

Seeking Acquisitions: You have dedicated a 
lifetime to building your company's reputation.
Don't let your clients down just because you are
selling the company.  If it is time to sell, let us
continue your tradition of excellence.  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@map-
communications.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
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.  

Established Answering Service Seeks 
Acquisition: Generous terms, a fair price, 
continue your legacy, retain your staff, and 
build on your reputation.  Confidential.  Call
Michael Shooster at 800-261-3451.    

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.  

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.

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.

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 your employees and customers.
Let’s talk.  Contact Doug at 888-693-7935 or 
douganswerphone@gmail.com.

(Continued on page 5)
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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

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

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

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 

TAS Vendor and Supplier Listing  
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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

Equipment Wanted: Amtelco Infinity and Startel
equipment.  Call 877-246-7775.

Equipment for Sale: Centuri Messenger, 8 chan-
nel ISDN system.  Perfect for small startup, or
expandable.  Includes web portal and fax card.
Perfect condition, lightly used.  $1,500 + shipping,
OBO.  Call Steve 512-784-7574.

CLASSIFIEDS
Coming Events

� � � � � � � � � � � � � �

February 1-3, 2010
TAS Source Marketing Summit

Walt Disney World Swan and Dolphin Resort
Call Chuck Boyce at 302-622-3910

� � � � � � � � � � � � � �

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 

� � � � � � � � � � � � � �

March 21-25, 2010
NAEO Annual Meeting

Newport Beach Marriott Hotel & Spa, 
Newport Beach, CA

Contact 800-809-6373
� � � � � � � � � � � � � �

May 11-15, 2010
ATSI Annual Convention and Expo

Westin GasLamp Quarter, San Diego
Contact: 866-896-2874 or www.atso.org 

� � � � � � � � � � � � � �

June 12-17 2010 
STA 8th Annual Conference at Sea 

Departing New Orleans 
Contact: 763-473-0210 or www.sta-assoc.org  

� � � � � � � � � � � � � �

September 22-24, 2010 
TUNe Fall Annual Conference 

AmeriStar Resort & Casino, St Charles, MO 
Contact Dan L'Heureux at 763-473-0210, 

Dan@CallConsult.net or www.TUNeGroup.net 
� � � � � � � � � � � � � �

October 3-6, 2010
CAM-X and WSTA Joint Convention
Hard Rock Hotel in Las Vegas, NV

Visit www.camx.ca and www.wsta.biz. 
� � � � � � � � � � � � � �

October 11-13, 2010 
ASTAA Fall Conference 

Sheraton Baltimore North - Towson MD 
Contact: 763-473-0210 or www.ASTAA.org
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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/advertise and place your ad today for our next 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.

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 OBO
800-340-4350.

Infinity Voicemail, Amtelco EVE systems
and parts, Startel parts, Infinity parts, and
Cad Com parts.  Call Rick Yocum, RLY 
Associates, 800-841-0841.

Alphamates (10), Quickpagers (7), 
Wordsenders (18). $25 each or best offer
plus s&h.  All equipment as is. Call 
Robin Edwards at 804-353-5566 or 
redwards@helloinc.com.To advertise in TAS Trader,

please contact Valerie Port 
at 866-668-6694 or

Valerie@TAStrader.com.


