It Only Takes Nine Days
to Retain an Operator

By Paula Ford, Answer Center, Virginia Beach, VA

o, that isn’t a typo. Retaining
N good operators for your telephone

answering service should be set in
motion within the first nine days, not the
first ninety.

Put yourself in a new hire’s shoes for a
minute. Assume that you’re starting a new
job as an operator at your company and that
you know no one. Then thoughtfully ask
yourself the following questions:

Does your boss put you under someone
else’s wing? Do your coworkers make a
point of welcoming you? Does the boss
make an effort of going to lunch with you,
or at least sitting with you for a ten-minute
break? Does anyone show you where the
restroom and the lunchroom are?

Do you get reassurance and positive
feedback during training? Does the trainer
have a clue of how to do her or his job?

D

Do you still feel alienated and lost after
the first week? Is there a “vampire” or a
“vampire clique” that makes you feel
intimidated or unwelcome? Have you
picked up the company culture by listening
to the casual griping among semi-disgruntled
operators? Or do you feel that everyone is
friendly and supportive, helping you to feel at
home and get up to speed as fast as possible?

Does the company have a mission statement
that everyone must know and repeat daily?
(This can be as simple as “Every call
counts.”) Are new employees given a full
view of the company culture by supervisors?

While it may be hard for an owner or
manager to accurately answer these questions,
exit interviews might be a good source of
valuable insight — especially from operators
who quit after a few weeks or months. Much
has been written and discussed about the

Conuections WMagazine Presents

importance of an exit interview. Do you
conduct one? Do you invite people to
be brutally honest so that you can do a
better job of making a good fit for the
next trainee? Have you ever considered
having a third party do an anonymous
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survey of your employees?

The more proactive you are during the
first nine days of a new hire’s career with
your answering service, the better the
chances of retaining them for ninety days
and beyond. =

Infinity Intelligent Series Demo Movies:

» Messaging - Simplifies difficult client instructions and makes the message-
taking process as easy as filling in a form.

« Contact-Based Architecture - Presents dispatch steps specific to each
contact, increasing efficiency and reducing errors.

« Dispatching - Dispatching is what it's all about!

amleLco
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2010 ATSI Award of Excellence Winners

ow in its fourteenth year, the popular
N ATSI Award of Excellence program
provides a quality control assessment
of telephone answering services. An
independent third party places and evaluates
test calls over a six-month period each year.
Those services achieving an overall score of
eighty points or greater earn the ATSI Award
of Excellence. Many answering services
have earned the award for multiple years;
this proves their ongoing attention to
providing consistent and high quality
service. The ten answering services (listed
alphabetically) that earned the top scores for
2010 are:

e Answer Excellence, Clearwater, FL

e The Answer Network, Roanoke, VA

»  Answer United/Michigan Message
Center, Kalamazoo, Ml

e ABetter Answer, Plano, TX

»  Corporate Message Services, Inc.,
Savannah, GA

»  Cosmopolitan Medical Communications,
Glendale, AZ

e Extend Communications Inc.,
Cambridge, ON

»  Finger Lakes Answering Service,
Auburn, NY

e Main Line TeleCommunications,
Aston, PA

*  Rochester Telemessaging Center,
Rochester Hills, Ml

The complete list of this year’s Award of
Excellence recipients are:

FOURTEEN YEARS

e Answer United/Michigan Message
Center, Kalamazoo, Ml

¢ Rochester Telemessaging Center,
Rochester Hills, Ml

THIRTEEN YEARS

e Hastings Communication Services, Inc.,
Austin, TX

¢ Fallon Communications, Houston, TX

¢ MedCom Professional Services, Inc.,
Levittown, PA

e AnswerNet Phoenix, Phoenix, AZ

e Business Connections, Salem, OR

TWELVE YEARS
¢ On Call Centre Inc., Ottawa, ON
¢ A Better Answer, Plano, TX

ELEVEN YEARS

¢ T.A.S. Communications, Madison, WI

¢ Pro Phone Communications, Inc.,
Muskegon, Ml

TEN YEARS

e Tel-Us Call Center, Inc., Beverly Hills, CA

¢ Answer-All Secretarial Service, Inc.,
Westminster, CO

NINE YEARS

e Answer Midwest, Inc., Alton, IL

e Direct Line TeleResponse, Berkeley, CA

e Omni Communications, Carrollton, GA

e Continental Message Solution, Inc.,
Columbus, OH

»  Anser Services, Green Bay, WI
*  ACT Teleservices, Newington, CT

EIGHT YEARS

e A Better Answer, Houston, TX

e Answer Quick, Louisville, TN

e Berkshire Communicators, Inc,
Pittsfield, MA

e AAMCOM, Redondo Beach, CA

e Tab AnswerNetwork, Santa Ana, CA

»  Corporate Message Services, Inc.,
Savannah, GA

Seven Years
e CallNet Call Center Services,
Bloomington, IN

Extend Communications Inc,
Brantford, ON

Dexcomm, Carencro, LA
Personalized Communications, Inc.,
Duncanville, TX

Antietam Call Center, Hagerstown, MD
A Better Answer, Ft. Worth, TX
Alliance Wireless Communications,
Kingston, ON

Answer 1 Communications, Phoenix, AZ
Port City Communications, Inc.,

Port Huron, Ml

Appletree Answering Service, Inc.,
Portland, ME

Telelink Call Centre, St. John’s, NL

(Continued on next page)
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2010 ATSI Award of Excellence Winners

CallStar, St. Petersburg, FL
Contact One Call Center, Tucson, AZ
Medfone, Inc., Wantagh, NY

SIX YEARS

Stat Call, Alexandria, VA

AnswerTel, Athens, AL

Finger Lakes Answering Service,
Auburn, NY

Spectrum Communications Services, Inc.,
Brookfield, WI

Extend Communications Inc,
Cambridge, ON

Answer Excellence, Clearwater, FL
Focus Communications Center,
Eldersburg, MD

Messages & more, Inc., Flagstaff, AZ
All Ways Communications,
Hagerstown, MD

Telecom Answering Service,
Homewood, IL

Communications Network, Inc.,
Muncie, IN

Central Communications Inc.,
Norwalk, CT

Communications Group, Syracuse, NY
Alert Communications, Ventura, CA
Answer Center, Virginia Beach, VA
Appletree Answering Service, Inc.,
Wilmington, DE

FIVE YEARS

MedCom Professional Services Inc,
Allentown, PA

Main Line TeleCommunications,
Aston, PA

Business & Professional Exchange, Inc.,
Beverly, MA

Call Experts, Charleston, SC
American MediConnect, Chicago, 1L
Alphapage, LLC, Denver, CO
Medical TeleCommunications,
Englewood, CO

All Call Communications,
Georgetown, ON

A Better Connection, Inc., Gilbert, AZ
MedConnectUSA, Las Vegas, NV
Information Communications Group,
Leawood, KS

Holy Redeemer Medical Messaging,
Meadowbrook, PA

Answering Advantage LLC, Memphis, TN
Appletree Answering Service, Inc.,
Pensacola, FL

Ansaphone Service, Inc., Quincy, MA
King Communications, Saginaw, Ml
The Message Center, San Antonio, TX

Santa Cruz Answering Service,
Santa Cruz, CA

King's Telemessaging Services,
Shreveport, LA

Appletree Answering Service, Inc.,
St. Louis, MO

FOUR YEARS

Appletree Answering Service, Inc.,
Anaheim, CA

AnswerOne Inc., Brooklyn, NY
Answer, Inc., Lakewood, CO

Keener Communications, Inc.,

Glen Allen, VA

AnswerNow, Glendale, AZ
Cosmopolitan Medical Communications,
Glendale, AZ

IPN Messaging Center, La Porte, IN

(Continued on next page)

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.

800.344.9944

Towne Answering Service, Souderton, PA
Left to right: Charlie Crown, President
Deb Crown, Vice President
Nate Gefvert, Systems Administrator
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*  AnswerPro Limited, Mission, KS

e TigerTel Oshawa, Oshawa, ON

e TigerTel Richmond, Richmond, BC

»  Action Telephone Exchange,
Rochester, NY

e  TigerTel Vancouver, Vancouver, BC

THREE YEARS

* JAM, Borehamwood, Hertfordshire, UK

»  Appletree Answering Service, Inc.,
Cincinnati and Dayton, OH

e Always On Call Answering Service, LLC,
Concord, NH

*  Nationwide Inbound, Inc., Freeport, IL

e Quick Connections, Greenbelt, MD

»  Crocker Communications, Inc.,
Greenfield, MA

*  AQuality Answering Service, Hudson, FL

e TigerTel London, London, ON

e Tele-Page, Montreal, QC

»  MedCom Professional Services, Inc,
New Holland, PA

e The Answer Network, Roanoke, VA

»  Tel-Excel, San Diego, CA

» LaBell Exchange, Santa Ana, CA

e Connections Call Centre LTD,
Squamish, BC

*  Network One Communications,
Tampa, FL

TWO YEARS

»  Monroe Telephone, Beaumont, TX

»  Pronto Connections, Inc., Chicago, IL

e Answer Plus, Inc., Clive, IA

»  Appletree Answering Service, Inc.,
Houma, LA

»  Appletree Answering Service,
Kansas City, MO

»  Answering Service Care by Global
Response, Margate, FL

»  Secretariats, Inc., Norfolk, VA

* A-B Communications, Novato, CA

e Central Answering Service, Inc.,
Riverside, CA

e Time Communications, Saint Paul, MN

e Appletree Answering Service, Inc.,
San Juan, PR

e Northern Communications, Sudbury,
North Bay, Timmins, and Sault Ste
Marie, ON

e The Legacy Connection, Tuscaloosa, AL

ONE YEAR

e Appletree Answering Service, Inc.,
Boston, MA

e Sooner Answer Service, Inc.,
Edmond, OK

¢ Concorde Communications,
Los Angeles, CA

¢ AnswerAll LLC, Macon, GA

¢ Mid-State Communications,
Manchester, TN

e TigerTel Nanaimo, Nanaimo, BC

e Executive Services, Pueblo, CO

e QTAS, Quincy, MA

e TigerTel Alberta, Red Deer, AB

e Commercial Telephone Exchange, Inc.,
Reno, NV

e Appletree Answering Service,
Sacramento, CA

e Answer Bay Area, Tampa, FL

e Business Service Center, Inc.,
Wausau, WI

Find out more about the ATSI Award of
Excellence program at www.atsi.org.

Please tell your
co-workers and
colleagues about
TAS Trader

TAS NEWS

Professional Teledata
Releases Midnight Freedom

Professional Teledata released Midnight
Freedom for PInnacle Freedom customers.
Using Freedom’s hosted platform, Midnight
Freedom provides users with the option to
outsource some calls, such as those on the
midnight shift, to other answering services.
Now, TAS owners can share agents by
consolidating calls during a specified time.
Using the PInnacle Freedom platform, the net
effect is that a single agent can handle calls for
multiple agencies using just one headset and
one PC. Additionally, Professional Teledata
will establish partnerships with several top
TASs to handle outsourcing needs. While
the outsourcing TAS contracts directly with
the authorized TAS, all data resides on
the hosted system.

Amtelco’s New IS Web Scripting

Amtelco’s Infinity Intelligent Series (IS)
offers next-generation call scripting, offering
TAS owners an easy-to-use, one-click
method to provide \Web-based demonstrations
of new scripts for clients; it also can be used
to provide clients” customers with script-driven
data collection applications using only a
Web browser. IS Web Scripting provides
opportunities to increase revenues while
reducing agent workloads. Applications
include serving funeral home, property
management, and apartment accounts;
closely working with clients in script
development; allowing client’s to process
data using the same script as the TAS; allowing
clients to update call center data; and
developing client Web sites, including scripting.

OnviSource Offers Operations
Continuity Software Products
OnviSource’s OnviCenter operations
continuity products include Ensura and
Informa, which reduce recoveries and
customer-support efforts in maintaining
OnviCenter products. Ensura offers system
redundancy, backup, and recovery. Informa
interworks with Ensura and other OnviCenter
products to monitor various functions, analyze
(Continued on next page)

Getting someone to buy your business isn’t that hard...
You want someone who will advertise, screen prospective buyers
and have them sign non-disclosures. You then want them to
draft up the “Letter of Insent”, act as the Escrow Agent and
finally provide YOU with the Asser Purchase Agreement” all
the while protecting YOUR interest. And in between you
want advice from someone who has done this before...
someone who is an expert in the industry.

You have just read about the services of TAS Marketing!
INTERESTED?

& @ keting.c
MarKetirag .omainon
A FULL SERVICE BROKERAGE FIRM 800-369 6126
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critical operational indicators, provide reports,
and generate automatic notifications when
user-defined thresholds are reached, including
routing notifications to OnviSource service
engineers.  For example, Informa can
automatically monitor, analyze, and perform
reconciliations related to recorded calls
between telecom devices (such as a PBX) and
OnviCenter products to assure the integrity
and consistency of the entire operation.
Ensura and Informa can be purchased
together or independently.

MedCom Helps Vision Impaired

MedCom Professional Services, Inc.,
with offices in Levittown, Allentown, and
New Holland, Pennsylvania, took spring-
cleaning to a new level. They searched their
offices for used computer equipment and
donated them to the Susquehanna Association
for the Blind and Vision Impaired (SABVI)
in Lancaster, Pennsylvania. “It’s a win-win-
win situation all around,” said MedCom’s
executive vice president Tom Sheridan. “The
program appealed to me because it not only
helped the SABVI, but it also recycles computer
equipment in a responsible way.” Sheridan
added the equipment donated was about four or
five years old and in working condition; some
only needed new operating systems.

OnviSource Offers
“Ecosystem of Solutions”
OnviSource’s “ecosystem of solutions”
for TAS consists of a suite of workforce
optimization and automation software
products, customer lifecycle assistance
services beyond conventional customer
support, and justifiable, compliant, and
results-oriented business process outsourcing

CLASSIFIEDS

(BPO) services. Starting with a suite of
workforce optimization products and
applications, OnviSource’s progressive
strategy includes free trials, financing, telecom
consulting, operations continuity services, IT
services, training, and \Webinars. The
“ecosystem” of solutions was completed
through offering outsourcing options in sales
lead generation, telesales, and entire inbound-
outbound call center services, including
back-office management. ~ To do so,
OnviSource formed partnerships with
service providers in financing, telecom
consulting, and IT services.

Amtelco’s New Transformer
Script and Directory Tools

Amtelco’s IS transformer tools make
it easy to update message scripts and
directories for use in the Infinity Intelligent
Series (IS), resulting in significant labor
savings. The tool creates IS message scripts
using exported data from Infinity and
other messaging platforms. It can be used
to automatically create basic messaging
scripts, forms, and directories — including
contact methods — when upgrading to the
Infinity 1S. The tool is also is capable of
importing from comma-delimited and
tab-delimited text files and spreadsheets; this
makes it possible to convert listings that were
developed on other platforms into Intelligent
Series directories.

CLASSIFIEDS

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: 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.

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, ribencin@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.

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'stalk. 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 850-571-4521 or visit taseco.com

Association: CAM-X, the Canadian Call Management
Association, represents telephone answering
services across North America. Call Linda Osip at
905-309-0224 or visit www.camx.ca for more
information.

Association: ATSI, the Association of TeleServices
International, "Learning By Association," sharing
ideas is what we're all about. Call Charlene
at 866-896-ATSI or visit www.atsi.org for more
information.

Identifiers For Sale: | have two (2) Americom
Identifiers, video adapter, and two (2) memory
cards for sale. Allyou need to expand your TAS or
start a new location is the telco lines and an
inexpensive phone system. Asking $6,500 or best

ARE YOU CONSIDERING

SELLING?

Have a confidential conversation with us first
TOP MULTIPLES PAID
for both large and small operations

MAP Communications, Inc., is a well known and
reputable nationwide call center that is expanding
and looking to acquire inbound call centers and
answering services for cash. In many cases
everything can remain in place including your
location, your equipment and most importantly
your dedicated employees!

Our Employee-Owned Company strives to be the
industry benchmark and we would welcome your
business and employees as our newest team
members. References from past acquisitions are
available upon request.

MAP Communications
Call Center Excellence
Please contact: Grant Sibley, CFO
(800) 955-9888 gsibley@mapcommunications.com
Www.mapcommunications.com
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GARAGE SALE

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 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.

Glenayre equipment for sale: Paging system
GL3000 & GL3960; all functional. New hard
drive and 5 full workstations monitor and
keyboard. Interested buyers call to discuss
pricing; will sell open stock as needed. Call
Alert answering service 203-387-8332.

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.

Forecast your scheduling needs « Schedules lunches and breaks ¢
Time of Request, Vacation, On/Call « Computer optimization

www.tasscheduler.com

Your Submissions Make
TAS Trader Possible!

Please send you TAS news and articles for the next issue of TAS Trader.
Email them to peter@TAStrader.com.
The deadline for the July issue is July 2.

TAS Conference
Calendar

June 12-17, 2010
STA 8th Annual Conference at Sea Departing New Orleans
Contact: 763-473-0210 or www.sta-assoc.org

June 22-24, 2010
WSTA Spring Supervisors Conference
Hotel Monte Carlo — Las Vegas, NV
More info: Dan@CallConsult.net or www.WSTA.biz

July 20, 2010
ATA Compliance Education Series: Legally Speaking
Chicago, IL
More info: www.ataconnect.org

September 22-24, 2010
TUNe Fall Annual Conference
AmeriStar Resort & Casino, St Charles, MO
More info: 763-473-0210, Dan@CallConsult.net
www.TUNeGroup.net

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

October 11-13, 2010
ASTAA Fall Conference
Sheraton Baltimore North - Towson MD
Contact: 763-473-0210 or www.ASTAA.org

October 25-27, 2010
GLTSA Fall Annual Meeting
Hotel TBA — Chicago, IL
Contact Dan L'Heureux at 763-473-0210
Dan@CallConsult.net or www.GLTSA.org

November 7-9, 2010
STA Fall Annual Meeting
Hotel Monteleone, New Orleans, LA
More info: 763-473-0210, Dan@CallConsult.net
or www.sta-assoc.org

TAS Vendor and
Supplier Listing

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

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

MAP Communications
800-955-9888
gsibley@mapcommunications.com

OnviSource
800-311-3025
WWW.0nvisource.com

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

TAStrader
www.TAStrader.com

Startel
800-782-7835
www.Startelcorp.com

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

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

TAS Scheduler
866-803-2212
www.tasscheduler.com

© 2010 by Peter DeHaan Publishing Inc.

Publisher/Editor: Peter DeHaan
866-668-6695 or peter@TAStrader.com

Advertising: Valerie Port

866-668-6694 or valerie@TAStrader.com
Layout/Design: David Margolis
866-668-6696 or dave@TAStrader.com

Ad and Article Submission Deadline

July Issue
August Issue

July 2, 2010
July 30, 2010

Subscriptions: TAStrader is an advertiser supported
publication and is free to individuals in the
telephone answering service industry.
Subscribe at www.TAStrader.com

Notice: Opinions expressed in this publication are those of the authors
and not necessarily those of TAStrader, Peter DeHaan Publishing Inc,
or its agents. The information contained herein is for informational
purposes only and is not intended to provide legal, tax, or any other
professional advice or counsel. Advertisers and their agents assume
all liability for content, including text, representation, and illustration
of any advertisement included in this publication as well as for any
claims made against the publisher arising therefrom. The publisher
reserves the right to reject any ad that is not in keeping with its
standards and to add the word “advertisement” to any ad herein. The
publisher makes no claims regarding the legality or condition of any
goods or services advertised in this publication.
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