Prepare Your
Answering Service

for Sale

By Paula Ford

very telephone answering service
Eshould always be prepared to

sell. This is a strategy that puts
you in control, allows you to say “no” or
hold out for a better offer, and increases
profitability. This strategy improves your
TAS every day, whether you want to sell or
not. Having your service ready to sell
means having it running at its maximum
potential.

Keep Good Books:

Don’t do anything under the table; it
can come back to haunt you. No buyer will
pay for income you can’t prove. Also, if
your labor cost is low because you are
paying someone under the table, it makes
everything else about the deal look fishy.

Match Billing with Clients
Serviced:

Compare your services to what you are
billing. 1 once knew a service that claimed

to have 150 clients but billed less than 100.
Were they doing work and not being paid,
or did they just keep poor records? Either
one is bad news.

Do You Have a Business
or a Hobby?

Conduct an honest appraisal of
whether you are running a business or a
full-time hobby that “sort of”” pays for itself.

Charge Appropriately:

Do you give excellent service but
charge “competitive” prices? This is just
another variety of undercharging. Whoever
buys your service will do one of two things:
*  Provide lower quality service than you

do, making your clients unhappy
*  Give world-class service at world-class

prices, making your clients unhappy

Conuections WMagazine Presents

Raise Rates:

Failure to do routine price reevaluations
is the biggest reason why your answering
service might be not as profitable as it
should be. One TAS | know hasn’t raised
its rates in four years. Each year its cost
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of doing business has risen, so it cuts
profits every year. The quickest way to
increase the value of your business is to
raise your rates.

(Continued on page 2)

Your Roadmap to SUCCESS...

Leads you to the 2010 National AMTELCO
Equipment Owners (NAEO) Conference!

Join our “Road Rally” and learn powerful ways to control,
organize and manage your call center and add revenue.

(B00)336-9148 » (603)333-4194
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(Continued from page 1)

Adjust Your Thinking:

Almost every answering service has a
few big accounts — ones that pay $1,000 or
more per month. The trouble is that these
accounts often cost more to service than the
income they generate. Here are some
solutions to the problem of serving big
accounts:

»  Figure out what the account should be
paying to be profitable.

* Find five to ten new customers who
will make money.

» Adjust the rates on the big account.

» Ifthe big account cancels, you have the
replacement income in place; if they
stay, you will have more profits.

Pursue Quality Clients:

Abuyer will look at the quality of your
client list as well as your income. Short-
term clients and poorly paying customers
don’t inspire high offers.

What if you don’t sell your business
after taking these steps? Your business will
be more profitable and be more enjoyable
to run. Either way, it’s worth the effort! =

CAM-X 2010 Convention Update

This year’s CAM-X Convention will be
a joint conference held with the WSTA
(Western States Telemessaging Association).
The partnership will increase the pool of
vendors and member participants, allow for a
better program, and provide a better
economy-of-scale to hold down costs.

The convention will be in Las Vegas at
the Hard Rock Casino Hotel on October 3-6,
2010. “This hotel has been fully renovated,”
said CAM-X Convention chair Tom Sheridan,
“and even ‘the economy’ rooms are wonderful.
Airfare, registration costs, and hotel rates are
all affordable. We’re sensitive to offering our
membership extra value, especially when
convention budgets can be limited. Vegas is
easy to get to from just about everywhere.
The city is ‘larger than life” and just plain fun
to visit, especially if you or your managers
have never been there before.” It is hoped
that the location will be one more attraction
for international attendees.

There are many changes happening in
the TAS industry. “This year we’ve focused
on the ‘wow factor,” and ‘The Future of Our
Industry’ is our theme,” he continued. “Our
agenda will focus on marketing, comprising a
full day of ‘boot camp’ seminars broken
down into seven subtopics. This way, there
will be relevant marketing-related content for
owners and managers alike. In addition,
we’re holding sessions on social networking,
a second Profit Enhancement Group (“PEG”)
meeting (which was very well received last
year), and roundtable discussion groups (a
great networking opportunity for CAM-X and
WSTA members). We are also working on
signing up a guest speaker for the more
technical topic of search engine optimization.”

The last session will be a panel discussion
entitled “Evolution — The Future of Our
Industry.” Additionally, there will be the Gala
Banquet and the CAM-X Award of
Excellence program. &

Factors Affecting the
Sales Price:

Likely 10 to 15 percent of your clients
will immediately quit, regardless of
how smoothly the sale goes.

Afew clients only use your service
because they are friends or you are
also their customer.

Every answering service has a few
customers who have stopped using
the service months or even years
ago, but the billing department has
not made the adjustment. Something
as simple as changing the billing
address causes an alert, generating a
letter stating, “We have no further
need for your services.”

If customers are considering cancelling,
the sale of your business might make
the decision for them.

You Might Have a
Hobby if You:

Give preferential rates to friends
Keep accounts on service even
when they can’t pay for it

Don’t know which clients are
current and which are past due
Don’t evaluate rate increases
Aren’t making a living income
Never figured out what your income is
Work as a full-time agent in addition
to managing your business

Don’t routinely evaluate an account’s
status when a change of work is
requested

Have no way to know whether a
client is profitable

Don’t charge for all the work you
do for a client
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TAS NEWS

CenturiSoft Celebrates
Ten Years

CenturiSoft is celebrating ten years of
service to the TAS industry. John Pope
founded CenturiSoft with the vision to
“Revolutionize the Way We Communicate.”
He departed from past standards, building
a new messaging product, the Centuri
Messenger, from the ground up using
ISDN-PRI (digital) instead of analog. In
2003, VoIP was added and the way prepared
for HD audio and video capabilities. With
two patents pending, its “Call Logic Engine”
and scripting has allowed CenturiSoft to
accomplish hundreds of installations interfacing
to different switches and vendors seamlessly
and without sacrificing features.

Telescan Joins with
CenturiSoft to Introduce
Two-Way Voice Messaging
Telescan has introduced the integration
of automatic message delivery notification
between Centuri Messenger and Telescan’s
Spectrum. This jointly developed software
integration allows the Centuri to notify
Spectrum of the delivery of a message with
a date and time stamp. This new feature
eliminates the need for call center agents to
periodically check for message delivery, saving
time and improving accuracy. Marcy Hewlett,
president of A Better Connection, the
software’s test site, said, “The marriage of
Telescan’s Spectrum with CenturiSoft’s
Centuri Messenger has been a blessing,
providing everyone with peace of mind.”

CAM-X Announces More
Site Certifications

The Canadian Call Management
Association (CAM-X) announced that three
more answering services have achieved 24/7
Call Centre Site Certification. They are
Connections Call Centre of Squamish, BC;
Re: Messaging Solutions, of Abbotsford, BC;
and Extend Communications, Inc. of
Brantford, ON. The certification indicates that
these answering services have met or
exceeded high standards in the areas of
business practices, life safety, operations
(including normal and emergency procedures),
and personnel hiring, training and ongoing
evaluations through a peer review program fo-
cusing on a 99.9 percent annual run time.

AnswerNet Acquires Assets
of Exchange Network

AnswerNet announced the addition of
the Exchange Network of Billerica, Massa-
chusetts, to its network of call centers. “We
are extremely pleased to bring Exchange
Network and its employees on board with
AnswerNet,” said AnswerNet president and
CEO Gary A. Pudles. “Exchange Network
has done a great job of providing premier
telephone answering and call center services
to its clients throughout the Merrimack
Valley and New England for over sixty
years.” Exchange Network principal Alan
Hamer added, “This is an excellent oppor-
tunity for Exchange Network employees
and clients.”

(Continued on page 4)

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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TAS NEWS

CAM-X Leadership Training
CAM-X announced the dates of their
annual spring training seminars. The first
will be held in Toronto on April 13 and
repeated in Calgary on April 15. This is ideal
for telephone answering service supervisors,
team leads, and managers. Topics include
“Out of Site, Not Out of Mind: Everything
You Wanted to Know about Remote Agents”
with Tom Sheridan; “Training Best Practices
and Performance Management” with Barbara
Bradbury and Dana Lloyd; and “HR Software
Demonstration and Social Networking”
with Ron Guest of TwoGreySuits. More
information can be found at www.camx.ca.

ATSI Unveils Marketing Webinars

The ATSI Marketing Committee
announced a series of four marketing
Webinars. The principle speaker of these
events is Adrienne Zoble of Adrienne Zoble
Associates, Inc. The sessions are “Easy
Market Planning” (March 17); *“On
Generating Referrals” (April 21); “The Dos
and Don’ts of Direct Mail” (May 19); and
“Thriving in Difficult Times, or Getting
Your Phone to Ring Again” (June 16). Each
Webinar starts at 2:00 p.m. EST and lasts
ninety minutes. The price per Webinar
starts at $99 for members and $139 for
nonmembers. More information is available
at www.atsi.org.

Place Your Classified

Ad Online at

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 WwWw.per-com.com.

Seeking Acquisitions: You have dedicated a life-
time 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
8884227352 ext 1500 or Nicholas@call4health.com.

Seeking Acquisitions: \We pay cash for your TAS. We,
ACCC, have beenin business for 21 years. Confiden-
tial; 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's talk. Contact Doug at 888-693-7935 or
douganswerphone@gmail.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.

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

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.

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

Equipment for Sale: Centuri Messenger, 8 channel
ISDN system. Perfect for small startup, or expand-
able. Includes web portal and fax card. Perfect
condition, lightly used. $1,500 + shipping, 0BO. Call
Steve 512-784-7574.

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

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 “Lester of Intent”, 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?

* @1, keting .
MearKetirig i
A FULL SERVICE BROKERAGE FIRM 800'369 6126

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
WwWw.mapcommunications.com
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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.

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.

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 list your old equipment for sale there is a
350 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.

TAS Conference Calendar

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

April 13-15, 2010
GLTSA Spring Sales & Supervisors Seminar
Wyndham Hotel — Lisle/Naperville, IL
Contact Dan L'Heureux at 763-473-0210
Dan@CallConsult.net www.GLTSA.org

April 13, 2010
CAM-X Leadership Training Seminar (East)
Toronto
More info: www.camx.ca

April 15, 2010
CAM-X Leadership Training Seminar (West)
Calgary
More info: www.camx.ca

May 11-15, 2010
ATSI Annual Convention and Expo
Westin GasLamp Quarter, San Diego
Contact: 866-896-2874 or www.atsi.org

May 11-15, 2010
ATSI Annual Convention and Expo
Westin GasLamp Quarter, San Diego
Contact: 866-896-2874 or
www.atsi.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
More info: 63-473-0210, 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@CGallConsult.net, www.GLTSA.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

Startel
callcenter.amtelco.com

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

OnviSource
800-311-3025
WWW.onvisource.com

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

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
Taseco

850-571-4521
Www.taseco.com

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

www.tasscheduler.com

TAS EQUIPMENT
In-house RENTALS, LEASES
or PURCHASE

AFFORDABLE for any TAS
T1 (PRI) or small ISDN (BRI)

850-571-4521

AN taseco.com

TAStrader
www.TAStrader.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
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866-668-6696 or dave@TAStrader.com

Ad and Article Submission Deadline
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Subscriptions: TAStrader is an advertiser supported
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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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