The Comcepts Story

By Samantha Walley

Comcepts is a Mississippi-based
answering service serving physicians
and their practices nationwide since
2004. The software we were using simply
could not keep up with our company’s
growth and in some ways was actually
holding us back; it was designed with a very
limited, one-size-fits-all set of features.
However, we take a very hands-on approach
with our clients; we provide an answering
service experience that is more an extension
of their office than a generic call center.
Plus, each of our clients wanted their calls
processed in a different way.

So, in early 2009 we began searching

for new answering service software. From
the moment we saw the client screen of one
particular system, we knew we were close.
It already had many of the features we were
seeking, customization was possible, and
ongoing development meant new features and
updates would be available in the future.

GETTING UP AND RUNNING:

We implemented a training program
well before the cutover so operators would
be familiar and comfortable with the system
early in the process. After our database had
been switched over and the equipment had
been tested, it was time to cut over. | won’t

Conuections WMagazine Presents

lie — I worried a lot before the switch, but it
was as smooth as | could have hoped. One
system was turned off, and the new one
took over.

FEATURES AND BENEFITS:
The fun part started when we were able
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to use the system, experience the features,
and customize each client’s screen for their
practice’s needs. All the information our
operators need is right in front of them so
there is no need to search for information
on other screens or in multiple documents.

(Contined on next page)

800.344.9944

Towne Answering Service, Souderton, PA
Lefttoright: ~ 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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THE COMCEPTS STORY

This gives our operators the ability to
complete calls at a faster pace, and the
information our clients deem important is
gathered and delivered in the manner they
wish without putting a strain on our
operation. The same number of operators
can now complete a greater number of calls
in a given time, which translates into
happier callers, pleased clients, and a more
prosperous bottom line.

We now have the ability to add new
services and features, which gives us an
advantage in winning new customers as
well as retaining the loyalty of current
clients. We have since added nurse triage
services to our business offerings, and these

services have been inte-
grated into the system.

ABOUT COMCEPTS:
Comcepts was founded
in 1999 as a medical
transcription company
based on the Mississippi
Gulf Coast. In 2004 a client
expressed his desire for an
answering service that
served “physicians only.”
After much research and
plenty of dead ends with existing answering
services in the area, we decided to fill the
niche ourselves. Comcepts has grown from

a husband and wife working around the
clock to a dozen part-time, full-time, and
reserve operators working in our offices.

The addition of nurse triage services
complemented and enhanced our answering
service operation and is seen as an “added
value” by our clients. For the next step,
we are testing some operators working
from home. =

Samantha  Walley
(samwalley@comceptsllc.com)
is the president of Comcepts,
LLC, which uses nCall
answering service software
developed and supplied by
nSolve (www.nsolve.com).

TAS Multiples Increase in 2011

By Steve Michaels

The year 2011 saw the price of
answering services increase to their
highest levels in quite some time.
Some of the medical services for sale had to
consider three and four offers. In some cases,
buyers were actually bidding higher than the
asking price. Listed below are the multiples
for businesses sold by TAS Marketing:

There were several reasons for the

increase:

e Everyone is feeling the effects of the
recession. Larger answering services
have unused operator positions that
they want to keep active, so they are
willing to pay a little more to keep their
numbers up. This is especially true if
they report to investors or a board.

e Some answering services may have
difficulties increasing their client
base through sales and marketing.

For them, it is smarter and faster to
grow through acquisition.

e In the current economic market,
medical accounts are in high demand
due to their reliability and stability.
Due to this, bidding wars are
not uncommon to acquire medical
Services.

For 2012, the sky’s the limit. The
telephone answering service industry is going
the way of cable TV and the funeral home
industry, with most of the little guys being bought
out by larger competitors. (Even so, my TAS Tips
email list still has 1,755 answering services.)

I recently sold a business for 12.8 times
monthly billing. One of the offers that came in
for this business was in the seven-to-eight
times monthly billing range. When | asked the
potential buyer why her offer was so low, she
stated that this was the multiple she paid years
ago and didn’t realize that prices had gone up.
Hence the reason for this article! =

BILLING LOCATION ACCOUNTS INCLUDES MULTIPLE
$35,000 Southeast 175 Accts only 11.0
$36,300 Northwest 252 Accts only 11.3
$32,000 West 140 Accts only 11.0
$37,800 Deep South 192 Accts only 11.1
$86,200 Southeast 425 Entire TAS 11.5
$23,000 Deep South 177 Accts only 9.1 *
$22,200 West 146 Accts only 12.4
$28,000 New England 164 Entire TAS 13.8
$34,000 New England 88 Entire TAS 12.2
$29,500 Deep South 142 Accts only 12.3
$55,100 East 215 Accts only 11.9
$33,200 Midwest 120 Entire TAS 12.8
$31,000 Southwest 147 Entire TAS 12.9
$52,000 Southwest 100 Entire TAS 11.5

Steve Michaels is a business broker with
TAS Marketing and can be contacted
at 800-369-6126, tas@tasmarketing.com, or

*distress sale
www.tasmarketing.com. Call him if you have

any questions about multiples or the TAS
industry.

“There is more to
life than increasing

“The greatest
discovery of my

“There are no
secrets to success.

its speed.” generation is that It is the result of
- Mohandas human beings can preparation, hard
Karamchand Gandhi  alter their lives by work, and learning
altering their attitudes.”  from failure.”
- Lee lacocca - Colin Powell
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Fire That Customer

By Mark Hunter

e all have at least one customer
we don’t like, the customer that,
after we do everything they ask,

ends up costing us money. We wind up with
these unprofitable customers not because of
the rates we charge, but because of the
intensity of their demands and requests. No
matter how much service you provide, they
keep asking for more.

The problem is that the more you do
for them, the more they expect. These
ongoing demands quickly erode profitability.
Plus, it usually happens so slowly that you
don’t realize how unprofitable they’ve
become. This “slow drain” means that it
usually is out of control before anyone
realizes how bad the situation is.

To be able to determine which
customers need to be “fired,” you must
become more discerning about customers
who place too many demands on you and
your staff. Remember that if a customer
becomes high maintenance, they will likely
remain high maintenance.

Once you spot a customer making
multiple service requests, begin detailing
the costs involved, which will help you
decide how to deal with them. Too many
times, companies roll over and play dead,
allowing the customer to continue to make
demands. The only thing that happens is a
loss of profit. As a result, you become
disenchanted with the amount of support
devoted to an unprofitable customer who is
never happy.

If, on the other hand, you realize
something needs to be done to rectify the
situation, there are two options:

1) Confront the customer. Your
objective is to decrease their
requests.

2) Increase their rates. This will
offset the additional costs you
incur serving them.

Personally, | prefer option two, because
increasing their rates either restores the profit,
or ends the relationship. Either way, you win.
This is a much better option than confronting
them. Confrontation tends to create a level of
tension that winds up as long-term friction.

Ultimately, no one is happy.

If you raise your prices for your
difficult customers, you will gain the profit
you need, or the customer will walk away.
The beautiful part of using this approach to
“fire” your customer is that they leave
without you ever having to tell them you
are firing them.

www.startel.com
800.782.7835

Profit is good. Don’t sacrifice it in the
name of “good customer service.” The best
service is that which satisfies your customer
and allows you to make money. &

Read other articles and learn more about
Mark Hunter at www.articleweekly.com/
author/mark-hunter.htm.
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TAS NEWS

TAS TRADER
REACHES
THE ENTIRE
TAS
INDUSTRY

Each month TAS Trader is
emailed to over 2,500
TAS owners, managers, and
employees.

They greatly value TAS Trader:
90 percent read every issue or a
majority of the issues

e 95 percent read the articles; 76
percent read the news; 48 percent
read the classified ads

e 90 percent read it on their computer,
while the remaining 10 percent
print it out and then read it. Plus,
13 percent save an electronic copy
for future reference; 8 percent save
a printed copy

e 66 percent regularly visit
TAStrader.com

Facts like these make TAS Trader
the ideal way to reach the
TAS market.

Contact Valerie at 866-668-6694
or Valerie@TAStrader.com
fo learn more.

You Can Be in

Please send us:

* News about your TAS, such as
acquisitions, moves, new hires, and
promotions.

 An article covering anything of interest
to TASs

* A guest column about your industry
perspective

* Your TAS profile

Not a writer? That's okay. Let us know and
we can connect you with a freelance writer
who will write your piece for you! You may
email your articles, news, columns, or
profile to peter@tastrader.com

I welcome your call on my cell

212-560-5366

or just email me at rob@weanswer.com
www.weanswer.com

TAS Association Directory

ASTAA - Atlantic States Telephone
Answering Association

Dan L'Heureux

763-473-0210

www.astaa.org

ATSI - Association of Teleservices
International, Inc.

Charlene Glorieux

603-362-9489

www.atsi.org

CAM-X - Canadian Call
Management Association
Linda Osip

800-896-1054
www.camx.ca

GLTSA - Great Lakes
Telemessaging Services
Association, Inc.

Dan L'Heureux
763-473-0210
www.gltsa.org

NAEO - National Amtelco
Equipment Owners

Andy Shelp

800-809-6373
WWW.naeo.org

OEO - OnviSource Equipment
Owners Association

Dan L'Heureux

763-473-0210
www.theoeo.org

PIN - Professional Inbound Network
Dan L'Heureux

763-473-0210
www.pinetwork.net

SNUG - Startel National
Users Group

Dan L'Heureux
800-317-8529
www.teamsnug.com

STA - Southern Telemessaging
Association

Dan L'Heureux

800-475-0857
WWW.Sta-assoc.org

TUNe - Telescan Users Network
Dan L'Heureux

763-473-0210
www.tunegroup.net

WSTA - Western States
Telemessaging Association
Dan L'Heureux
877-754-4103
www.wstaonline.org
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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.

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, rlbencin@netzero.net,
or www.RLBencin.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.

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.

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.

Seeking Employment: Virtual assistant seeking
to conduct customer service follow up calls. If
you are searching for a reliable virtual office

assistant with an excellent phone presence who
has the drive, enthusiasm, and self-discipline to
work independently, you may contact me at the
information provided. Contact John D. Lewis at
717-541-0517 or jdlewis59@verizon.net.

Seeking Employment: Charlie Vargas 281-852-
1740 or 832-858-1740. Over 15 years’ experience
Operations Manager; over ten years in the
Telecom industry, and the last six years in a
TAS/Call Center environment.

Help Wanted: Family owned call center in
California is looking for an outstanding manager
to: (1) expand the business and bring on new
accounts; (2) handle customer service; and (3)
manage the employees. Base salary, benefits,
and commission. Email resume, experience,
salary requirements to: cdowning@pesc.com.
No calls, please.

Equipment for Sale: Five stations, email, faxing,
patching, voice announcement (12 trunks),
paging, voice logger. Window based system by
TASECO. T-1 PRI System is up and running for
inspection. I'm located in New York City by
Madison Square Garden. Call for appointment.
Eric 917-805-2622 or email erickube@aol

To advertise
in TAS Trader,

please contact Valerie Port
at 866-668-6694 or
Valerie@TAStrader.com.

Place Your Classified Ad
Online at

www.tastrader.com/advertise

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.

Tascom Legacy with dual distributors, 12 hard
drives at least 3-4 formatted and tested, extra
controllers, 2 sets of spares, 2899\'s, pc software
and 2 gateways, DID Link software, plus lots of
extras. $2,500 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.

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.

557B switchboards: Three total, one in use, all
going. Free to someone who will disconnect
and remove them and related equipment.
Contact Paul Hayes at 617-266-5605.

To list your old equipment for sale there is a $50 onetime fee.

Go to www.tastrader.com/advertise and place your ad today for our next issue.

k

The TAS Trader Website has over 14,000 page views a month.
Contact Valerie@TAStrader.com to have your banner ad included.

Your Submissions Make TAS Trader Possible!

Please send your TAS news and articles for the next issue of TAS Trader.
Email them to peter@TAStrader.com.

TAS Conference
Calendar

February 7-9, 2012
OEO Annual Meeting
The Inn on Bourbon, New Orleans, LA
For more Information dan@callconsult.net
or www.theoeo.org

February 19-22, 2012
NAEO Annual Conference
The Cosmopolitan Hotel, Las Vegas, NV
For more information: 800-809-6373,
management@naeo.org, or Www.naeo.org

March 11-14, 2012
SNUG Annual Meeting
Hotel Andaluz — Albuquerque, NM
For more information: Dan@CallConsult.net
or www.TeamSNUG.com

April 15-18, 2012
PINetwork Annual Meeting
Hotel AVIA, Savannah, GA
For more information: dan@callconsult.net

June 12-15, 2012
ATSI Annual Conference
Omni ChampionsGate, Orlando, FL

October 16-19, 2012
CAM-X 48th Annual Convention & Trade Show
Delta Ocean Pointe Resort & Spa, Victoria, BC
For more info: 800-896-1054, www.camx.ca,
or linda@camx.ca

FREE ONLINE DEMO!

No Call Center Too Small or Too Large
866-803-2212 « tasscheduler.com

TAS Vendor and Supplier Listing

1-800 We Answer Professional Teledata, Inc.
212-560-5366 800-344-9944
rob@weanswer.com www.proteledata.com
Alston Tascom, Inc. Skystream
866-282-7266, 303-304-3044
909-517-3660 www.skystreambb.com
www.alstontascom.com Startel
800-782-7835
Amtelco www.Startelcorp.com
800-356-9148,
608-838-4194 Szeto Technologies
callcenter.amtelco.com 888-421-3737
Www.szeto.ca
MAP Communications .
800-955-9888 TAS Marketmg
ibley@mapcommunicationscom  800-369-6126
(sl @rmepoo www.tasmarketing.com
OnyiSource TAS Scheduler
800-311-3025 866-803-2212
LOROIVIEOUICEICOT] wwwtasscheduler.com
TAS Trader
www.TAStrader.com

© 2012 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 Deadlines:
February Issue February 9, 2012
March Issue March 8, 2012
Subscriptions: TAS Trader 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.

Advertise in TAS Trader

Your ad in TAS Trader reaches over 2,500

owners, managers, and supervisors in the
TAS Industry. Contact Valerie@TAStrader.com.
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