Raising Rates
Is Imperative

By Jacquelyn Ormsbee

owner of a new telephone-answering

service. My accounts were all drastically
underpriced, flat-rate accounts, and | was
having trouble making ends meet. | was a
novice at running a business and only knew
about managing an answering service from
the perspective of my experience as an
operator. | had a long and eye-opening
discussion with my accountant. He said that
I had to double my rates or die. He explained
that I could lose half of my clients at double
the rates and still make the same amount of

I was in my second year of business as the

money. However, he didn’t think | would
lose that many clients. | then asked myself
the tough question if I really wanted to be in
business or not.

Ultimately, | decided that doubling my
rates really was how | had to approach it.
Because it was such huge increase, | wrote a
forthright letter explaining the dire situation
(without sounding too desperate). | explained
how much | enjoyed servicing my clients
and helping their callers. 1 also offered them
alternate billing options, such as time-based
usage billing. Then | proceeded with the rate
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increase. |did, in fact, raise my rates two times
—and in some cases three times — so that each
account was now profitable. To my utter
amazement and total shock, I did not lose a
single client because of the rate increase.
That was done during the month of
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February. Since then I have followed the
advice of many industry veterans and raised
my rates every year. | picked February as
the month to do this. | also started using
time-based billing more. | now have about

(Continued on page 2)

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!
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70 percent of my clients on time billing,
with the remaining 30 percent on a flat-rate
plan appropriate to their usage.

Last year, because of the

economy, | delayed my

increase until July, and | plan

to continue that as my new
“standard.”

I tell clients that I raise my rates between
3and 10 percent per year. The month before
the increase, | put a line item on their bill as a
reminder, but I do not mail any rate increase
letters. When | do the increase, | put another
line item on the invoice to reminded them;
for time-billing accounts, | note that the
price increase for overages (additional time)

will be seen on the following bill. Most
accounts I only raise 3 to 5 percent, but if an
account has changed it’s “personality”
and is now more complex, the rate increase
will head towards 10 percent.
Flat-rate accounts are subject to
change whenever their account
changes in a way that affects
volume or complexity, such as
adding an additional office or
another partner. In those cases, | explain the
reason for the increase.
I’ve never lost a client to price increase.
I have had a few clients protest their increase,
and then | negotiate with them.
I treat my clients fairly, and I'm honest
about my pricing methods with them. Prices
go up everywhere for everything. | often

have clients call me to know in advance what
their increase is going to be this year. The
majority of my clients are happy with their
service; they tell me this regularly.

So believe the wisdom of the industry
experts: Raise your prices; be profitable. 1

INetwork  held  their  annual
PProfessionaI Inbound Network (PIN)
meeting in Scottsdale, Arizona, on
March 14 tol7. In addition to company and
product updates, sessions included:
¢ Real-time traffic reporting
e Agent training
e SMS features
e Disaster recovery
e Pinnacle Dashboard
e Previews of the new Pinnacle features
Tuesday night, the group visited Contact
One Call Center in Tucson and then enjoyed
a real western barbecue. The barbecue was
hosted by Judy Wood and her family.
The new PIN board of directors for
2010-2011 was announced:
e Susan Liggett, CallNet - president

personally keep the words of Paula Ford on
my monitor: “Profit is not a four-letter word.
Fear is a four-letter word.” =

Jacquelyn Ormsbee is the founder of
Best Connections Answering Service.

e Charlie Crown, Towne Answering
- vice president/president elect
e Larry Bear, Port Answer - treasurer
*  Michael Shaw, Business & Professional
Exchange - secretary
*  Royce Mitchell, Westpark
Communications - board member
*  Rose Nigro, Professionally
Speaking - board member
*  Peter Gross, Sunshine
Communications- board member
»  Phyllis Shaw, Business &
Professional Exchange -
past president
“The PIN group planned a great meeting.
The sessions were interesting, and the social
events were over the top,” said Pat Kalik, vice
president of Professional Teledata. =
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Professional Teledata
Announces Plnnacle Dashboard
Accessory Program

Professional Teledata announced the
availability of the Pinnacle Dashboard
Accessory Program for all Pinnacle cus-
tomers. The dashboard provides a real-time
visual display of system metrics and an over-
all image of answering-service load and per-
formance. It also has a real-time traffic
screen, which provides a graphic display of
call activity. Dashboard is designed with mul-
tiple monitor support in mind, so it can easily
be run on a second monitor attached to a su-
pervisory PC. When used with a large screen
monitor, it easily serves as a sophisticated
reader board.

Amtelco Goes “Pink”

Amtelco launched a “You Click — We
Donate” fund-raising campaign for the
Susan G. Komen Breast Cancer Foundation.
For every new fan on Amtelco’s Facebook
page, Twitter, or those with a unique login to
Amtelco’s customer support Web sites
(Techhelper, Amtelcopedia, and Resource
Library), Amtelco will donate to this
far-reaching cause. The campaign continues
through October (which is Breast Cancer
Awareness Month), 2010. Amtelco presi-
dent Tom Curtin noted that this is an ideal
way “to benefit an organization whose core
objective is to find a cure for a disease that
has touched so many of our friends and
relatives.”

AnswerNet Promotes
Josue Leon to VP of Operations
AnswerNet announced that Josue Leon
has been promoted to vice president of
operations. Leon has been with AnswerNet
and its predecessor companies for over
twenty-three years. He began as a site
manager and has held various operations
management positions within the company.
Leon will be responsible for all of the call
center and client-facing operational activities,
including client services, quality control, and
measurement and service delivery. “Josue isa
creative and thoughtful executive who

embodies AnswerNet’s core values,”
said AnswerNet president and CEO
Gary A. Pudles.

CAM-X and WSTA to Hold
Joint Convention

This year CAM-X and WSTA will hold
a joint conference to 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 \egas at the Hard
Rock Casino Hotel on October 3-6, 2010. It
is hoped that the location will be one more
attraction for international attendees. The
theme is “The Future of Our Industry,” with
a focus on marketing; there will also be
sessions on “social networking,” a second
Profit Enhancement Group (PEG) meeting,
and roundtable discussion groups.

(Continued on page 4)

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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CenturiSoft Receives
2009 Best of Business Award
CenturiSoft Inc. has been selected for
the 2009 Best of Business Award in the
telecommunications category by the Small
Business Commerce Association (SBCA).
The SBCA 2009 Award Program recognizes
the top 5 percent of small businesses
throughout the country. Using statistical
research and consumer feedback, the SBCA
identifies companies it believes to have
demonstrated what makes small businesses a
vital part of the U.S. economy. The selection
committee chooses the award winners from
nominees based on statistical research and
monthly surveys administered by the SBCA,
a review of consumer rankings, and other
consumer reports.

Professional Teledata’s
Plnnacle Freedom Negates
Weather’s Fury

Professional Teledata’s hosted solution,
Plnnacle Freedom, proved itself during
winter storms and outages. “With the recent
weather issues in the East causing outages
and transportation issues, the ability of
Freedom offices to continue operation has
really proved the effectiveness of hosted
solutions,” said Dale Schafer, VP of
engineering at Professional Teledata.
Hosting is also effective in integrating
multiple locations and for relocations. The
Freedom product includes Plnnacle
software licensing and use of hardware
hosted in the Manchester, New Hampshire;
call center staff can access the system using
a high-speed Internet connection 24/7.

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. Ifitis 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, 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.

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: 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 Manage-
ment Association, represents telephone answering
services across North America. Call Linda Osip
at 905-309-0224 or visit www.camx.ca for more

(Continued on page 5)

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 Intent”, act as the Escrow Agent and
finally provide YOU with the Asset 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?

- @ N k ) L
MarKetirng mmien
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
WWW.mapcommunications.com
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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.

TAS Conference
Calendar

TAS Vendor and
Supplier Listing

Garage Sale

TAS Trader is providing this "garage sale"
listing section to help you find a home for old

d obsolete. but still worki . ¢ Thi April 13-15, 2010 Alston Tascom, Inc. Startel
o . and 0bsolete, Hut still working equipment. 17 GLTSA Spring Sales & Supervisors Seminar 866-282-7266, 800-782-7835
Identifiers For Sale: | have two (2) Americom | will also free up storage space and keep Wyndham Hotel — Lisle/Naperville, IL 009-517.3650 sl
Identifiers, video adapter, and two (2) memory | harmful electronics out of the landfill. Contact Dan L'Heureux at 763-473-0210 I ' '
cards for sale. All you need to expand your TAS or Dan@CallConsult.net www.GLTSA.org ' ' Szeto Technologies
start a new location is the telco lines and an Tadiran PRI-23IPX boards (fits newer IPX April 13, 2010 g(;gt;:acggmg mszletajz
inexpensive phone system. Asking $6,500 or best 500/800 wall/rack mount chassis). Two CAM-X Leadership Training Seminar (East) Toronto 608:838:4194’ o

offer. Call 281-755-0776. available at $450.00 each. Call Charlie at More info: www.camx.ca

callcenter.amtelco.com TAS Marketing
215-723-4316. April 15, 2010 MAPG icath 800-369-6126
. . CAM-X Leadership Training Seminar (West) Calgary ommunications www.tasmarketing.com
We Want to Amtelco EVE Genesis 7.5 mainframe, 2 More info- 800-955-9888
. . ore info: www.camx.ca : o
H ea r F ro m Yo u ! Maxtor disk drives, 9 replacement boards gsibley@mapcommunicationscom  TAS Scheduler
. for CDU and switch, 4 power supplies, 6 May 11-15, 2010 OnviSource 866-803-2212
Please send your TAS news and articles monitors, 5 Amtelco keyboards, Panasonic ATSI Annual Convention and Expo 800,311,305 www tasscheduler.com
for the next issue of TAS Trader. 1080i printer. Call MDXch ¢ o Westin GasLamp Quarter, San Diego :
Email them to peter@TAStrader.com. ' printer. L.a change for prices: Contact: 866-896-2874 or www.atsi.org www.onvisource.com Taseco
The deadline for the May issue is 915-407-7500. Professional Teedata. Inc 850-571-4521
April 30, 2010. June 12-17 2010 o WV taseco.com

800-344-9944
www.proteledata.com

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.

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

TAStrader
www.TAStrader.com
© 2010 by Peter DeHaan Publishing Inc.

Publisher/Editor: Peter DeHaan

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

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

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

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

www.tasscheduler.com

Ad and Article Submission Deadline
May Issue April 30, 2010
June Issue May 30,2010

Subscriptions: TAStrader is an advertiser supported
publication and is free to individuals in the

Alphamates  (10), Quickpagers (7),
Wordsenders (18). $25 each or best offer

TAS EQUIPMENT plus s&h. All equipment as is. Call
In-house RENTALS, LEASES Robin Edwards at 804-353-5566 or

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

. A telephone answering service industry.
or PURCHASE redwards@helloinc.com. October 11-13, 2010 Subscribe at www.TAStrader.com
AFFORDAB LE for any TAS ASTAA Fall Conference 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.

Sheraton Baltimore North - Towson MD

To list your old equipment for sale there is a Contact: 763-473-0210 or www ASTAA org

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.

T1 (PRI) or small ISDN (BRI)

850-571-4521

AN UgEE taseco.com

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