
Coma  

Berenices 

Coma Berenices is one of the few 
constellations to owe its name to a 

historical figure, in this case Queen 
Berenice II of Egypt, wife of Ptolemy 

III Euergetes (fl. 246 BC–221 
BC), the king under whom 

Alexandria became an important 
cultural center. 

 
In 243 BC, during the Third Syrian 
War, Ptolemy undertook a dangerous 
expedition against the Seleucids, who 
had murdered his sister. His newlywed 
bride, Berenice, swore to the goddess 

Aphrodite to sacrifice her long, 
blonde hair, of which she was 

extremely proud, if her husband 
returned safely. He did, so she cut 

her hair and placed it in the goddess's 
temple. By the next morning the hair 
had disappeared. To appease the 
furious king the court astronomer, 

Conon, announced that the offering 
had so pleased the goddess that she 
had placed it in the sky. He indicated 
a cluster of stars that have since been 

called Berenice's Hair. 
 

This incident inspired the court poet 
Callimachus of Cyrene to write a 
poem entitled "Berenice's braid")

About 2/3 of the Greek original is 
now lost, but the full version was 

translated to Latin by the Roman 
poet Catullus, and his version exists 

to this day. 
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W 
hile most companies have to search 

for the person whom they trust and 

rely upon as their general manager, 

we were given a gift. In December of 2011, we 

acquired Billie Clarke’s Answering Service and 

with this amazing company came a special bonus, 

Maria Acron. 

 

Maria has been involved in our industry for more 

than 20 years, spending14 years at BCAS.  

Starting as an operator, hired by Billie Clarke 

herself, Maria thrived in the position.  She loved 

the amount of diversity in the job, and having the 

ability to help every caller and client.  Her 

passion for the business grew,  she was promoted 

in a very short amount of time and continued to learn all aspects of the business. 

 

Her true dedication for the company was shown when owner Toni Schmahlenberger began 

her battle with breast cancer. Due to her love for Toni, but also her strong work ethic; Maria 

stepped up as temporary general manager and did what was necessary in Toni’s absence. 

Toni entrusted her company to Maria, with good cause. Maria made sure BCAS continued 

without a hiccup and was ready when Toni returned to work. 

 

Maria’s loyalty was again tested when Toni’s health issues convinced her to sell in 2012. We 

promoted Maria to general manager on the transaction date and she has continued to prove 

her love and devotion to the company. Challenges and modifications were met head on, and 

she took her new office in stride while learning to trust us along the way.  She helped 

incorporate our Company Culture, ‘Work Hard and Be Nice”   

 

Maria understands the answering service business and how important it is. She not only 

fulfills the managerial role, she is also our in-house sales person. Knowing our capabilities, 

Maria looks at our clients needs, current and potential, and determines how our service can 

meet their objectives.  

 

Continuing education is very important to Maria and she 

jumps at every opportunity to attend seminars and 

conferences. (Her favorite conference location is Vegas!)  

Meeting people from other services, learning from other 

businesses, and sharing ideas and struggles are highlights 

from these opportunities.  As new procedures are 

implemented and comfort levels reached within the office, 

Maria has begun taking a Mexican Folk Art class in the  

Dios dela Muertos style. 

 

We are thankful that we have Maria Acron at Billie Clarke’s Answering Service! She is 

respected by the many that know her for her faithfulness, fairness and hard working ethics. 

She has been an asset to our company and we are blessed by our gift from Toni.  

 

 

Submitted By Susie Etzel – President 

The Constellation 
A newsletter for Answering Service Employees; donated to the industry by TeamSNUG 

                                 A Shining Star to Guide the Way… 
 

Today’s Luminary is Maria Acron  -  

           Billie Clarke’s Answering Service 



T 
his article is about “call control”; a subject we hear a lot about it in our industry.  We are taught how to guide a 

call – especially right at the beginning.  We need to be able to take down information in a specific order; 

therefore, nearly everyone understands how to ask questions right up front to complete the message prompts.  

Asking those questions and moving right along to the next question becomes almost a routine and ensures that the 

caller’s most important information has been captured.   

The actual message follows.  The caller usually launches into a description of their needs and with only a small 

amount of guidance on your part is necessary to help you tell their story in the proper order.  You may need to stop the 

caller from giving too much information, but basically the “control” needed on your part is limited. 

Clearly we have a beginning and a middle to the data we need to accumulate for our clients; we are directed through 

the call by the prompts on the message form and all goes fairly smoothly.  Until we get to THE END.  The end of the 

message form and the end of the call do not always coincide and we are left “hanging” with no further prompts to help 

us close the call.  What to do? 

Take control!  We are taught that it is in general, proper etiquette, for the caller to end the call.  BUT not in our case!  

We need to take charge and close call.    

 

Here are several ways to do it. 

 “Mrs. Smith, let me repeat your message. ‘Your son, Ryan, has a fever of 102 degrees; you would like a call   

  from the Nurse Practitioner when the office opens.’  Is that correct?  I will make sure that your message is   

  waiting when they arrive.  I hope Ryan feels better soon.” 

 “I will page Mr. Jones with your information, Mr. Thomas; you can expect a call back between 1 and 4 this   

  afternoon.  Thank you for calling Ridgeway Tree Service.” 

 “If there is nothing else you’d like to add to your message, Mrs. Potter, I will sent a text to Mr. Black and ask  

  him to return your call.  Have a nice day.” 

 “Let me get this message to Dr. Blake’s assistant right away; please keep your line open for his call.” 

 “I will send your message to Mr. Pearson as soon as we conclude our call, Mrs. North.  Is there anything you  

  would like to add?”    

 

Repeating the message assures that it is correct and acts as 

a natural close.  This is the best way to end a call.  Telling 

the caller what you are going to do or what to expect are 

also ways close the call.  Other “famous last words” are.  

“Thank you for calling.”  “Have a nice day”; “I hope you 

(he /she) feel better”; “Is there anything else I can do? “  

“I’ll do this right away, goodbye.”   When you give a 

strong signal that the call is at an end, the caller will 

respond appropriately 99% of the time.  THE END – is a 

part of your job; with a little practice you will do it well. 

 

 “The End” 



Wealthy... 

Healthy... ...and Wise 

S 
upermarket sales usually 

run in 12 week cycles.  

Stock up on unperishable 

supplies (enough for three 

months) when they are on sale, 

and you will save significantly 

over the course of a year. 

 

W 
hen you have 

something that you 

must learn, imagine 

yourself teaching the material to 

others.  Experts say we when we 

adopt a “teaching” attitude we 

engage more with the material and 

enhance attention to detail making 

the information more memorable. 

 
 

D 
octors are seeing a new neck 

injury that was unheard of a 

decade ago.  People of all 

ages are suffering from “TextNeck” 

from looking down at our phones too 

long.  Holding our head in that 

position inflicts about 60 pounds of 

pressure on our vertebrae causing 

inflammation and pain.  Make a 

conscious effort to hold your phone at 

eye level or at least higher than your 

elbows. 

 

 

E C Y C A R U C C A E G Q W L  
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Word Find 
ACCURACY 

ACHIEVE 

COMPETITIVE 

COMPLIMENT 

CONSISTENCY 

CONTROL 

CUSTOMER 

ETIQUETTE 

EXCELLENCE 

HABITS 

IMAGINE 

LISTEN 

PLEASE 

 

REPEAT 

ARE YOU CERTIFIED?  ASK ABOUT ATSI AGENT—SUPERVISOR—SITE CERTIFICATION TODAY! 



B 
abe Ruth is considered by to be one of the greatest athletes of all time and is famous for setting 

the home run record.  He also holds the record for strikeouts!  On any given day he was either 

very good or very bad making his team a little nervous when he went up to the plate. Which 

Babe was playing that day? 

Clients are happier when their service is consistent.  They would rather have “fairly good” service all the 

time than great service sometimes, and poor service other times.  Ups and downs in quality make people 

nervous.  In our business it is not uncommon to take a fabulous message one day that brings a 

compliment from the caller but the very next day fail to page a message that could be worth big bucks for 

our client.  Those two instances don’t REALLY balance each other out.  The client is going to remember 

the lost revenue much more than the compliment. 

There are two possibilities at work in the above scenario.  The message that earned the compliment could 

have been taken by one agent and the dropped message taken by another.  OR, the same agent could have 

handled both messages; we all have good days and bad days.  We need to develop habits that allow us to 

be consistently good.  The Award of Excellence sets a criteria of 80% as a satisfactory call.  That’s “fairly 

good”.  If a company’s calls are consistently at 80% their customer base is probably pretty steady.  

Clients aren’t complaining but they aren’t thrilled.  “Fairly happy” customers can be lured away but most 

will not leave on their own. 

However, in this competitive industry most of us are able to prove that we provide better than fairly 

good” service 80% of the time.  When a serious mistake is made, or a 

competitor begins intense marketing, a “fairly good” service is likely to 

lose customers. 

How can YOU help your company maintain its customer base?  By 

being consistently better than 80%.  Build good habits.  Make sure your 

voice is warm and interested on every call.  Repeat the telephone 

numbers and spell last names.  Say “please” and “thank you” on every 

call and use the caller’s name when possible (we all LOVE to hear our 

name).  Listen carefully and repeat the message so that callers know 

you were listening and got it right.  Finally, be sure the message is 

handled properly after you disconnect the call.   

These are simple things that will increase your score.  There are several 

ways to achieve an 80% call, scoring high on some and low on others 

would be one way – or you can achieve 80% on every call.  Your 

customers would far rather have 80% on all calls!  Begin by trying to 

achieve a minimum of 80% and then work on specific things to make 

your scores better.  If you can consistently provide 85% - 87% or plus 

90% accuracy – you will be helping your company thrive and grow.   

Consistency is King 


