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ook for a lovely, immaculately groomed, strikingly dressed woman 
the next time you are at a SNUG Meeting.  That will be Tanisha 
Sherman, and she truly is lovely, inside and out. She is confident, 

competent, compassionate and truly a caring person. 
 
She is also a strong businesswoman who has been climbing the ladder of success 
at Danbury Hospital since she first took a part time position there in February, 
1999.  As so often happens, every job Tanisha had in her life helped to prepare 
her for where she is today.  “I was 13 when I got my first job,” she said.  “My 
mother refused to buy me the clothes I wanted, and said if I wanted to dress so 
expensively, I needed to get a job and earn money to buy my own clothes.  I 
found a pizza restaurant owner who took pity on me and said I could come there 
and wash dishes; well, a week later he allowed me to begin answering the 
phones.  Shortly after that he said, ‘You are the BEST, how would you like to learn 
how to make pizza? ‘Of course I wanted to make pizza!”  She was perfect for the 
job! 
 
“I worked in that restaurant for 11 years 
and I learned customer service inside and 
out at a very young age.  The phones 
couldn’t ring more than twice (and they still 
can’t) – the customer is always right (and 
still is), it all still sticks with me, and that is 
what I teach our employees.  Every job I’ve 
ever had has involved phones and caring 
for callers.  When I left the pizza restaurant 
I moved on to a conference call company.  I 
was the coordinator for the calls, and did 
the introductions and moderating for the 
conferences, which were often long calls 
for medical and pharmaceutical 
companies.” 
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“When I applied for the part time position at Danbury Hospital it seemed like a 
natural progression; I was familiar with the industry and I’m a shopper!”  Tanisha 
laughed, “I needed to have something to do nights and weekends to keep me out 
of stores; otherwise I’d spend every penny I made at my full time job.” She 
continued, “After several months I was asked if I would like to become a 
supervisor. ‘NO!’ I said; I just wanted to work, do my job and then leave and go 
home.  About two years later they came to me again and asked if I would become 
a supervisor, and again I said, ‘No, thank you’.  I held them off for four months and 
then one of the operators who trained me said, ‘Look, you really should do this; 
don’t worry that you’re young and some of these people have been here forever, 
you’ll be fine, you’ll earn their respect, you are perfect for this job.”  In 2001 she 
accepted the position and found the path she was destined to take. 
 
Tanisha has presence and can even, at times, be a little intimidating.  “That just 
astounds me,” she laughed, “I ask my people, ‘have I ever screamed or yelled at 
you?  Have I ever made you feel badly?’  And of course the answer is always ‘no’.  
She is respected and (we suspect) revered by those who work for her – and she is 
quick to point out that she also works WITH her people; they are a team.  She has 
worked every shift, she knows the equipment and understands the advantages of 
her Startel.  She is not the final decision maker when it comes to equipment but 
she is well informed and her suggestions on upgrades and purchases are 
respected.  “I have a lot of latitude, I turn in a budget every year and almost every 
year they come back and ask me to find a way to cut it by 10%!”  She smiled, “But, 
most of my requests are approved.  Our hospital is quality oriented and we want 
the best we can afford.  Sometimes I may have to wait a little bit.  It took about 
four years to be able to purchase the CMC and 12.2 took about six months but 
waiting made having it all the sweeter.” 
 
“Some exciting changes have been coming to the Danbury Hospital,” Tanisha 
explained, “We have affiliated merged with the New Milford and Norwalk 
Hospitals to become the Western Connecticut Health Network. The practice of 
medicine and hospital involvement has changed so much in the past few decades.  
We have become very 
dependent on in-house 
wireless phones, iPhones, 
secure messaging and Tiger 
Text!  Not so long ago we 
were admonishing our 
physicians that they really 
needed to get pagers; now 
we say ‘you really need to 
move to a smart phone!’  
People are taking care of 
their own health and 
electronic records are 
essential.  There was a time 
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when you could just walk into a hospital – now everything has to be secure.  
Now at the Information Desk, you have to be ID’d, even visitors need to be 
electronically badged.” 
 
“Communication and Security go hand-in-hand and that will all be a part of my 
new job description,” she said.  Tanisha will be overseeing the first person you 
see when you walk into the building to the first person you hear when you call 
the hospital for all three hospitals.  “It will be a huge responsibility,” she 
admitted with some trepidation, “but I am so ready for it, and excited about it; 
it is the perfect job.  I have been very involved with operations throughout my 
whole career; now I will be more overseeing others than doing things myself.  
We will be providing the first impression of the hospital, whether in person or 
on the phone.  Making sure that impression is impeccable will be part of my 
responsibility!” she said proudly. 
 
Fortunately, her new position will still allow Tanisha to attend SNUG meetings; 
she wants to see the new features and learn how to incorporate them into her 
health care setting. “The answering service industry and the hospital industry 
are not so far apart,” she reminded us, “we both have technical issues; we 
both have personnel issues, and morale issues and all the human resource 
issues.  I like my involvement with SNUG; people really, truly want to help.  
Being on the Board was 
a good experience and I 
was honored to have 
been chosen.  I have 
made some very nice 
friends that I look 
forward to seeing every 
year.”  More recently we 
have met Tanisha’s 
husband Ben at a SNUG 
Meeting here or there.  
They sometimes meet 
right after a meeting, 
explore the area and then 
go on a vacation from 
there.   
 
“We love to go on cruises!  We relax and explore and just enjoy ourselves so 
much.  At first Ben didn’t think he would like it; he had never been on a cruise; 
but he went to make me happy and that was only the first of fifteen trips that 
we have been on in the six years since we were married.”  Even our 
honeymoon was a cruise.  Tanisha laughed, “For us the boat is the destination; 
the side trips are just frosting on the cake.  We have lots of places we still want 
to go, Panama Canal, the Mediterranean – I am so looking forward to that 
one!  Even Alaska; although I want to go places that are WARM not cold.”  
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Tanisha and Ben will soon be cruising to the Southern Caribbean and will be gone for 12 
days!  “I have to get used to the idea of being gone from work that long.” Tanisha 
admitted. “I can’t imagine how my people will get along without me hovering.  But I have 
to get used to the differences (as do they) because now that I have moved into my new 
position things are very different than they once were!” 

 
There have been 
many changes 
since Tanisha and 
Ben were married 
in April 2009.  We 
tragically lost both 
of my sisters since 
our wedding; my 
younger sister, 
Cherron, passed in 
February, 2011 and 
we lost my middle 
sister, Mikki, in 
October just the 
year before last.  
Each of them left 
behind a child and 

they are the children of our hearts.  We enjoy spending time with them and try to be the 
favorite aunt and uncle. Our niece, Aijah (pronounced Asia) is 21 and is going to school to 
become a paralegal.  She has taught herself to speak Japanese and is now learning Korean.  
We all can imagine her becoming an international translator.  She would like to someday 
live in Japan because she just loves the culture.  I would miss her so much but what a 
wonderful place to visit!  We LOVE to shop together; can you imagine shopping in Japan?!” 
 
Our nephew, Nicholas is 10 and in the 5th grade; he is smart as a whip!  He lives with my 
parents but we hang out together a lot.  He just loves Ben and they are into video games, 
flight stimulators, cars and trucks.  We walked in 
the door the other day and he immediately 
wanted to know if we had updated our iPads.  
Apparently there was a fantastic new train game 
that he just could not wait to show us.  We feel it 
our solemn duty to spoil both kids and we work 
diligently to that end!” Tanisha laughed.  “They are 
the light of our lives!” 
 
Their “baby” is a 17 year old Lhasa Apso named 
Maia who goes everywhere with her.  “She is little, 
fluffy and a true lap dog.   She is just so special; we 

(Continued from page 3) 
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just can’t spoil her enough!” When people get to know Tanisha they are surprised to find 
this elegant woman is a die-hard Yankees fan who will scream her head off for her 
favorite team.  “I’m a huge fan,” she said, “I am a huge Derek Jeter fan; I am a huge 
Yankees fan!  My office is decorated in Yankees colors and memorabilia!  You just don’t 
see it coming when you meet me but I truly love my Yankees.  Ben is not nearly the 
sports fan that I am, though he does like car racing, and having attended UCONN – he 
will root for UCONN basketball.” 
 
These two are all about trying new things and finding enjoyment in them – together.  
“We met on line – just like Ben’s parents did over 50 years ago – Which is just amazing.  
We both belonged to a Mystery Book Club and we happened to start talking just by 
chance; we discovered we had an attraction and the rest, as they say, is history.  After a 
SNUG Meeting in Irvine we went up the coast to San Francisco where we visited three 
vineyards in Napa and Sonoma.  We found we enjoyed wine tasting, and learned how to 
drink it, how it should breathe and now we have grown in our taste. We plan to go to 
more and also to some beer tastings- especially now that craft beers are so popular.  Ben 
is a data architect with North American Power (a computer geek) and he enjoys beer; so 
I am learning about that, too.”   
 
Whatever Tanisha and Ben are doing, they do it with joy and passion.  “We believe that 
it’s our ‘job’ to get everything we can out of life,” Tanisha explained.  And they are 
perfect for the job! 
 

(Continued from page 4) 
 

cont... 

Whatever holiday you celebrate at this 
wonderful time of  the year, We wish 
you warmth, love and peace. 
 

From all of  us at SNUG  
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September 3, 2015 
   
 
Dear Valued Startel Customer: 

We are pleased to announce that as of September 2, 2015, Startel Corporation has merged with Professional  
Teledata (PTD). PTD is now a wholly owned independent subsidiary of Startel. 

Our company was founded in 1980, and its growth over the past 35 years has been predominantly internal,  
stemming from the referrals of our customer base and those of other professionals. The growth and development of 
our professional staff has evolved in a similar manner. We have attracted high-quality, committed professionals and 
invested in their training and development. As a result of those efforts, we have experienced steady growth over the 
past several decades.  

Our relationship with Professional Teledata was formed in 1983, when PTD began providing products and services to 
the telephone answering service (TAS) industry and many of our joint TAS customers. Through acquisitions and  
mergers, and the success of their solutions, including its PInnacle TAS platform, PI-2000 Order Entry system, BCS 
and TBS Billing systems, and PInnacle Freedom hosted TAS platform, they have evolved into an industry leader.  

We have decided to merge with PTD because we believe that as a larger organization we will be able to provide  
better service, greater technical expertise, faster development cycle of new products, and a more comprehensive 
communications solution offering. The synergy of joining forces also allows the combined company to go after  
broader markets and better challenge our competitors in the TAS and contact center industries. 

We look forward to providing you with new products and services in the future, and we will communicate that with 
you well in advance. In the meantime, there are several things we want to point out that will not change at this time: 
 

 You will continue to work with all of the same great people at Startel. 

 There are no changes in regards to your service or your account. 

 There are no changes to invoicing, billing and/or customer support processes. 

 Your monthly service fees and maintenance costs will remain the same. 

 We will continue to operate from our current office in Irvine, California. 

       All the contact information for us will remain the same. 
 
If you have any questions about this exciting news and what it will mean for you, please contact any of us at any 
time. For more information about the merger, please review the Questions and Answers document.  
 
We are grateful to you not only for giving us the opportunity to provide you with unified communication solutions 
and services but for your loyalty and partnership, which we value greatly. We believe this merger is a win-win for 
both organizations as well as our combined customer base, and the entire TAS industry.  

 
Sincerely,  

William Lane, President & CEO         
Pat Kalik, Director of Customer Relations and Director of New Hampshire HR  
Alan Hartmann, Director of Software Development 
Jim Graham, Director of Special Operations 

 

http://aemapi.spsend.com/Clicks?Link=b7b47750-f924-4a90-8fd8-4051e0b01777&Id=cde95cd2-c8fc-4a44-b3a8-45099acad85f&Blast=a549bcda-798d-45c1-bf0a-3c69b4e4b241
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n 2006 we decided to move the offices of Focus Telecommunications.  Due to the impossible commuting 
distance, we sent our current agents home to work; something that I had been wanting to do since the 
1990s.  In 2009 our VP of Operations and SNUG Board member, Tom Reandeau, became involved in the 
SNUG W-BIT project, and we began to understand the powerful tool that the HyperTRACK (by TrainNow) 

would become for our company. 
  
Any SNUG member can “piggy back” on the HyperTRACK platform.  If your company has already purchased the w-BIT, 
then there is no extra cost - if you haven’t yet purchased, then the cost to purchase HyperTRACK is $2,800.00.  Starting 
the 2nd year there is a $500.00 annual license fee. These rates are for up to 100 trainees per calendar year.  When we 
compared that price with the cost of training an agent or two (or twelve) the cost effectiveness became apparent.  
Tom, with the assistance of Misty Hill, our Director of IT, began to sift through our mountains of training materials, 
choosing those parts that were relevant for a basic training program.  We were already using the W-BIT for our  
keyboard training, just as it was released by SNUG, and after several months we were ready to train our basics and 
philosophy via the W-BIT also. 
 
We augmented the W-BIT training with two additional means of instruction.  We posted several of our videos 
(including the three SNUG “Excellence” training videos) to You Tube for new (and current) employees to review at 
their own pace.  In addition, we created a shared resource (Google) using the cloud to allow all of our documentation 
(documents, stories, videos) to be shared among our employees.  Our program has been extremely successful. 
  
We now hire by word of mouth recommendations from our current and past employees and have employees, we have 
never met, in 11 states. One employee was hired in a small town in North Dakota where there are not enough  
employment opportunities.  While we don’t have enough statistics yet to show the amount of money we are saving, 
we are positive that we weed out people who are not going to “get it” much faster.  Since the program is  
self-administered (within a specific time frame) and trainees must finish each segment with a passing grade before 
being allowed to move to the next segment, we know that their training is uniform and complete.  Throughout their 
training we schedule interview calls for them with every senior staff member so that they get a chance to chat with 
customer service people, sales and marketing people and even our financial people.   
  
During the trainees’ scheduled shifts we have a mentor available to answer any questions and provide additional  
guidance when needed.  Trainees complete the basic system functions and dispatching policies within 40 hours and 
then are monitored while they dispatch for their first six hours.  If the mentor feels confident in the trainees’ abilities 
they are allowed to continue dispatching on their own.  After a specific number of hours spent dispatching the new 
employees return to training to learn to take incoming calls.  We limit the type and number of accounts the trainees 
are open to which allows us to train a section, have them practice that section, and return to training for the next  
section. (As we have worked through this new system we have tried to have either Tom or Misty take the point on this 
so we can tweak the training.)   
  
We feel we have created the best of all worlds for our trainees and our company.  There is no constant one-on-one 

work with a trainer, no training classes where one trainee learns at a far different pace than another (usually resulting 

in the slower trainee leaving the program) and there is no Buddy System where bad habits are shared along with the 

good.  Just controlled interaction with senior staff and then supervisors and agents.  And we KNOW we won’t hear, 

“No one ever told me that!” 

I 

It’s What We Do… Long Distance Training  
 

by Donna West  
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Technical Liaison Meeting 
 

By: Kristen Borne, SNUG President 
 
 
Your Technical Committee, consisting of Lauren Garza (Technical Committee Chair), Renita Dorty (Vice President), 
Dan L’Heureux (Executive Director) and I had the pleasure of traveling to Irvine, CA at the end of August to meet 
with Bill Lane (President) and Victoria Nelles (Product Manager) of Startel for our annual Technical Liaison meeting. 
 
The purpose of the Liaison meeting is to not only address issues that our SNUG users are experiencing and that have 
been brought to our attention, but to also learn of Startel’s focus and developments.  Keeping open communication 
between us, the members, and our vendor is crucial.  I can tell you that the conversations were open and  
productive.   
 
One of the first topics of discussion was the Service Response Guidelines.  While it was reiterated that members can 
view their own tickets through the Startel Clientele to see the ticket progression, it was suggested that if a member 
has a time sensitive ticket, that it be called in to Startel rather than sending an e-mail to Startel’s ticketing email  
address.  A member complaint was also brought up in regards to having several tickets open and not getting a  
response or update on the ticket from Startel.  Bill Lane instructed that in this type of situation, the ticket(s) need to 
be escalated to John Martin, Margaret Lally and then Bill Lane.    
 
Some of the other topics discussed were SM & SM+.  Bill Lane and Victoria are aware that a second version is  
needed for SM+.  Startel’s resources were temporarily pulled off SM+ but will be resuming and progress will be 
made!  Multi-media Queuing was also brought up for discussion.  Startel stated that it definitely is in their plan book.  
Startel is currently developing the next release of the Startel Soft Switch followed closely by multimedia queueing of 
webchat.  Once webchat is completed, multimedia queueing of email is planned to be next inline.  Some other  
topics of interest include;  Reporting, Dispatch Scripts, Importing Members from a Directory for on-call purposes, the 
Wish List and the possibility of Startel working with 3rd party vendors such as TAS Scheduler. These items are in the 
‘pipe-line’ but do not have any firm time lines attached.   
 
The meeting was very informative and I feel we all left with a strong sense of Startel’s direction and felt that they 
value our input and suggestions.  When we asked Startel what SNUG can do for them, it was unanimous that they do 
NOT want SNUG members to hold back on their feedback (I don’t think there is any worry of SNUG members holding 

back).  They said feedback is important and it’s how Startel gets better! 
 
Since the meeting, we have already made progress on some of the items mentioned above.  For instance, a focus 
group has been developed and the brainstorming process has begun for Reports!  Over the next few weeks the top 
reports and report wishes will be compiled and a meeting will occur again to discuss and update.  The lines of  
communication have also been opened between Startel and Steve Lawrence with TAS Scheduler.  Victoria has  
provided Steve with the CLR information he needed and soon we will know the time line for fixing the reporting  
issue where a report containing a week’s worth of information can be generated through Startel and used within the 
TAS Scheduler program.      
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ost of us remember that our hearts have four chambers and that they pump blood 
through valves to circulate through our arteries, and then capillaries, to veins, and 
back to our hearts.  Along the way the blood picks up oxygen from the lungs and 

carries it throughout our bodies.  Yes, we remember all that, and we know that those 
arteries and veins can fill with plaque – which is somehow linked with cholesterol.  We 
know that buildup of plaque is known as atherosclerosis (ATH-er0o-skler-O-sis).  Well, yes, 
we know this – kind of, sort of – unless we are intimately involved with these conditions.   
 
 
However, we might not remember, or 
understand, what coronary arteries are, or 
what having them become blocked can 
mean for our health.  Briefly, coronary 
arteries are small “fingers” of blood vessels 
that wrap around our heart muscles and 
bring them fresh, oxygenated blood.  They 
“feed” the heart muscles.  We understand 
the four chambers, but Coronary Artery 
Disease (CAD) is the most common form of 
heart disease and it forms around the heart, 
not in it.  It is more common in middle aged 
and older individuals; and while it has been 
known as a “man’s” disease – six times more 
women die of heart disease than breast 
cancer every year.   
 
When we hear about “by-pass” surgery, we 
are hearing about the surgery to create a 
“work around” for the coronary arteries when they become blocked.  Arteries and veins 
that serve other parts of the body are harvested and attached to the heart, allowing blood 
to bypass the clogged arteries and nourish the heart.  This has become a common surgery 
and is not nearly as scary as it once was.  Having a “stent” inserted (this is a small metal 
tube that holds a collapsed artery open) is also common place.  In fact, having heart 
procedures have made a huge difference in the lives of many people in our industry. 
 
It is interesting to note that many of us had few if any symptoms, and that is why we are 
sharing this information with you today.  We want you to be heart healthy – because we 
want you to be a part of our lives for a long, long time.  One thing that most of us have in 
common is believing that any symptoms we may have are attributable to other things.  If 
we are short of breath – “we’re just a little bit out of shape”.  Chest pain – “pulled 
muscles”.  Leg cramps – “too much sitting, or driving” 

It’s Time For A Little Heart-To-Heart 

M 
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As Donna West noted, “I was feeling great when a tech who was administering a quick 
insurance physical, said, ‘It’s probably nothing, but I think your heart is skipping a beat, 
you might want to mention it to your primary care physician next time you are there.’ 
When I got around to seeing him, he said, ‘It’s probably nothing but let’s have a stress 
test.  This progressed to, ‘let’s do a nuclear stress test’, to ‘let’s do an angiogram.’  At 
that point we all thought that the insertion of a stent would be the likely outcome. I 
was even invited to be a part of a blind test study of a new plastic stent that has been 
used in Europe for the past three years.  We were all excited about “beta testing” the 
new stent - it was like a party until the doctor said, ‘You aren’t a candidate – there is 
too much blockage.”  Two days later I had beating heart surgery to bypass five arteries 
which ranged from 68% blocked to 99% blocked.”  Three days later I was back home, 
feeling amazingly good for someone who had been through all that!  Fortunately, I had 
never had a heart attack and my heart was healthy.” 
 
“My situation was a little different,” said Lyn Hall, “I DID have a heart attack a couple of 
months before Donna had her issues.  Looking back I had symptoms that I blamed on 
other things.  I had leg pain, but we had done a lot of walking at our Disney vacation.  I 
had gastro pain, but we thought it was from an infection, and I was on antibiotics.  But 
when that abdominal pain got worse and moved up into my chest and on into my jaw, I 
knew that something was wrong.  I texted Leigh to come and get me, but even then I 
thought something else was wrong.  Eight hours later it was real, I had suffered a heart 
attack.  I was really lucky since there was no permanent damage.  We also thought I 
would need a stent to two, but I had blockage everywhere.  Even that small artery 
called the “Widow Maker” located at the top of the heart was clogged.  Fortunately the 
surgery was successful and I am here today to share my story.  I was a smoker for years, 
and when it was clear that I had a heart attack I quit on the spot.  My cardiologist was 
adamant, “Lyn,” he said “I can guarantee that if you had not been a smoker, you would 
not have had this heart attack.”  We all think it can’t happen to us.  “Emotionally having 
a heart attack is tough,” Lyn went on.  “I am only 62,” I thought, “this can’t be happen-
ing; but it did!” 
 
Gregg Snyder had yet a different experience.  He has a history of cardiac problems, but 
was still somewhat surprised that he needed by-pass surgery.  His surgery took place 
more than a year ago, and he made a quick recovery.  “When they told me to walk 100 
feet, I walked 200.” He said, “I walked 1 mile a day in my home after the 2nd week.  I 
just kept walking in circles around the kitchen and living room.  It really paid 
off.   September was my one year anniversary after open heart surgery, it has been a 
wonderful change in my life and for my health.  I walked almost 5 miles today without 
stopping, so it really makes a difference.  Now I am happy to share my experience to 
help educate our membership.  We are all in a sedentary industry, we all need to move 
more, walk more, exercise more.  Once you’re in the habit you’ll feel so much better!” 
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As each of us have recuperated we have learned that what you eat is important, and 
what medications you take are important, but probably the MOST important thing of 
all is regular exercise.  NOT busyness, NOT activity, we need REGULAR exercise.  “I 
began with simply going up and down the stairs, increasing from three round trips at 
a time, to five trips, and now I can make ten trips up and down in five minutes and I 
do this three times a week; there is no cost and no travel involved.  I also briskly walk 
our local mall twice a week.  My home sits on an acre of ground and one trip around 
the whole perimeter is 1/5 of a mile, my goal is to do I mile a day.”  Donna said, “My 
doctors are pleased with this regime for now.”  
 
“I remember when Larry Goldenberg had heart valve surgery, probably more than a 
decade ago.  Donna went on, “when I heard about it I was so sad and upset.  I was 
(and still am) a big fan of Larry and I thought at the time that we would be losing him 
in the near future; heart surgery seemed so scary!” Obviously Larry has continued for 
many years to be a testimony to good heart care.  He was active on the ATSI Board, 
president of that organization, President of the Rotary, and a huge asset to our 
industry; he is now a grandfather, enjoying retirement and still going strong!  Heart 
surgery is not a death sentence, it is not even a message to slow down – if fact, we 
need to speed up, walk more, and maybe we can avoid heart issues altogether. 
 
“My cardiologist told me that my 
heart will probably not be the reason 
I die!” Laughed Donna. “Now that I 
have all “new hoses”, it’s good for 
another 20,000 miles, or more!”   All 
of us know that finding our heart 
issues has been a huge gift; since we 
can now expect that exercise and 
being sensible about what we eat is 
likely to give us many more wonderful 
years.  Next time you see your 
Primary Care Physician, tell him or her 
that you have good friends who have 
had heart problems, ask to have your 
heart checked out, just to be safe.  
Chances are, someone among us is at 
risk.  We’ve shared our experiences 
here with you to remind you to check 
your heart out and exercise to keep it 
healthy! 
 

You exercise 

regularly, play 

racquetball twice a 

week, golf on 

weekends.  Nope 

not good enough!  If 

you sit all day every 

day at your job, (as 

MOST of us do) you 

are still at risk for a 

heart attack.  BUT 

you can lower your 

risk by 33% if you 

take a 2 minute 

break every hour 

and WALK!  Yep, 

TWO minutes every 

hour, walk while you 

talk on the phone, 

walk around the 

operations center, 

walk with an 

employee.  AND, 

encourage your staff 

to take those two 

minutes to protect 

their heart, too. 

Cont... 
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April Kasza is the General Manager of Allgood Communications, Inc. dba Executive  

Services in Pueblo, Colorado; Professional Communication Services (PCS) in Longview,  
Washington; Northeast Telemessaging Company (NTC) serving PA and NJ.   In January of 
2006, April joined Executive Services when the company was acquired by Allgood  
Communications. She made many needed improvements right away including hiring  
additional staff, training, and improving service levels. She was also instrumental in  
managing the upgrade to the Startel CMC platform and with the acquisition of PCS in 2007.  
That year Executive Services also received ATSI’s 26th Gold Site Certification, which was a 
significant accomplishment in itself.  
 
Originally from East Bridgewater, Massachusetts where she grew up, April relocated to 
Pueblo in 1993 by way of Chandler, Arizona.  She now considers herself a Pueblo native.  

She is a board member of the Pueblo Downtown Association and serves on two advisory committees for Pueblo 
Community College.   
 
April has managed the company successfully for ten years with the company achieving the ATSI AOE ten years 
running and the CAM-X AOE for the past eight years.  She was presented with Pueblo’s Shining Star award for 
demonstrating pride & faith in Pueblo’s historic downtown area, where the company is located.  Her  
accomplishments in SNUG include serving on the board from 2008-2012 as Secretary, Treasurer, Vice-President, 
President and Past-President consecutively.  She was the Conference Chair for the 2010 Convention and has  
continued to serve to-date on the SNUG Scholarship Committee.  April has a proven track record in our industry, 
in her community and in serving on the SNUG board.  Thank you.   

 
 

Patty Kennedy is President and Director of Operations for King Communications in  

Saginaw, MI.  She joined the King family in 1987 and has served in all capacities of the  
operation.  Patty has actively served on the regional board, GLTSA (Great Lakes Telemessaging 
Association) as secretary and treasurer for many years, most recently serving as President in 
2010-2011.   
 
As a member of SNUG for over 25 years, she has participated in annual conventions and 
served as conference chair in 2003 and most recently in New Orleans for the 2014  
convention.  She contributes much of her personal and business growth to the relationships 
she has made through SNUG.  She has been a customer of Professional Teledata for many 
years and is excited about the recent Startel/Professional Teledata merger. 

 
During her CMC/SS conversion and continued new applications, SNUG members and the listserve have proved 
invaluable. Being on the “receiving end” of SNUG for so many years, she is excited about the opportunity to once 
again take on a more active role.  If elected, she would be honored to serve and have the chance to “give back” a 
portion of what she has received from previous leadership. 

SNUG Board Nominees  
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SNUG Board Nominees Cont... 

Tom Reandeau is the Vice President of Operations at Focus  

Telecommunications, Inc.   After a six year tour of duty in the U.S. Air Force as a train-
er for the Military Police, I was employed with ADT Security where again I was in-
volved in the training and writing of training manuals.  I have served on many boards 
including the SNUG Board as a Director and President, our home owners association 
as an officer, and also my children's Drama Club as a Vice President.  My wife Susie 
and I are the proud parents of twin daughters Amanda and Ashley  
(20 Years old) and Cassidy (15 Years old).   
 
I joined Focus in 1994 at the time of our transition to the Startel platform from  
another vendor specifically to assist with training.  My current responsibilities  
include overseeing the Operations Department of Focus, which includes Customer 
Service, Human Resources, Training, Quality Assurance, and our Technical  
Department.  I especially enjoy the Technical and Training aspects of my posi-

tion.  Over the past 3 years at Focus I have concentrated on creating a completely 100% remote environment to 
include a program to train new agents. This program has been sold to other companies in our industry to assist 
them with the process.   
 
While serving on the SNUG Board I was a Director, A Chairperson of the Education Committee and  
President.  During my time on the Board I was instrumental in setting up the SNUG wBIT program and the  
HYPERTrack system for our users.  My hard work on this application and work on the board earned me the honor 
of being selected as the Don Berry Award of Excellence winner for the year of 2011.   
 
Focus is and always will be an active member of our industry and dedicated to SNUG.  I have gained valuable  
information from everyone on the list serve and other members that I have had the honor to serve with.  I  
believe that people should run for any board only if they are prepared to truly work on behalf of the  
organization.  If elected I will be an active participant and willing to work on committees, share ideas and assist in 
any way possible." 
 

 
 
 

Ryan Chinoski has grown up in the  

communications industry.  His parents, Herb & 
Jan Chinoski, purchased Rochester  
Telemessaging Center 43 years ago, although 
based on the 2nd picture, we are not sure if Ryan 
has “grown-up.”  
 
Ryan is presently the Zoo Keeper/Director of 
Operations at RTC.  He spent a number of years 
on the TeamSNUG Board and is also a past 
TeamSNUG President. 
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SNUG Board Nominees Cont... 

Aaron Boatin: As Startel owners, we are in the midst of exciting times with  

Startel’s recent purchase of Professional Teledata. I believe that SNUG can help  
Startel evolve to become even better than it is today by driving product  
development based on member needs and also integrating emerging  
technologies into our call centers.  
 
I look forward to the possibility of once again rejoining the SNUG board to help on 
this journey. I feel that I can bring additional perspective and skill-sets to the SNUG 
board as a business owner.  
 
Our company has been a member of SNUG since its inception. Growing up in the 
family business, I am hardwired to serve the customer above all else. If they win, we 
win. I take more satisfaction from knowing that we had a small part in someone’s 

success than receiving credit or recognition.  Part of my current day to day responsibilities are overseeing our 
sales and marketing and technology teams both are areas I have a real passion for.   
 
I believe that every SNUG member can confidently walk into a business and offer communications solutions that 
add huge value to prospective customers. It’s our job to help prospects realize their business’ true potential by 
using our professional services.  As Startel owners, we must always strive and evolve to offer new and relevant 
service offerings to leverage our investments into saleable services that we can take to the marketplace.  
 
I look forward the possibility of serving the membership once again. I hope to use my successes and failures to 
assist all SNUG members, regardless of system platform, size, or type of service bureau to make the most of their 
Startel systems.   Thank you again for your consideration. 
 

 
 

Drew Ritter:  I am a current ATSI Board member, former SNUG Board  

member, Past SNUG President and Don Berry Award Winner.  As you probably 
know, I believe in the power of Association.  Entrepreneurial by nature, I have 
been recognized by the Forbes organization in 2006 by receiving a Forbes  
Enterprise Award.  As an aviation enthusiast and private pilot I have learned  
valuable decision making skills that allow me to creatively think through a  
problem while remaining calm in the face of an emergency.  I have the patience 
to handle the technical, political and human resource challenges that often arise 
in our industry.   
 
Today Advantage TeleMessaging, Inc operates with the same “customer first” 
philosophy under which it began when my mother started the company.  But, 
with a new generation of ownership comes fresh ideas.  Since taking over 

we have continued to grow.  My goal is to find the perfect blend of technology 
and personality that truly defines a great call center while continuing to prove our relevance in the market place. 
If elected to the Board, I plan to work for the membership with the same caring, innovative and creative  
mentality I apply in my life and business.  
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ear SNUG members,  

I am writing to you as I approach my 38th year in the TAS industry, starting in 
1977 and am thankful that I have been involved with SNUG since 1988 in its charter year 
as a member, then Technical Committee Chair and eventually President.  In 1999 I was 
hired as Executive Director following the sale of my own TAS and I’ve been hanging 
around ever since, serving at the pleasure of the SNUG Board and its President, and 
making good friends along the way. 

I have to say it has been my pleasure and I’m hoping to continue until I’m no longer 
needed or can no longer fulfill the requirements; hopefully that is at least one or two 
years in the future.  Why 1 or 2 you say? Not because I want it to end but rather because 
there are some very exciting times ahead in the near future.  

We have been promoting the 2016 Spring Conference at the US GRANT in San Diego and 
if you haven’t made your hotel reservation it is time to do it TODAY!   Go to the  https://

www.teamsnug.com/conference page and you will find what you need to make sure you are 
not left out of this sure to be outstanding event and don’t forget to “get the T-Shirt” 
when you register. (See conference article elsewhere in this issue) Renita Dorty, 
Conference Chair and the folks at Startel have been working hard to make this a DO NOT 
MISS event including the Monday Night Startel Party aboard the U.S.S. Midway which is 
rated # 1 out of the top 349 things to do in San Diego:  www.tripadvisor.com/Attractions-

g60750-Activities-San_Diego_California.html .  In addition there is Balboa Park (and the Zoo) 
not to mention the beaches, shopping and FOOD.  We are in the heart of the Gas Lamp 
District so plan to stay 6 or 7 days to get it all in….ok may not that long, but if you have 
ever considered pre or post conference stays, this may be the time & place.    
San Diego has it all; great weather, great dining, great entertainment and of course a 
great conference.  Check out the 46 FREE things to do in San Diego;  
https://www.thrillist.com/entertainment/san-diego/free-things-to-do-in-
san-diego-botanic-garden-old-town-free-museum-days  

 
In addition, with Startel’s merger with Professional TeleData, the 
2017 conference and joint efforts by Startel + PTD could be 
‘disruptive’ to the industry in a very good way.   

Two good reasons to be excited for the future of TeamSNUG & 
Startel and YOU!  

Wishing you the best in business! 
 
 
 

Dan L’Heureux 
Executive Director  

From the Executive Director 

D 

 

https://www.teamsnug.com/conference
https://www.teamsnug.com/conference
http://www.tripadvisor.com/Attractions-g60750-Activities-San_Diego_California.html
http://www.tripadvisor.com/Attractions-g60750-Activities-San_Diego_California.html
https://www.thrillist.com/entertainment/san-diego/free-things-to-do-in-san-diego-botanic-garden-old-town-free-museum-days
https://www.thrillist.com/entertainment/san-diego/free-things-to-do-in-san-diego-botanic-garden-old-town-free-museum-days
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SNUG will update you 

ear SNUG Members, 
 

How quickly this year is flying by!  It is hard to 
believe that 2015 is less than 2 months away 

from ending.  This year has been a good one and I am 
hopeful that 2016 will be just as promising. 
 
Speaking of 2016, we are quickly approaching the SNUG 
Conference that will be in San Diego, CA at the historical 
U.S. Grant hotel.  The hotel is located in the downtown 
Gaslamp Quarter, just within walking distance from top shopping, dining and 
entertainment.   
 
There are 3 important reminders that I would like to mention in regards to the 
Conference: 
 

DON’T FORGET THAT THE SHERYL DENNY MEMORIAL SCHOLARSHIP IS AVAILABLE! 
The scholarship is there to financially assist employees and children of employees of 

either SNUG or Startel obtain higher education.  If you have ANYONE within your 
organization that could benefit from this, please encourage them to apply!  The 
FIRST prize awards $1,250, SECOND prize awards $1,000 and THIRD prize awards 
$750.  Anyone interested can visit https://www.teamsnug.com/webform/
teamsnug-201516-sheryl-denny-memorial-scholarship-application.  The winners 
will be announced during the conference! 

 
DON’T FORGET TO PURCHASE RAFFLE TICKETS! 
When you register for the conference, be sure to purchase raffle tickets!   Throughout 

the conference, drawings will be held for some really awesome prizes, but in 
order to win an awesome prize, you will need a ticket!  Plus, ½ of the ticket sales 
goes directly to the Sheryl Denny Scholarship and the other ½ will be given away 
in our last drawings of the conference.    

 
DON’T FORGET TO PURCHASE YOUR COMMEMORATIVE CONFERENCE T-SHIRT! 
This year we will have commemorative conference t-shirts available for purchase.  

The t-shirts have a military theme to coincide with the Startel event night which 
will be on the USS Midway.  In addition, $20 from each t-shirt purchase will go to 
the Sheryl Denny Scholarship.  Don’t be the only one at the conference without a 
shirt! 

 
As always, we appreciate each of our members and hope that if anyone has a suggestion 
on how to improve our group or your membership, please do not hesitate to contact any 
member of our board. 
 

Cheers to your inner awesomeness! 
 

Kristen P. Borne 
 

Combined Communications, Inc. 
KristenBorne@cctas.com 
SNUG President 
 
 

D 

https://www.teamsnug.com/webform/teamsnug-201516-sheryl-denny-memorial-scholarship-application
https://www.teamsnug.com/webform/teamsnug-201516-sheryl-denny-memorial-scholarship-application

