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e’ve all heard the clichés, the descriptions of very successful people that 
begin with “He is a “Self- made” man; She is “self-taught” woman.”  We 

know what that means, but we probably don’t fully understand it.  Our featured 
Snuggie is the epitome of a self-made man.  He is very astute, a thinker – and a 
doer.  So many times we get an idea and we think about it – but we don’t act.  
Edmond Cariolagian acts.  And we all benefit. 
 
Imagine being just 17-years old and a senior in high school.  Look at the 17-year 
olds around you; the image does not seem to support the beginning of 
entrepreneurship.  Rarely do we find someone in business for themselves at such 
a young age; yet that is when Edmond Cariolagian put down the roots for his 
company which today is called Global Messaging Network.  “When I was a senior 
in high school we did not have cell phones,” Edmond explained.  “When we were 
out and we wanted to get in touch with a friend or family member we had to hunt 
down a pay phone and they were not 
always where we needed them to be!” 
 
“I began working at an early age and 
there was just no easy way to 
communicate if I was going to be late 
getting home.  I decided to look in the 
phone book for a solution or a device 
that would help me.  I stumbled across 
an ad for pagers, and that seemed like 
a possibility.  I called Metromedia 
Paging and scheduled a meeting with 
a sales person.  I learned that they 
sold both a tone only pager, and one 
with a number display.  The cost was 
around $400.00 to purchase and then 
about $35.00 per month.  In 1980 that 
was a lot of money yet that sounded 
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like a reasonable price to pay for this amazing technology. I saved for several 
months and purchased a Motorola BPR 2000 Numeric Display pager.  I 
immediately gave my number to my family and friends, and when they needed to 
reach me they would simply dial my pager number, enter their call back number, 
and I would find a payphone and call them back.  This was back in the days when 
the only people carrying pagers were doctors and drug dealers.  My friends 
thought it was magic, getting contacted through the air!”  He laughed, “Everyone 
wanted me to get one for them.”   
 
“I went to Metromedia Paging and asked their sales manager if I could sell these 
pagers, because I had people asking me to get one for them.  I was not 18 yet, and 
had no formal sales experience but the sales manager really liked my motivation. 
Finally, after a week or so they allowed me to buy a pager or two at a time, and 
when I was paid for those I would purchase one or two more. I sold them 
instantly” Edmond continued. “Word of this incredible device got around, and 
finally, the Sales Manager said, ‘You have really impressed me; we are going to 
start an agent program and we will work with you to help you sell more pagers.’  I 
was then allowed to have an inventory of 5 -10 pagers, which was wonderful for 
me since it was a 35-mile drive from Hollywood to Anaheim where the paging 
company was located.” 
 
“At that point things really began to pick up,” Edmond explained, “I was making 
about $150.00 per pager and I was selling 1-2 pagers a week.  I enjoyed meeting 
lots of people and helping them obtain this magical communication device.  
Helping people and seeing how they benefited from these pagers was really what 
this was all about.  It’s really easy to sell something when you believe in your 
product, and know that it will help others.  All I needed to do was demonstrate 
how it worked and 
explain some of the 
time saving benefits 
and the device 
practically sold itself.  
Like all good 
businesses, the 
referral system was 
the true driver of this 
growth and word got 
around fast.” 
 
“A few years later, 
alpha-numeric pagers 
came out though it 
was clear that there 
had to be a human 
needed to input and 
take the message.”  
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He said. “It took me about two years to find a solution to this challenge 
because these alpha numeric pagers eliminated much of the need for people 
to call back which took a lot of time and effort.  I heard about a company 
called Alston Tascom – and another called Startel in Irvine, and at that point I 
figured out that I could combine a personalized live receptionist with the alpha
-numeric pager and have a very unique business.  At that time, I was attending 
Cal State University studying for my Business Degree, and I put together a 
small business plan which helped me find the original investors. Don Berry and 
Socrates Karageorge at Startel helped me put the financing deal together. The 
equipment was quite expensive and it was very difficult to get financing, 
especially at my young age.” 
 
“As we got close to the realization of the actual concept I realized that I could 
not go to school and manage such an undertaking at the same time.  I made 
the decision to leave school and, in 1990, started Alpha Page Answering 
Service and it became a reality.”  The timing for Edmond could not have been 
worse.  The recession began in 1991-1992 and his financial partners could not 
keep their promises and they bailed on the company.  He had to begin again 
with a different partner and in 1994 they started Access Message Center, and 
again, after a couple of years the partnership fell through.  The third time was 
the charm; however, when in 1996 he started Global Messaging Network. 
Family owned, with no partners, it became a very successful company.  
“Failure leads to success.” Edmond said philosophically. 
 
Edmond very much believes in working on your business not in your business.  
“I handle the overall management of the company, the accounts payable and 
most of the marketing together with our team of outsourced specialists,” he 
said, “but I most enjoy the problem solving aspect of our business.  I like 
planning the overall growth and overseeing the progress we make.  We are 
currently focused on digital marketing with pay per click and search engine 
optimization.  We look for the high-end client that values their calls at $1,000 - 
$5,000 per call, and we review our client list monthly to make sure that every 
client is profitable. We have chosen not to specialize in any one kind of 
business as yet, just focusing on highly profitable accounts!  I truly wish 
everyone would charge more for their service because the industry is way 
underpaid. We are worth a lot more than we are currently getting and we are 
the ones who set our prices.”  
 
As Edmond looks to the future he agrees that a decade is too far out to 
imagine the rate of technology changes we see today.  But looking ahead five 
years he sees a lot of high-tech automation coming in more areas due to the 
escalating costs of labor.  “New changes are always difficult to implement and 
we tend to resist” he said, “but we need to embrace them and find solutions 
to upcoming issues and the ever changing business environment. With the 
wave of increases in hourly wages that has started, we are sure to see the 
price structures for services going up in the very near future.  We will probably 
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focus more on vertical markets, since it will become time consuming and expensive to 
manage so many different kinds of industries.” 
 
“We will reinvent our industry by necessity,” he said, “as we are being guided by our 
client’s needs and their ever changing requests.  We need to look ahead and see the 
opportunity and embrace it when it arrives.  Those who don’t plan ahead will be surprised 
by the changes and will be left unprepared. Look ahead and find your place.” 
 
Since Edmond’s time is split between working on his business and spending time with his 
family, he takes time early in the morning and late in the evening to educate 
himself through reading in short intervals. “I can tell you this, I have read all the 
Connections Magazines the day I receive them, front to back cover; and I have done so as 
far back as I can remember. There is so much information there; I usually get at least one 
great idea from every magazine, and I look forward to receiving them each time. I read all 
of Peter DeHaan's TAS Trader Articles as they come in; and now we are completely 
focused on reviewing the Startel CMC and Soft Switch Manuals which are quite a handful, I 
must say.” 
 
“I also subscribe to many business newsletters, as well as general business periodicals. 
There truly is so much information flowing out there that I have to be selective. I have 
attended several business seminars such as Tom Hopkins International Sales Training 
seminar and a few other personal improvement seminars. I also read numerous books, 
which have helped me shape my business and personal life (books like...Rich Dad, Poor 
Dad, The One Minute Manager, How to Master the Art of Selling, and more). Last and 
most important,” Edmond continued, “I do a lot of research online and I get so many ideas 
through this medium which I document in real time before they are forgotten.  These 
internet articles are where we get glimpses of the future that set our imaginations to 
work.” 
 
“My company has become more successful as I have learned how to delegate,” Edmond 
explained, “I wish I had started delegating much earlier, rather than trying to do so much 
myself.  We have to teach others to do what we do, and we have to surround ourselves 
with people better than we are at some things.” He explained, “There is a process to good 
delegating; that is delegate, document, inspect, delegate, document, inspect.  We have 
developed a team, a great team; that is so much stronger than I could be alone.” 
 
“Our Client Service Manager, Frances and our Assistant Manager, Stephanie hire, train and 
manage operations and client services.” Edmond laughed, “They attended SNUG for the 
first time this year and they were amazed how many people shared such great 
information.  We want to include them every year.  Andrew is our VP of Marketing and he 
is responsible for managing all new accounts and works with me on all marketing related 
matters.  Without my team, I would not be able to do what I am doing, which is managing 
and growing our company.” 
 
“We are moving to the CMC and Soft Switch this summer and that is very exciting.  We are 
in the process of transferring the client data now, and we have our main training for our 
agents planned for mid-July with the cut set for August.” He said with excitement.  
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“Attending SNUG was a huge benefit to Frances and Stephanie, and they have a 
much better overall idea of what is to come.  I, too, came away with lots of great 
ideas that will help us and our clients.” 
 
“We have had a very busy and productive few years.” Edmond pointed out. “In 
December 2013 we purchased our own building and completely remodeled the 
interior with all new electrical, plumbing and HVAC.  We wanted to get it all done 
so we did not have to deal with it later on down the road.  Our previous office was 
getting old and was not kept up to our requirements.  We were not allowed to 
install a generator, which is so crucial to our business.  One of the first and most 
critical purchases we made for our new office was a gas-powered generator, and it 
was one of the best investments we made.  It has saved us three times since we 
moved, especially last year on 12/26/2015 when heavy winds knocked out power 
in several Los Angeles areas for over six hours that night. Our generator was 
humming along keeping our power on without any interruption of service to our 
clients. Money very well invested I must say!” He acknowledged. 
 
Knowing that he has a strong team and excellent equipment allows Edmond to 
spend cherished time with the other half of his life, “MY family!”  He said, “My 
family life is so important to me.  My wife, Suzan and I spend as much time as 
possible with our children.  We enjoy being with them and doing things together.   
 
Isabella is eleven and is in 6th grade; she loves technology, computers, iPhones, 
iPads, she is a wiz.  She is also very artistic, plays the violin, loves games and puzzles 
and is good in math.  Julia is eight and in 3rd grade. She is a very nurturing, loving 
person. Julia loves her dolls and is learning to care for people; she also loves to play 
games and watch videos on her iPad.  Jonathan is four and attends preschool.  He 
loves school, loves playing with friends, and especially likes dinosaurs and trains. I 
am so proud of them.” He said, “We enjoy mini-getaways with the kids and each 
month we head for Disney Land with our yearly passes. Last year we visited Lego 
Land and Sea World several times. We also make short trips to Palm Springs, Santa 
Barbara and other close by cities.  We all love to go hiking on the local trails and 
enjoy spending time playing outdoors.” 
 
“Most of our away time includes the children, because we so enjoy being with 
them, but Suzan and I did go to Napa and to San Francisco recently with several 
friends, and we loved it.  He said, “We enjoyed the scenery and the beauty of Napa 
Valley was breathtaking.  We'll need to do more of that!”  And now, because they 
did go and they did have a good time, they will schedule more trips together.  
Because Edmond Cariolagian is all about follow-up.   
 
He makes things happen.  Whether he is talking about a trip to Napa or preparing 
for the installation of his new CMC and Soft Switch, he devotes himself to the 
project, the experience.  He is a deep and caring man, and those of us privileged to 
be his friend, learn important things from his explorations and his attention to 
detail.  He asks good questions of our vendor and gets the answers that help all of 
us prepare for the future.  We are lucky to have him in this organization. 
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he Startel event aboard the USS Midway was a spectacular event, enjoyed by 

all! 

Startel added to an already great evening by donating a Drone to be raffled off, bene-

fiting the Sheryl Denny Memorial Scholarship.  A surprised and pleased Kelly Weiss 

held the winning ticket.  What an appropriate gift to be given aboard the USS Midway, 

the 41st Aircraft Carrier built in America, and commissioned in 1945.  This raffle raised 

$1,480.00 for the scholarship fund. 

In addition, as always, half of the money raised in the Fifty-Fifty Raffle held by SNUG 

($2,557.50) went to The Sheryl Denny Memorial Scholarship Program.  Making a 

grand total of $4037.50 raised for this deserving project during the 2016 conference.  

Thank you everyone for your generosity!  The new Board of Directors will take up the 

delightful issue of how best to expand our program to increase benefits to worthy 

students.   

We are proud to announce - The Sheryl Denny Memorial Scholarship  

Winners for 2016 

                         Thuy Dam – Medical Bureau of Harrisburg -  $2,500.00 

                         Davita Mitchell – Focus Telecommunications - $1,000.00       

                         Kendall Kwast – Cosmopolitan Medical Communications - $750.00 

 

Congratulations to all! 
 

A special "Thank You" goes to the members listed below for their donations for the 

raffle.  Your generosity makes the Raffle even more fun and more profitable! 

Chinoski's - Rochester Telemessaging 

Drew Ritter - Advantage TeleMessaging, Inc 

Donna West, Tom & Jim Reandeau and Lannette Gerbrick 

Rose Hamura - Physicians of Honolulu 

Brian Stewart - Stewart & Associates 

Mark Waters - Advanced Answering 

April Kasza - Allgood Communications 

Lil Lyle - Connections Communications 

T 

The Sheryl Denny Memorial Scholarship 
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ingo!  Who knew that playing Bingo could be SO much Fun?  We ended the SNUG Meeting with something new 

that may very well become a fixture for our organization it was so well received.  When the last session ended 

on Tuesday we had a short break and then returned to the conference room for the final awards.  The bar was 

open, appetizers were available and the fun began! 

  

    The New Board of Directors was announced for 2016 – 2017.  They are: 

   President - Renita Dorty – Nationwide Inbound 

   VP & President Elect - Aaron Boatin – Ambs Call center 

   Past President - Kristen Borne – Combined Communications 

   Secretary – Lauren Garza – Speed E’z 

   Treasurer – Kelly Goodwin – Keystone Answering   

 

                                                Directors 

   Ryan Chinoski – Rochester Telemessaging 

   Tom Reandeau- Focus Telecommunications 

   Drew Ritter – Advantage Telemessaging 

   ATSI Board Representative – Peter Orvis – Central Communications 

   Vendor Representative – Rachel Sauerbrey – Startel Corporation 

   Executive Director – Dan L’Heureux - TeamSNUG 

 

As the evening opened a cheer went up when we heard how much money had been raised through the 50-50 

Raffle; the final count was $5,115.00.  A new record!  Throughout the conference, as tickets were drawn, Snuggies 

claimed prizes of gift cards, candy and goodies from Hawaii, a fantastic office chair (with a lifetime guarantee), a 

Fitbit Charge HR, background checks for five people, and a beautiful carved keepsake drawer from Costa Rica,  

which keeping excitement high. 

And then BINGO!  We had all received three Bingo cards and a marker as we went into the room and it was time for 

the games to begin.  Steve Newell our Bingo Caller, was an enthusiastic performer, keeping us all laughing as he 

called out friendly insults, jokes and other silliness as the games progressed.  The room was loud and ruckus, as only 

Snuggies can be, and the Bingo winners hurried down to claim their prizes.   

Finally, it was time for the 50-50 jackpot.  The first ticket was drawn and a beaming Jorge Hernandez won $852.50.  

And then, drum roll, please, the winning ticket number was announced and a whoop came from the back of the 

room as Aaron Boatin flew down the center aisle to claim his prize! 

All agreed, as we milled about giving last hugs and wishes for safe travels, that we want to play Bingo again.  It was 

huge fun!  A special thanks to our Bingo Caller - Steve added greatly to the success of the evening! 

B 
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his is the Don Berry Award Announcement given by Drew 

Ritter aboard the USS Midway, San Diego, California. 

 

“I hope everyone is having a really good time!  Let’s have applause for 

Startel and this great venue!” 

“Those of you who were in New Orleans last year might remember that 

I was honored with the Don Berry Award.  It was a complete surprise 

and a real honor, so because of that, I get the pleasure this year of giv-

ing out the award.  

Being on the committee to choose the Don Berry Award is really interesting because you have to think of  

everybody’s contribution, not just throughout the year, but throughout SNUG history.  Sometimes the choice 

is really obvious; you have some people who might be a little more “out there” than others or sometimes the 

choice isn’t so obvious.   

I’ll tell you a little story.  This year’s recipient may not be known to a lot of you but this person should be.  

When you talk about the Don Berry Award winners in the past everybody really kind of shares the same story.  

They do something really incredible for the organization or the industry and some very common themes show 

up.  This person is always first on the job, they’re the last to leave, and even when it’s not their responsibility 

they’re the first person to ask, “Can I help?  What can I do to help?”   

This particular person has had a long career within our industry and holds a really interesting distinction of 

having physically touched or built every Startel system that’s out in the field today.  This person happens to be 

a Startel employee and one of the originals.  Those of you who know him, you know he’s a great guy.  For 

those of you who don’t know him, you really need to shake his hand really hard because he probably built 

your system. 

This Year’s Don Berry Award winner is - Jim Hoopes from Startel!” 

Jim accepted his award with a few words.  “Some people I don’t know, most people I do, and “Yes” I must 

have touched your system one way or another.  I really appreciate this. This is really great!  I really like that 

this is going to be with me for a long time!  Thank you!” 

T 

Jim Hoopes from Startel    

Receives The Don Berry Award - 2016 
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Victoria Nelles from Startel    

Receives The Don Berry Award - 2016 

 

When the applause died down Drew took the   

microphone again and continued… 

 

“I do have one more announcement.  This year it’s a special Two-fer!  

We actually have another Don Berry Award that we are going to give 

this year.   

Being on the committee to choose the Don Berry Award is really interesting because you have to think 

of everybody’s contribution, not just throughout the year, but throughout SNUG history – and all that 

kind of stuff.  Sometimes the choice is not very obvious and sometimes the choice is VERY obvious.  

And you run across these common themes of character traits, first on the job, last to go home – “How 

can I help?” 

This person is a very obvious choice.  And they have a very interesting story;  starting as an agent, 

working their way up through the ranks, and eventually getting hired by our vendor.  You guys have no 

idea the contribution this person makes and you have no idea the kind of champion this person is  

for you.   

I am honored to call her not only my partner in this industry but a friend.  She goes by many names.  

You may know her as Vikki.  I call her Smurfette.  But her name is - Victoria Nelles.” 

 

Victoria accepted her award with a few words as well.  “So, I’m completely speechless.   I have no idea 

what to say.  So Thank you very much.  I’m going to go now before I start crying.” 
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Inbound Services Doing a Little Outbound Work? 

Say “Yes!” to That! 
 
It’s true that most of us run Inbound Services and we really do not want to be that other beast.  We don’t WANT 
to call people during dinner (well, unless it is a true emergency of course).  BUT, haven’t there been times when 
one of your clients has asked you to confirm attendance at a conference?  Or recommend someone to do a sur-
vey?  We have all had those opportunities – they don’t come often, and we sure wouldn’t want to purchase a 
piece of software to do the auto-dialing, but it is painful to turn down that little chunk of money; especially when 
asked by a good clients. 

 
The new auto-dialer software, is available with the next release of the Startel SoftSwitch and CMC version 13.1.  
This will be FREE to all CMC SoftSwitch users who are currently on the Startel CMC/SS Annual Support Plan Agree-
ment!  
 

It is a Startel Core Value 

 
So what does this really mean for us?  It means MONEY!  It means OPPORTUNITY!  It means one more thing you 
can say “Yes!” to for you current and potential clients.  
 
Reach out to your physicians and dentists and offer to make outbound appointment confirmation calls for them. 
When an outbound campaign is started, an automated outbound call will play a recorded message when the 
called party answered.   
 
After this, a number of scenarios can be programed.  The called party can be prompted to make a selection that 
can do a number of things. Such as; 
 
 Press 1 to acknowledge the message was received. 
 Press 2 to change the appointment, and the called party is transferred to an agent. 

Press 3 to agree to take a survey, which would transfer the called party to a live agent, who will use CMC 
scripting to conduct a survey.  
 

The next time a client wants to know if you can survey their customers to see who is looking for additional insur-
ance – you can say, “Yes!” 
 
When a potential client is looking for someone who can send invitations to an event and follow-up later, you can 
say, “Yes!” 
 

When that new client smiles during the setup of their account and says, 
“Would you be able to contact everyone who has used this product and offer 
them this add-on?”  You can smile right back and say, “Yes!” 
 

 

Yes! This Software 
is FREE! 
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ll hands on Deck!   It’s Monday evening; our agents are watching the clock 

slowly tick closer to 5:00 PM.   The dreaded rush - the 10-15 minutes with  

clients all checking out at once is about to happen…..but it doesn’t! Why? 

 

Typically, Patty from the HVAC company has to manually forward five lines in the evening.   

She forwards, says “Line 1” and hangs up. Another call, Patty, saying, “Line 2” then “Line 3” 

again and again.  Imagine several dozen clients doing that all at the same time.  Today, Patty 

called and said, “This is Patty confirming Bobby is o/c for the evening and I have forwarded 

all my lines.”    The same thing is happening with other clients checking out for the evening, 

and my TSR’s are relaxed and handling messages efficiently.  

 

Here at Sooner, we’ve tried to train clients not to give on-call information during peak 

times; my agents are here all day waiting to assist, but they still call at 5:00.  I know the  

Intellisite is available, but no matter how hard it’s pushed as a productive feature, some 

clients are not going to be able to utilize it effectively.  Now, we have added another  

feature that helps maximize our capabilities.   

 

Startel’s Soft Switch has provided a win-win for everybody!!  The lookup tables can be  

programmed to recognize the client’s office phone numbers and their assigned DID  

numbers. A Voice-map is done so that when the office phone is forwarded, the switch  

recognizes the number and routes it to an immediate personal auto announcement (PAAI)  

with a recording that says, “Thank you for forwarding your phones,  If you would like to 

speak to an operator, press zero.” Viola! Either the call is ended, or zero is pressed and the 

switch can be routed back into their account, or, forwarded to a supervisor, a programmer 

or a highly skilled telephone service representative.   

 

When we started this process, I just knew that not having a real person answer the phone 

would discourage our clients from letting us implement this feature; but it didn’t. The front 

desk people loved the idea; we continue to get compliments all the time. Clients do not get 

placed on hold when they forward and operators are not rushed just trying to let the  

offices close.  The PAAI comes on instantly so clients can forward and check all their lines 

themselves. There are not as many “forwarding our phone” calls coming through at lunch or 

at 5:00 PM anymore and that frees up our staff to take legitimate phone calls.  

 

Whether you bill by call, or by time, this feature still works for you!  You can bill by each call 

that the switch recognizes or by time if the office stays on to speak to someone.    I know 

that this feature helps me with the most important parts of my position, making clients 

happy, keeping staff morale up, and making money.    This is a winning feature and I’m  

happy to say… It’s what we do! 

A 

It’s What We Do…  
                            

                                                                                                                                                    by Lisa Tucker     
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ear SNUG members,  

Another year under our belts; the 29th annual conference is one for the record books. As 
usual, it was a time for friends, business associates and peers to be welcomed to San Diego, and 
to gather together to see and hear ‘what is going on’ both from Startel and Users alike.  
Presenters shared outstanding sessions, and Conference Chair Renita Dorty, did an excellent job 
putting it altogether. 
 
A special thank you to Startel for hosting the “party on the deck” aboard the USS – Midway.  The 
only thing missing was Bill Lane arriving by helicopter in full battle gear.... seriously, I understand 
he wanted to but couldn’t convince the FAA.  We’ll have to think of a momentous entrance for 
2017.     
 
And, who knew BINGO would be such a hit?  The closing party immediately following the 
sessions on Tuesday was a success with Bingo cards, daubers and adult beverages made it an 
event to remember. 
  
Congratulations to the ‘new’…but EXPERIENCED TeamSNUG Board; we had a very productive 
planning meeting (see Renita’s report for full details) to set the year for the new board with 
Renita Dorty leading as President, Aaron Boatin VP/President-elect, Kelly Goodwin Treasurer, 
Lauren Garza continuing as Secretary and directors Drew Ritter, Ryan Chinoski & Tom Reandeau, 
Kristen Borne as Past President and with Rachel Sauerbrey Hayes, of Startel involved the 
program we will be sure to ‘deliver’.  You may note that Drew, Ryan, Tom and Aaron are also 
Past Presidents and Kristen carries the distinction and correct title of Immediate Past President. 
So you could say this board has a lot of ‘horse-power’. 
 
Mark your calendars now for 2017!  We’ll be at the Mayfair Hotel & Spa in the Coconut Grove 
area of Miami, April 30 to May 2, 2017.  Our group rate of $169 (includes complimentary 
wireless throughout the hotel) has been extended two-days pre or post conference!   Your 
conference Chair – Ryan Chinoski will be working hard to get information on optional extra-
conference tours as soon as possible.   The two-day shoulder rate is only on an ‘as-available’ 
basis, which means if you don’t book early, you may miss out.  All rooms are suites; (179 total 
and most have balconies & Japanese soaking tubs!) Be sure to ask the hotel about upgrade 
options. 
 
BOOK TODAY:  TeamSNUG2017   or call the hotel 1-305-441-0000 x 3570 or email 
Roomreserve@mayfairhotelandspa.com  for conference dates April 30 to May 2, 2017. 

Our hotel is a boutique Historic Hotel, right in the center of Coconut Grove, just 20 
minutes from the Miami International Airport [MIA] with unique restaurant and 
entertainment/bar options within a couple of blocks.    

You won’t want to miss the face-to-face connection opportunities with your TeamSNUG 
friends so start planning TODAY!  

Wishing you the best in business, 
 
 

From the Executive Director 

 

D 

https://mayfairhotelandspa.reztrip.com/rt/ext/promoRate?property=660&mode=b&pm=true&sr=148929&vr=3
mailto:Roomreserve@mayfairhotelandspa.com
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The President's Letter 

reeting SNUG Members – 
  

Writing your first “Presidents Letter” can be a bit of a daunting 
task.  For my friends and family who know me well, I don’t think 
that 11 years ago when I took this new job in the answering 
service industry they thought I would stick with it this long, 
much less rise to a leadership position in an association 
connected to it!  I had previously been a job hopper who would 
go in, solve a company’s problems, get bored and look for a 
new challenge.   I have not yet gotten bored and part of the 
reason for that is due to our membership and participation in 
SNUG.  I appreciate and enjoy the fact that we as a membership are constantly pushing each other 
to be better and to think outside the box.  I am honored to serve as your president this year, but 
even more honored to serve with an outstanding group of individuals who have been responsible 
for pushing me over the last 11 years.  
  
On May 5 & 6th, your Board had our annual planning in Coconut Grove, (Miami) Florida at the 
gorgeous Mayfair Hotel and Spa which is where our 30th Anniversary SNUG Conference will be 
held, April 30 – May 2, 2017.  The hotel has character and an excellent location close to shopping 
and dining.  Mark your calendars now as this will be a conference to remember!  
  
We had an extremely productive planning meeting with lots of fun, good conversation, but most 
importantly we laid out the plans for each of our committee’s this year.  I am going to give you the 
highlights and goals for the year and then watch your monthly board talk for additional updates. 
 
 
Certification Committee – Chaired by Kelly Goodwin – Treasurer 
  
Last year, Kelly started to work on updating the Site Certification to be more relevant with our Soft 
Switch.  She requested to carry on her work into this year to finish the project.  Our goal is to make 
sure that all certification is up-to-date and relevant for your business.  If you have any feedback on 
the testing or feel that an item should be reviewed, please let Kelly know. 
  
 
Conference Committee – Chaired by Ryan Chinoski with a Co-Chair Assist by Lauren Garza 
  
As I mentioned this will be our 30th Anniversary year, so you can expect some memories from the 
past, but also a whole lot of opportunities to make new one’s!  We reviewed the comments from 
our most recent conference in San Diego and discussed what worked and what didn’t.  As an 
incentive to help us attract speakers, we are going to be offering a $100 registration discount to 
SNUG Members who are willing to present and share with our SNUG membership.  We are still in 
the early phases of planning the conference for 2017, but one thing you can be sure of with Ryan 
and Lauren planning… It will be a conference to remember! 
  

G 
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The President's Letter Cont. 
  
Education Committee – Chaired by Tom Reandeau 
  
Each board member gave Tom multiple topics for Webinars, so he has a good list to build from for 
the next year.  Webinar Wednesdays will occur on the 2nd Wednesday of every month at 2pm 
EST.  I encourage you to put the recurring appointment on your calendar now, so that you will not 
miss out on this great SNUG benefit.  Our goal is to take a deep dive into a few aspects of our 
Startel system so that members of all knowledge and experience levels will be able to benefit.   It 
is often not realistic to bring every member of your team to a SNUG conference, but our hope is 
that through these Webinars, we will be able to provide your team with additional resources to 
drive your success.  If you have idea’s on topics OR if you are willing to help present, please reach 
out to Tom or myself.  
  
Marketing Committee – Chaired by Drew Ritter 
  
Drew will be taking the lead on creating our marketing magic this year and updating some of our 
current marketing pieces along with increasing our social presence.  We greatly appreciate Drew 
using his skills to keep our membership aware of all of the upcoming dates and information you 
need to know.  
  
Membership Committee – Chaired by Lauren Garza – Secretary 
  
Lauren is going to reach out to Startel users who are not SNUG members this year with the goal of 
increasing our membership.  Lauren is also going to work with our Technical Committee and reach 
out to members currently are not active on the Wish List and educate them on the importance of 
this tool, but also to understand their underutilization of it. 
  
Technical Committee – Chaired by Aaron Boatin – President Elect 
  
Aaron came to the planning meeting with a number of projects in mind for the Technical 
committee this year.  At the forefront of his projects this year are updating our SNUG Website to 
be mobile friendly and also to install next generation wish list software that will make the overall 
wishing process easier and more transparent.  With the addition of Pinnacle to the Startel family 
last year, Aaron’s team will be reviewing the features of their platform and TBS software to see 
what can be integrated into the CMC. 
  

 

Your SNUG Team! 
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The President's Letter Cont. 
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SNUG will update you 

  
Scholarship - While not a current board member, April Kasza has kindly 
agreed to continue to chair our Scholarship Committee.   We truly appreciate 
her willingness to handle this for us.  While at our planning meeting, the 
board voted to extend the number of scholarships to FOUR in 2017, and 
review year-to-year, based on collections.  In addition, each Scholarship will 
be valued at $1000.00 rather than the graduated amounts.  Thank you 
everyone for continuing to invest in the 50/50 raffle and Startel fundraising 
initiatives. 
  
Startel Representative – Rachel Sauerbrey Hayes continues to be our Startel 
Representative.  We appreciate Rachel joining us in Coconut Grove to tour 
our venue for next year and discussing with us how SNUG and Startel can 
work even more closely together for the benefit of our members. 
  
ATSI Representative – Peter Orvis has served as our ATSI Rep for the last two 
years and we appreciate the time and effort he invested on our behalf.  Susan 
Mealer is going to take over Peter’s position in June, so we look forward to 
hearing from Susan in the future. 
  
Honorable Mention – Kristen Borne – Past President – While not given a 
specific job this year, Kristen will be helping out wherever needed and 
making sure that the work she started last year is carried over into this year. 
  
This is just a brief snapshot of what we covered at our planning meeting, but 
over the upcoming months, you are sure to see some results of our time 
spent together.  We have a great board and they are committed to serving 
you well. 
  
Each of our committee’s would appreciate your help.  Speaking from 
experience, the more involved you become, the more your business will likely 
grow.   SNUG has been a great organization over the years because of all the 
awesome members like you.   I encourage you to get involved. 
 
Sincerely,  
  

Renita Dorty 
SNUG President 
 
Nationwide Inbound 
Freeport, IL 
 
 

 


