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s It Ever Enough? 
 
In our industry when we think of retiring we know we will changing our 

whole lives.  We are such “people” people, so involved in the lives of our 
employees, our key people, our clients and of course our industry organizations, 
especially SNUG.  So much of our social life will change when we retire.  All of us 
make plans for our activities after we retire, and then we look at our daily lives 
now and think, “Will those activities be enough?”  Who will we communicate with 
all day?  How will we feel important?  Without all those responsibilities – who will 
we be? 
 
Joan Becker is Director of Telecommunications at Howard County General 
Hospital, located in Columbia, Maryland (a member of Johns Hopkins Medicine). 
To see her in her domain, it is obvious that she is loved and respected.  As she 
walks through the halls, she receives smiling waves and is stopped to exchange 
bits of information.  Joan is also the Treasurer of the HCGH Hospital auxiliary and 
they are in the midst of their holiday fundraiser; there are details to take care of.  
Her phone rings -  a strategic area of the 
hospital has lost security.  Joan checks the 
numbers and calmly but immediately instructs 
IT on how to handle the crisis.  Her quiet 
competence and “get it done” attitude 
resonate.  Here is a lady who handles 
responsibilities well and her co-workers know 
they can count on her.  Can she leave all this – 
will her future plans be enough? 
 
On October 15, 2016, Joan Becker advised her 
vice president that she intended to retire on 
April 15, 2017; giving a six-month notice 
seemed to Joan to be enough time for the 
hospital to find and train her replacement.  But 
will it be enough?  This lady does everything! 
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Joan has been in charge of the 
telecommunications department at 
Howard County General Hospital for 
40 of the over 43 years she has been 
employed there.  People who work 
in a hospital environment have 
nearly all the responsibilities that 
business owners have – and then 
some.  Joan has managed 15 
employees, budgeted monies for the 
department, been the scheduler, the IT person for their Startel equipment and the 
programmer for the Ascom Wireless Telephones and the AVST Voice Mail System, 
plus more 
 
It all began when her second child went off to school and left a bored Mom 
behind.  “I needed to get out of the house.”  Joan laughed, “The new hospital had 
just opened, and I practically lived across the street; a friend suggested I get a part
-time job there”.  She applied, and was hired as a part time weekend evening 
operator.  She was soon doing other tasks, comparing medical records to bills and 
filling in on the phones where needed.   
 
“As my son and daughter got older I accepted a full-time, day operator position 
and loved it.  When my boss left the US to move to Germany, the “chief operator” 
job was given to a young girl in the department but she lasted a very short time!  
That is when they talked me into taking the position.  No one seemed to know 
what to do with our department. First, I reported to security, and then purchasing, 
then maintenance and finally to IT.” She laughed, “And I learned a lot along the 
way.” 
 
Joan runs the department by herself, and after 43+ years, she is pleased with the 
way things work so smoothly.  “About the only thing I don’t get involved with is 
entering bills in the system but I do approve them,” she explained. “One of our 
operators is off the board for 4 hours a day for billing, processing Ascoms for 
repair and beepers.” 

 
“Our operators are not horribly busy.  I took 
a job in another hospital with an answering 
service and worked the weekend day shift, 
so I know what busy is.  We have good 
operators; we schedule shifts so they are 
overlapping which allows everyone to leave 
on time.  We rarely need anyone to work 
overtime, in fact to control the budget, I will 
work myself rather than ask people to work 
overtime. We use (the Startel feature) 
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Answer with a Smile and we use auto answer so we rarely have calls waiting.  
Our Startel equipment is very helpful.” 
 
It is important to Joan that her people have a good working environment.  We 
have wireless headsets, we have a television in the operations room and they 
can watch when they are not busy and we allow operators to check the 
internet when it is slow.” She went on, “we have provided a break room, with 
an ice maker and even a George Forman Grill.  
 
“We are very flexible about schedules and I have never denied time off.  When 
people ask for time off, I e-mail everyone with the requests and someone is 
usually willing to change their shift or fill in.  If the request is a last-minute 
emergency I find coverage for them.  I want our people to like coming to work 
and want to stay here.” Joan said, “and I think that is the atmosphere we have.  
We help each other.” Half of the operators have been employed 10+ years! 
 
“Howard County General Hospital has always been a well-run organization 
with an excellent reputation.  In 1998 it was purchased by Johns Hopkins 
Medicine.  In the last several years, we have been seeing changes taking place; 
I now work under the VP of finance, and if key people leave, their place may 
be filled by someone from Johns Hopkins downtown (Baltimore).” 
 
“Johns Hopkins has installed the EPIC computer system – which fortunately 
didn’t affect Telecom, but Startel is linked to it for patient information.  It’s a 
great system!  Patients and any hospital in the network can see the lab results, 
appointments and testing information.  We have a new purchasing and 
accounts payable system - SAP.  We have a new timecard program that 
registers fingerprints (Kronos) and a new system for doing evaluations called 
My Performance.” 
 
“We are planning to add more Startel 
work stations, in the dietary department, 
for managing patient’s food orders.  We 
will also install stations into the 
outpatient scheduling office.”  The Startel 
equipment is connected to two Nortel 
switches – bridged together (which Joan 
programs).  “I do lots of switch 
management.” She acknowledged, “I 
enjoy the technical challenges.”  
 
“We don’t really have an answering 
service as you all probably think of it,” 
Joan explained, “we are more a 
communications center.  We handle calls 
for people who need to speak to the 
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nurse’s station regarding a patient, people who want to discuss bills, people who 
need to schedule tests or have questions about them, and sometimes we 
answer for the patients who can’t find their call bell; everyone knows how to 
dial “0.” Joan continued, “we also answer for a group of doctors called 
“Hospitalists”; these are doctors who are employed by the hospital who follow 
patients during their hospital stay rather than being followed by their own 
physician.  We act as a conduit between hospitalists and nurses, nursing homes 
and family members.” 
 
“The first thing I do every day at 9:00 a.m. is attend the Daily Safety Briefing; this 
is held 7 days a week.  This is a meeting of all department heads and we discuss 
new issues, on-going problems and things others need to know about.  It may be 
that a printer is down, there is some kind of alert, a patient or a nurse has been 
injured, there are special meetings scheduled or visitors at the hospital.  If we 
can’t attend, we can call in via conference call.  I know I am going to miss it all! 
But it is time; I have worked here for nearly two-thirds of my life.” 

 
Joan grew up an Army brat – and travel is in her blood.  “I’ve been to Egypt, Spain, 
Portugal, Crete, London and it isn’t enough; I want more. I love Egypt,” she said, “I am a 
student of Egyptology.” Joan attended Ancient Studies classes at the University of 
Maryland and she has spoken to third and fourth graders at elementary schools and has 
also lectured at her daughter’s college. “I have friends in Egypt and I try to go for a four-
week visit every year but it isn’t enough!” 
 
A fearless traveler, Joan has made the trips to Egypt with educational organizations, in the 
company of friends or family members, and alone.  “I have cruised the Nile, visited the 
pyramids and the sphinx, and been awed by the silence of a hot air balloon ride over the 
breathtaking Valley of the Kings.  One year my husband (who did not make the trip with 
me) booked a camel caravan excursion for me. We were to leave the Gaza Hotel near the 
pyramids at 6:00 a.m., spend one night in the desert and arrive at the Faiyum Oasis and 

village the next day – where we would have motorized transportation back to the 
hotel.” 
 
What Joan didn’t realize is that time does not have the importance in Egypt (and 
other countries) as it does here at home.  The excursion finally got off at about 1:00 
p.m.  There were two pack camels and three guides, also on camel back – and … 
Joan.  She was the only tourist and the only woman on the trip.  “Only one guide 
spoke English;” Joan laughed, “the trip lasted two nights, due to our late start, and 
the sun was hot, the wind was strong, and the nights were freezing!”  She went on, 
“the desert isn’t the wave-upon-wave of white sand that you see on in the movies; it 
is a vast, flat, ‘gravel on dirt’ area with debris and the occasional telephone pole 
scattered across the horizon. 
 
It was a grueling trip, but “interesting”, Joan admitted. “Riding a camel is a fantastic 
thrill, for about five minutes, then the rolling, rocking gait sets in.  It’s much like 
being in a small boat at sea and those prone to motion sickness should beware!  At 
one point, we saw a tourist van in the distance, and the camel handlers all galloped 
their  animals  to the  van and  posed  for  pictures and  returned  with tips  from  the  
 

(Continued from page 3) 
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(Continued from page 4) 
 
 

tourists.”  When the next van passed by, 
Joan joined the handlers and posed 
right along with them; she was all 
bundled up and no one knew she was 
an American tourist herself.  She gave 
her tips to the handlers and they were 
very happy to receive the money.  
 
“I have so many plans for retirement” 
Joan exclaimed. “I will go back to Egypt 
again and again for as long as I can, and 
there is a significant list of other places 
that I want to visit.  I have a huge 
backyard with little landscaping. I want 
to add gardens.  I want to reorganize my 
home, play with my pets, and most 

importantly, I want to spend more time with my granddaughter.  She visits for several 
weeks every summer but that is not enough!” 
 
Joan’s son passed away after a freak accident and long illness.  His daughter, Jaynna, lives 
with her mother in Florida but spends that all important “Meemaw time” with Joan as 
soon as school lets out every year.  Jaynna’s unusual, yet beautiful, name comes from a 
blend of Jason – her dad, and Roxanna, her mom.  Jaynna is 11, in seventh grade, and 
something of a math wizard.  She loves math and wants to attend Harvard. 
 
Joan and her husband Joel, have their daughter Stacey, who has health issues, living with 
them. They share their home with three cats: Stacey’s orange Persian, Miso, a white and 
orange short hair, Loki (both are rescues from Egypt) and a Maine Coon named Cairo. Two 
dogs, her husband’s bulldog, Ginger, and her daughter’s Pomeranian, Bonsai, complete 
the household. 

 
Joan is looking forward to retirement. “I won’t miss the traffic!” she says, “or the stress!  
Well,” she amends, “I might miss the stress a little bit.”  She seems to thrive on it.  “I have 
been a part of this hospital community – family, for so long; I am going to miss the people, 
and the accomplishments, and the feeling of pride in what I do.”  It is very likely that they 
are going to miss her, too.  When one is as involved in all aspects of a department, as Joan 
is, it is very likely that people aren’t even aware of how much she does every day – she 
makes it look easy, but it is quite possible that it will take several people to fill Joan’s 
shoes.  One will NOT be enough! 

Retirement means more travel for Joan - 
 it is NEVER enough! 
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ould I talk with you a minute?” was the question asked by one of my longtime  

employees.  The conversation topic was one I had heard alluded to before, but this time 

it somehow reached me in a way it had not in the past.  “I LOVE Esmerelda (the name has been 

changed to protect the guilty), I really do, and she can be the sweetest person in the company but 

when she gets mad, she is so mean.  Sometimes I ask her a question and she explains the answer 

in such detail and is so nice about it that I wonder why I was nervous about asking.  Then another 

time she is so nasty that I vow to never ask for help again!  I love my job, but I get almost sick 

when I have to work with this person.” 

Before the conversation ended we had dealt with tears and tissues, examples and issues, a little 

laughter, and I had gained a great deal of understanding.  I made up my mind to correct the  

situation.  No one should come to work in my organization afraid to reach out to anyone who 

works here.  I was formulating thoughts as we talked and then we got to the end of the  

conversation and my employee said, “I have to ask you to promise me something; I am telling you 

these things in confidence. PLEASE, please, don’t use any of these examples or let her know that I 

shared these things with you – she will know exactly where this came from and I’m afraid of  

her reaction.” 

I could tell that she was truly distressed but she was tying my hands.  I was sure that this was not 

the only employee who had been on the receiving end of a tirade.  The 

examples were fairly specific.  How in the world was I going to address 

these issues without breaking a confidence?  I told my confidant that I 

would hold off any action for a month or two, until the problems were no 

longer fresh in anyone’s mind.  Meanwhile, I would give it a lot of 

thought.  Giving it time was the right step to take; over the ensuing weeks 

I could see small things that I could reference.  I found other parallels to 

use as examples and tried to get a little insight into what might be causing 

these rants. 

A few things could be handled by general reminders to the entire staff, 

and then only the most important issues had to be discussed personally.  

In the end, after more tears and tissues, we came to an understanding.  

We had things to work toward, things that would strengthen our tyrant’s 

leadership role.  And we outlined ways to decrease her frustrations when 

she felt overwhelmed.  Ours is an overwhelming industry – at times – but 

it is also extremely rewarding.  Time will tell, but I think we will turn this 

employee into a better, stronger leader.  Thank goodness someone was 

brave enough (or angry enough? hurt enough?) to speak up, because this 

could have poisoned our whole company. 

C 

 Could I Talk With You A Minute? 

“ 
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Name continued... 

, continued... 
 

mean conference.  Besides turning 30, this year is special because the PIN 
group will be joining us.  Our agenda is packed full of content for everyone!  
  

 
 On Monday, we’ll be having the “Ask Startel/PTD” session where everyone can 

have their questions answered by the experts.  However, this year you may send 
your questions in early so the experts can research your issues and bring the  
answers to the session. 

 

 Secured messaging is everywhere!  Attend a session where you’ll learn about the 
major players in secured messaging, what options they have, and how to deploy 
them on your system. 

 

 Randy Dean, the “E-mail Sanity Expert”, will be speaking on Tuesday. 
 

 “Pearls of Wisdom” - We’re going to let you pick the brains of your colleagues.  
Similar to a round table discussion, we’re going to open up the floor for people to 
ask others how they address/solve/deal with issues and situations.  Feel free to 
email me your questions ahead of time and I’d be happy to ask the group for you. 
 

 Did I say party earlier?  That’s right…Startel is going to end the conference with a 
Miami Vice style 80’s themed costume party. 

 

 Our conference is located in the beautiful Coconut Grove.  The training starts on 
Sunday, 4/30 and sessions end on Tuesday 5/2. http://teamsnug.com/conference   
 

 Did I mention motorcycles???  We’ve planned a pre-conference motorcycle ride 
from Miami to Key West!  We’ll be renting motorcycles on Friday 4/28 and taking a 
leisurely 150 mile ride to Key West.  We’ll enjoy Key West overnight and ride back 
to Coconut Grove on Saturday 4/29.  Again, this will be a relaxed ride with  
frequent stops.  If you ride and are interested, please contact Dan L’Heureux. 

I 

 TeamSNUG is Turning 30 and We’re Throwing a Party! 

http://teamsnug.com/conference
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don’t know what we’d do without it!” 
Laughed Joan Becker.  Joan was referring to 
Answer with a Smile, a Startel product that 

has been around for decades, but one we don’t hear a 
lot about.  “We have been using this feature for many 
years and we love it.  It keeps the operations center 
much quieter since all the initial greetings are being 
made by recordings. We don’t hear the operators an-
swering the call and using the answer phrase; that is all 
done through the recording.   It also eliminates any 
mispronunciations of company, or physician names, and we all know how difficult some of them 

can be!” She laughed. 
 
Each agent spends time initially recording their own voice using the proper and 
complete answer phrase.  That recording is then triggered when the agent is online 
and a specific customer’s account comes to their screen to be answered.  When the 
call pops to an agent’s screen, he or she calmly listens to their own voice repeating 
the greeting and prepares to take over the call.  The initial panic which is often felt 
when an agent is not familiar with or can’t quite remember how to pronounce the 
client’s name is avoided as he or she listens to the answer phrase. 
 
“We have some names that are real tongue-twisters,” Joan explained, “and this fea-
ture helps us to maintain our accuracy and delight our clients.  It also relieves stress 
for our agents.  I don’t know why everyone isn’t using Answer with a Smile.” 

 
This is a simple application that is part of our Startel Platform; there is no additional fee and it can 
be set up with little or no assistance from our friends at Startel.  It does take time to complete the 
recordings, but then it is straight sailing to efficient and accurate answer phrases.  “This feature is 
designed to work on a specific account,” explained Margaret Lally, Senior Director of Operations 
and Technical Services, at Startel.  “It can be set up for all accounts or only those that have difficult 
answer phrases.  If you have a new agent, or someone that has not completed a recording for a 
specific account, they will still be able to answer 
‘live’ without a problem.” 
 
Answer with a Smile has been around for a long 
time and those sites that use it, love it.  When 
something has been proven to eliminate noise 
and stress for our agents, we should probably, at 
least, experiment with the success we might have 
using it in our own offices.   Don’t we ALL want 
every call answered with a smile? 

 It’s What We Do… Answer With A Smile 
By Joan Becker - Howard Count Community Hospital 

I “ 
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e had fifteen applications last year; each of them outstanding in their own way.  It is a great 

encouragement to be able to see how diverse and dedicated people are in this industry.  The 

winners of the 2016 Sheryl Denny Scholarship are... 

1st Place:  Thuy Dam from Medical Bureau of Harrisburg 

2nd Place:  Davita Mitchell from Focus Telecommunications 

3rd Place:  Kendall Kwast from Cosmopolitan Medical Communication 

 

Winning Essay for 2016 : 

I chose to major in Psychology because I have always yearned to help others.  Being able to do 

something good for other people is one of the best feelings.  The medical field has always been an 

interest to me which is why I love my job being an agent at the Medical Bureau [of Harrisburg – Maria 

Delaney, Executive Director] At first, I had trouble deciding what occupation I would pursue.  I came out 

of high school thinking I was going to become a Registered Nurse but I had a weird feeling in my gut that 

nursing wasn’t for me.  I did a lot of research in all the medical programs that were offered at school and 

the Psychology program stood out the most.  I intended my career to be a Psychologist in all fields of 

marriage, family, and occupational therapy.  This way, I can help people in all different areas. 

Outside the classroom, I am an outgoing and loving person.  I spread kindness to others and accept/love 

everyone for who they are.  I like to do activities that would keep me going throughout the day.  My 

favorite thing to do is go on hikes and walks by myself to clear my mind.  I also have a love for music and 

have been playing piano since I was 5 years old.  The best gift to share with my friends is that we all sing, 

and very well I might add.  But the most important thing is being able to take care of my family financially 

by paying bills.  They have raised me all of my life so it is my turn to do the same for them.  

I am blessed to have been given the opportunity to continue my education, unlike others in the world 

that can’t.  Being able to go to college is very important to me and also my parents because I am the first 

generation to receive my high school diploma and also attend college.  My father was first to come to 

America 20 years ago.  He wanted to give his family a better life.  Once my parents came to the US, they 

worked as laborers to support our family of 6.  To this day, they are still working very hard as laborers.  

My parents always lecture me about the struggles they face in having to stand on their feet for more 

than 12 hours a day.  And the amount of money they make for how much they work.  They do not want 

the same for me.  They always stress the importance of my education.   

Growing up I did not have much but we were always able to get by.  Even though I am just one person, I 

can leave my mark on the world by becoming a Psychologist.  I will be able to help people in need; 

whether it is helping one person or a million people.  I am still leaving my mark.  I will also give back to 

my family and take care of them because they have raised me to become the woman that I am today.  I 

am proud of who I have become and who I will be in the future.  My biggest goal is to 

leave the world happy.  I hope to leave the world a better place and spread kindness 

and love because that is what we all need to fulfill a good life. 

2016  Sheryl Denny  
Scholarship Recipients  

W 
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Three—$1500.00 scholarships will be awarded.  
The deadline for submission is March 15, 2017.  
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OURSE You’re Coming to SNUG! 
 
Just about EVERYONE is going to be there, 

Those SNUG friends you can’t wait to see each 
year, our Startel leaders, our new PIN Affiliates, 
and SNUG icons from the past.  However, we have 
another BIG draw! 

 
Randy Dean is Coming to SNUG! 
 
Who is Randy Dean?   

 
 He is trademarked as The E-Mail Sanity Expert,        

 
 He is the author of the recent Amazon.com #1 E-mail Bestseller, Taming the E-mail Beast 
 
 He is the author of a free monthly e-newsletter, Timely Tips. 

 
 He is described as “totally OCC (Out of control) awesome” 

 
 He makes it FUN to learn to better manage our time, our e-mail, smart phones and tablets 

 
 He will help us optimize our Outlook, Google and G-mail 

 
 HE is the speaker at this conference who will “pay for your ticket!” 
 
Randy Dean is speaking on Tuesday, May 1st and YOU are going to want to be there. 

 
Don’t take OUR word for it – here is what others have to say… 

 
Randy, 

You were the highest rated speaker at this year’s conference!   
Your overall rating was 4.95 out of 5 – way to go!  We got lots of  
very positive comments.  Thank you again for speaking to our group.   
It seems almost everyone is in need of your expertise.  I certainly  
appreciate your help in making the Missouri Governor’s Conference  
on Tourism, a success.   
 
 

There is great information on his website, go to www.randalldean.com.  Get acquainted with 
him so you will be ready to enjoy his fantastic presentation. 

SNUG April 30 - May 2 in Coconut Grove, FL  

Will You Be There? 

C 

http://www.randalldean.com
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From the Executive Director 
 

ear SNUGies,  

      
Time for Year-End wrap-ups, tying up loose ends, filing those reports and planning for 2017 and beyond. With 
that in mind…. Take a minute and book your hotel for the 2017 Combined PINetwork/TeamSNUG conference at 
the Mayfair Hotel & Spa – Coconut Grove, FL.  You will find the link to do so at: http://teamsnug.com/
conference    Conference Registration  for the 30th Annual Meeting will open before the end of the year. 
 
I think you will find the destination hotel to be 
pleasing.  The Mayfair Hotel & Spa is located just 
minutes from downtown Miami, South Beach & the 
Miami International Airport [MIA]  Early booking is 
important because there are (currently) a variety of 
room sizes, configurations and rates, but not an 
unlimited number.  So if you have a specific type of 
room you desire, please book it early.  The On-Line 
Reservation Link is for only for the standard Mayfair 
King Suite with King Bed.  Other room 

configurations can be obtained by dialing 1-800-433-4555 or  

1-305-441-0000 x 3570 or you can email your request to : 
Roomreserve@mayfairhotelandspa.com  Please note that you are 
with the TeamSNUG group to receive our conference pricing which 
is available 3 days pre or post conference but only on availability.  
The shoulder dates are not guaranteed to be available so another 
reason to book your room today.  The actual conference dates are 
Sunday April 30 Training & opening reception, through Tuesday May 
2 – Startel Event Night party.  

 
 

Coconut Grove:  Miami’s original neighborhood was founded in 1873 by an eclectic mix of pioneers, artists, 

intellectuals and adventurers. The tropical oasis of Coconut Grove thrives to this day as Miami’s escape 
from the stress of city life. Coconut Grove is located in the middle of Miami, yet completely separate and 
quaint. It offers a warm, laid-back atmosphere of charming boutiques, sidewalk cafes and sailboats anchored at 
the bay. The neighborhood’s distinct bohemian flair allows one to unwind and relax every day of the week and 
any time of the year.  Here are a few videos to give you an idea of the area;  Video 1  & Video 2 and of course 
there is a variety of places to Eat & Drink…Just in case anyone is interested.  

 

Agenda:  One other reason to attend, elsewhere in this publication, you will find an overview of our 

conference from our Convention Chair – Ryan Chinoski 
 
Wishing you the best in business, 

D 

http://teamsnug.com/conference
http://teamsnug.com/conference
http://www.mayfairhotelandspa.com/
https://mayfairhotelandspa.reztrip.com/classic/en/special_offer?action=show&controller=landings&locale=en&rate_code=SNUG&rate_code=SNUG&starting_page=special_offer&vr=3
https://mayfairhotelandspa.reztrip.com/classic/en/special_offer?action=show&controller=landings&locale=en&rate_code=SNUG&rate_code=SNUG&starting_page=special_offer&vr=3
mailto:Roomreserve@mayfairhotelandspa.com
https://www.youtube.com/watch?v=uNNbUjRdQyI&feature=youtu.be
https://youtu.be/grHOWlzr9k8
http://www.coconutgrove.com/topics/eat-and-drink/
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SNUG will update you 

ello SNUGLand! 
 
(Please note this message is written with a bunch of 80’s words and phrases.) 

I pitty the fool who attends the 30th Annual SNUG Conference in Coconut Grove . Not!!! As 

I child I went from 4-14 in the 80’s so I am spazzing over the Startel  Event Night with a 

Miami Vice and 80’s theme.  We are looking for all of you Airheads, Posers, Yuppie’s, Valley 

Girls and Studs to make an appearance!  The plan is to party hardy, slam dance and act bad 

to the bone all while getting cheezy with our gal pals and homeboys.  We are penciling you 

all in, so mark your calendars for a rad time April 30 – May 2nd, 2017! 

Cowabunga!  The PIN Group is joining us this year as well so totally major networking 

opportunities will kick all you couch potatoes into high gear!  Our format will be chill and 

gnarly like in the past  with Training Day on Sunday, Startel/Pin Day on Monday and 

Multiple tracks and topics presented on Tuesday.  I am wickedly excited that we are having 

special guest Randy Dean presenting a session on “Taming the E-Mail Beast.”  I recently 

attended one of Randy’s sessions and I am stoked for you to hear his idea’s.  For all you 

wannabe’s who are looking to be a bit less stressed and a lot more organized, you will have 

a cow after seeing Randy’s presentation.   

I have just finished up the first of my Presidential Focus Groups on Voice Services.  My 

focus group volunteers were totally tubular and they were like, so great!  We reviewed all 

of the current Voice Services wishes on the Wish List, proposed some items that our clients 

are asking for and then wrapped it up with a phat priority list for Startel.  If you are 

interested in learning more about what was discussed, please contact me. 

Overall your SNUG Board is working hard on a variety of different projects.  The new and 

improved SNUG website and List Serv will be launched early in the New Year.  Aaron Boatin 

and his preppy volunteers have been working like hackers over the last few months to get 

this bogus project done.  Watch your e-mail for important updates coming soon.  Mall 

Chicks Lauren and Kelly have both been working on projects to assist memberships.  Be 

sure to check out their updates on the monthly Board Talks.  Dweebish Drew our 

Marketing master is kicking into high gear with totally lame marketing pieces for 

conference and soon the announcement of Sheryl Denny Scholarship Application.  (To be 

clear, Drew’s stuff is not totally lame… I really just wanted to utilize the word lame!)  Rad 

Ryan is working on a rough draft of the agenda which should be coming out in 

January.  Chocoholic Kristen is helping out as needed to keep us moving forward. 

As we close out 2016 and head into 2017, I want to say what an honor it is to serve as the 

SNUG Board President and to be a part of this amazing association!  I look forward to all 

the learning and growing we will do together in 2017! 

The exceptionally Cheezy, 

Renita Dorty 
SNUG President 2016-2017 

The President's Letter 

H 


