
 
ften in our industry we find that Answering 
Services and Alarm Companies go hand-in-

hand.  That is the case for Action Telephone Exchange 
and Action Security Group located in Rochester, New 
York; both are owned by Gary Puckhaber, a long time 
SNUG member. 

Gary spends most of his time with his favorite side of the business, the alarm 
company, and he relies heavily on the person whose name we recognize 
from the SNUG Listserve, Barb Russo, who is Vice President and General 
Manager of the answering service and has been since 1982. 

Gary opened the alarm company first, providing 24-hour in-house 
monitoring.  He hired Barbara who worked tirelessly building a client base 
and putting together a team of dedicated employees.   

“No fancy computer systems, then,” laughed Barb, “just a half-dozen corded 
telephones, stationary and a large wooden message wheel.  Gary is big on 

making sure that Action has updated, current 
equipment and he made the transition to computers 
with Startel, eventually utilizing Cad-Com (original 
black background with orange or green graphics) then 
AccuCall.  He transitioned back to Startel in early 
2000’s beginning with the Startel 5700 and now using 
CMC.” 

Barb got her start in 1973 using a good old Western 
Electric Cord Board. At her first job the answering 
service also monitored alarms, so she understood the 
industry.  Meanwhile, Gary had been working for an 
alarm company for 7 years when he decided to go out 
on his own.  Gary knew Barb from the answering 
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service and he asked her if she would join forces with him; today they celebrate 
35 years in their unique partnership. 

Barb handles Sales and Operations, Gary is in charge of Financials, Equipment 
and Technology.  “My daughter Michele and Gary’s son Sean both work for 
Action.” Barb acknowledged, “Michele handles a variety of tasks including 
dispatching, team leading, data entry, quality control and customer support. 
While Sean is often out in the field handling technical aspects of the business, he 
is our field supervisor and lead IT tech.  However, many family members have 
contributed to the success of our business throughout the years.” 

”Personally, I enjoy the process of creating and programming accounts.” Barb 
continued. “I have added my personal touch over the years.  I’m a stickler for 
consistency; alphabetical listing of information, exact formation, making sure 
that everything is lined up nice and neat, all makes things much easier for our 
people. I also still enjoy working as an operator (especially close-outs from 4:00 
PM to 6:00 PM).  It allows me to interact with customers on an everyday basis 
and not just for administrative matters. I enjoy being able to network and build 
relationships with such a wide variety of professionals.   One of my greatest joys 
is witnessing our staff and associates flourish and succeed; it is extremely 
rewarding!” 

At Action Telephone they believe that success 
starts from the TOP! “Our management sets 
the tone for others by leading by example and 
possessing a positive “YES WE CAN!” attitude.” 
Exclaimed Barbara.  “Our entire team is ready 
and willing to go the extra mile in providing 
excellence and uncompromised quality.” 

All of us in this industry have things we’re 
known for, things people ask us about, at 
Action it is dispatching.  “Without question I can say I am most asked about our 
Dispatcher position. This position was created many years ago and implemented 
as a safeguard to reduce the potential for errors.  Our Dispatcher essentially acts 
as the final editor of messages taken by operators before they are given to our 
client. They’re responsible for ensuring each message is complete with the 
information requested by our client, or otherwise noted if information is lacking, 
verifying that phone numbers are complete and message content is correct.” 

“We strive for excellence at all times,” she continued.  “I try my best to keep 
company morale high, and we have discovered that nothing motivates better 
than a little friendly competition. Throughout the years we have used contests to 
spark learning and create fun.  It might be a “quiz” to familiarize our team with a 
new account or changes to an old one or our weekly Quality Control Contest. 
Rewards are given to those who do well.  Prizes range from extended breaks to a 
gift certificate for dinner or a movie. It gives our team members incentive to 
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strive for the BEST!  Home Cooked meals provided on Holidays make everyone 
happy too and help keep our schedules filled.”  If it keeps her people happy, 
there is just about nothing Barb won’t do! 

“We have seen a consistent pattern of growth throughout the years.” She 
smiled. “With that growth has come change as well; we are able to 
accommodate many different types of clients using the ability to customize 
settings.  One downside to the constant change in technology is the decrease 
in verbal communication and interaction; it lessens the ability to learn our 
client’s personalities and build personal rapport.” 

“Our niche market is providing service to the local 
medical offices that work with one or both of our 
major hospitals (Rochester Regional – RGH & Unity, 
and University of Rochester – Strong & Highland). 
We have been able to sustain this market by 
providing and maintaining excellence.”  Barb 
explained, “we never allow our standards to waiver 
and have kept current with all the latest 
technology.  Also, the ability to customize each 
account to fit the preference of each affiliate sets 
the standard high.” 

“I have great expectations for the future or our 
industry.” Barb said, “I think we will continue to 
expand and become even more in demand. The ease of the message retrieval 
process seems to be appealing to the new generation of professionals who are 
used to electronic communication. I have no doubt that the industry will 
continue to flourish.  It will be imperative to personalize each account and 
provide nothing less than the best. Because, although direct verbal 
communication between our clients and our staff will decrease, I foresee an 
increase in the volume of communication between their customer base and 
our employees.”      

“When I peer into my crystal ball I believe that many answering services/call 
centers will be utilizing the remote option to reduce overhead costs and 
facility expenses.” Barb acknowledged.  “It just makes sense.  Also, I am 
hopeful that resource tools such as Intellisite will become more popular. It’s 
beneficial to provide the ability for our customers to have a hands-on 
experience with our system, and it helps us make money by allowing our 
clients to manage their own account. Especially helpful is the on-call 
scheduling feature, when clients input their own schedules.  It saves us time 
and money since our staff does not have to complete the task. As we all know, 
on-call schedules can be challenging and sometimes change 
frequently.  Economically, we will have to adjust our billing policies to balance 
out the shift of verbal and electronic communication.” 
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“I don’t know what we’d do without our Voice Logger!” She exclaimed.  “It helps us 
maintain our revenue by providing the ability to replay the conversation and share with 
our clients if need be. It is nice to be able to have PROOF and nothing works better than 
being able to provide the actual conversation.” 

“My daughter, Michele, has spent the last 18 years dedicated to Action Telephone; she is 
married with five children.  I also have two sons, both are married. Robert and his wife 
Amy, have four fur babies and live in Idaho. Robert works in communication, having 
started here at Action as soon as he was old enough. My son Russell and his wife Mary, 
live in Pittsford, NY a suburb or Rochester,  where they opened a wine tour company 
about seven years ago.  He and his wife have two sons, Nick age 14 and Nate age nine. 

When I really want to get away from work, my two favorite things to enjoy are day trips to 
the casino (I really like video KENO) and, of course, spending time with my grandchildren – 
They are big fans of Disney trips with their Nani which may never allow me to retire.” 

Barbara Russo has two rules to live by, 

“Inspect DO NOT Expect!”   

“When in doubt I’d always rather have done too much than not enough.”   

 

There could not be better closing words than those. 
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e were given a mandate by our SNUG President, Aaron Boatin; the presentations at this conference 

should help us to - make more money, increase efficiency, reduce errors, and improve our services.  We have a 

lineup that does exactly that! 

Sunday – as usual – will be the Startel Training Day and… 

Monday – will be the State of Startel and more Equipment Goodies 

Tuesday – is OUR Day for showing off our knowledge and trade secrets 

To open with a BANG!  Ken Goldenberg has agreed to bring back one of the most popular sessions SNUG 

has ever had.  “Back in the Day” his Dad, and SNUG pioneer, Larry Goldenberg, ran an interactive session 

on PRICING.  We named services, gave actual pricing, and we shared what we were charging for.  This will 

be a CAN’T MISS presentation! 

Matt Brogan will help us DISSECT OUR DATABASES.  There is GOLD in our messages, and our clients want 

that information.  Big companies have been mining their databases for years; now our smaller customers 

are asking for that same information – and we can give it to them.  And, as with all valuable things, we not 

only get paid for these benefits, they help tie our clients to us.  Win-  win – WIN. 

John Carey will give us greater understanding of SCENARIOS.  Scenarios that occur between the call 

hitting the switch and being answered.  These are things that we can sell to our customers and they will 

thank us for making it happen.  Making our clients look good, makes us look good too. 

Drew Ritter will explain the magic and mysteries of the Switch Management Tool.  Who knew?  This tool al-

lows you to view and manipulate live switch traffic, making it possible to monitor calls, whisper in 

someone’s ear, and a whole host of other things. 

Renita Doughty will discuss REPORTS: Reports that come with our platform, Reports that are customized for 

clients, Reports that will please our clients and increase our income – because we can CHARGE for them. 

The grand finale will be The Best of Three Worlds, an open forum where people get to talk about 

their favorite part of their systems.  The tricks and traits that we hope we all have as our platforms 

evolve; as the best of three worlds eventually become one. 

Sometime during the conference, we will have our business meeting and breakout sessions for both Pin and Tug, 

and of course, lounge time- that special together time where we usually pick up ideas that pay for our trip! 

This is going to be a fantastic conference, and we want to see YOU there.  Our friends are the most important part of 

this time together.  The old friends we look forward to seeing every year and the new friends who will become peo-

ple we count on in the future. 

W 

CONFERENCE HIGHLIGHTS 
                                                    New Peaks for Our Members   

By: Lauren Garza & Tom Reandeau 
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Join Us For… 
 

A PRE-CONFERENCE BARBECUE 
April 21, 2018 

SATURDAY AFTERNOON 
From 2:00 To 6:00 

 
Hosted by our good friends - Lori and Bill Jenkins 

(Lori Jenkins of TeligentIP – formerly iPitimi) 
 

At their Rest Ranch located at 
15511 Country Road 12 

Fort Lupton,  Colorado  80621 
   

Sponsored and Catered by Tucker’s Barbecue 
(Tom Reandeau of Focus Telecommunications) 

 

ANY PROFITS WILL BE DONATED TO THE SNUG EDUCATION FOUNDATION 
Cost $69.00 Per Person 

 
(Covers transportation – beverages, food, tax and gratuity) 

Lori and Bill are donating the use of their beautiful Ranch 

Tom is donating his time and talents as chef 

 

 
 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

Bus leaves at 2:00 from the Hotel Lobby 

Y’all are invited.... and that means 

Yee-Haw  
It’s a Barbeque @ The Rest Ranch  

Menu 
Beer and Wine Bar (Open) 

Beef Tri-Tip 
Pulled Pork 

Roasted Potatoes 
Cowboy Baked Beans 

Green Beans and Bacon 
Berry Salad 

Cucumber Salad 
Watergate Salad 

S’mores and Light Desserts 
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One of the key elements, I believe, has contributed to our longstanding success and 
constant growth is the consistency and uniformed setup of our accounts.  Whether 
the client is medical or commercial, the pertinent information is always located in 
the same place allowing our operators to quickly and efficiently access it. Each of our 
accounts is set up in the following format:   
 
Mastercard #1 - Top line is the name of our customer, followed by their office telephone number and fax num-
ber on the next line, then their office hours are located directly under that.  We use the next few lines of space 
to provide any important details such as lunch hours, or certain customers will request we do not disclose we 
are an answering service during certain hours or ever (this information will be listed and generally highlighted 
or put in bold to stand out).  Many of our customers also utilize the “hunting” feature which allows their cli-
ents to be automatically transferred to the TAS after a designated amount of rings, even during the day.   We 
utilize the lower portion of the main mastercard with information for our dispatcher, explaining what method 
of contacting our client is most appropriate, depending on the time of day. 
 
Mastercard #2 of each account is their physical address; we will only publicly provide this information with 
permission of the client. This is an extremely useful tool with our medical clients  who have multiple locations 
or different locations for pt visits vs pt procedures. 
 
Mastercard #3 + can be utilized for more details helpful to our staff and the client, and varies depending upon 
the complexity of the client.  Some examples of what we use them for are:  Staff name and information (Pink 
for female to help them stand out), a more detailed breakdown of complex dispatch instructions, detailed in-
structions on how their on-call schedule is input or “decoded”. The last Mastercard is always used to docu-
ment any changes to the account (date, initials of who made the change, and then info on who authorized the 
change and what it was). 
 
Next is our message slip setup; this also is an area we try to keep as clean and consistent as possible.  We also 
have created several standard message forms for various purposes which allow for prompted questions to be 
concise with the nature of the message.  Ex: appointment cancellations, newborn info, labor calls, pregnant or 
non pregnant, pediatric, hospital notifications, commercial calls, heating or plumbing emergencies. 
 
Finally, where this all comes together is the options pages set-up for the “DISPATCH” portion of the mes-
sage.  Our options are set up in a uniform manner as well. We always list the most frequently used contact 
methods first.  Ex.: unlisted office, or SMS or DIG or Num pagers. Control G or “group” messages which allows 
more than one method of contact simultaneously. 
 
The combination of these components being unified and consistent in format regardless of the actual details 
being varied allows a smooth and consistent approach to make each call accurate, professional, and polite. 
 

IT’S WHAT WE DO 

 

 

By: Michele Raftery 
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ear SNUG members,  

Registrations are starting to come in – you can make your by clicking on this link!  

http://events.r20.constantcontact.com/register/event?oeidk=a07eeywadb1c43858e6&llr=eygvoecab 

 

Our 2018 Conference will be April 22-24 at the historic BROWN PALACE HOTEL – 321 17th Street, Denver. As I 
mentioned in the last issue of the Galaxy , transportation from the Airport (DEN) to Downtown & the Brown 
Palace Hotel is easy. Check out the http://www.rtd-denver.com/airport.shtml 

A few words about our awesome hotel(s) and I do say that in plural because there are TWO- HOTELS in ONE! Our 
primary conference hotel is the Brown Palace with rooms at $219 but right across the street and connected by a 
skyway crossing is the Holiday Inn Express with rooms starting at $169. As you might imagine there will be 
interest in both properties – so don’t delay, book your room today! 

Brown Palace Reservations  Holiday Inn Reservations 

The Brown Palace Hotel and Spa, part of Marriott Autograph Collection, located in the heart of downtown 
Denver, is an icon rich in tradition and history. Built in 1892, the luxury hotel in Denver, Colorado has been a four
-star and Four Diamond hotel since 1977. At the heart of the boutique hotel is the atrium lobby, soaring eight 
stories above the ground floor and crowned by a beautifully detailed stained-glass skylight. Dramatic Florentine 
arches surround the atrium, and intricate wrought iron panels decorate six stories of balconies. Timeless 
elegance and modern amenities best describes our luxury hotel in Denver. Each of our guest rooms includes a 42
-inch HDTV, Wi-Fi, iPod docking station and Keurig® coffee maker. The bathrooms feature Carrera marble 
countertops, sophisticated silver fixtures and rain shower heads that tap water from an artesian well. We offer 
unique dining experiences where you can enjoy casual dining, afternoon tea, fine dining, a lavish brunch and 
cigar bar.  The Spa at The Brown Palace makes your relaxation the focal point with a menu of rejuvenating 
massages, facials, body scrubs, nail care and other services. A visit to one of the top luxury spas in Denver means 
catering to all of your needs 

Stay Smart® at the newly renovated Holiday Inn Express Denver Downtown - Staying smart has never been 
better than in the heart of the Mile High City. As a guest, you will enjoy our complimentary hot breakfast buffet 
every morning in our newly renovated guest lobby. Get all of your important work done without the hassle by 
using our complimentary, high-speed wireless Internet. Forget about finding parking; we offer valet parking with 
unlimited in and out privileges for a fee each evening. 

Regardless of the property you choose, you can explore downtown Denver by walking just one block to the 16th 
Street Mall with over 100 options for dining, shopping and entertainment. Both Hotels are near all of the major 
downtown Denver attractions including, the Pepsi Center, Sports Authority Field, Coors Field, the Denver Art 
Museum, the Denver Zoo and many, many more. 

Book-it! 

Wishing you the best in business, 
 
 
Dan L’Heureux – Executive Director 
 
   

From the Executive Director 

D 

 

http://events.r20.constantcontact.com/register/event?oeidk=a07eeywadb1c43858e6&llr=eygvoecab
http://www.teamsnug.com/wp-content/uploads/2017/11/2017-3-Galaxy.pdf
http://www.rtd-denver.com/airport.shtml
http://www.marriott.com/meeting-event-hotels/group-corporate-travel/groupCorp.mi?resLinkData=Startel%20National%20Users%20Group%20TeamSNUG%20%26%20PINetwork%20Conference%5EDENAK%60SN4SN4A%7CSN4SN4H%60219%60USD%60false%604%604/21/18%604/25/18%6003/31/18&app
https://www.ihg.com/holidayinnexpress/hotels/us/en/denver/dende/hoteldetail?qAdlt=1&qBrs=6c.hi.ex.rs.ic.cp.in.sb.cw.cv.ul.vn.ki.sp.nd.ct&qChld=0&qFRA=1&qGRM=0&qGrpCd=SNU&qIta=99801505&qPSt=0&qRRSrt=rt&qRef=df&qRms=1&qRpn=1&qRpp=20&qSHp=1&qSmP=3&qSrt=sBR&qW
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      The President's Letter 

ear Snuggies, 
 

I hope everyone made it through the recent frigid winter weather 
unscathed. If you’re like us, the cold weather caused some outrageous 
spikes in call volume. I read that during the coldest week, all 50 states 
had snow on the ground. Needless to say, weather events make meeting acceptable 
service levels a challenge. But like any challenge, you face it head on and learn from it. 

For our company, we've made some changes to forecasting and scheduling. We now 
have a meteorological component to our scheduling. We now identify potential weather 
events that could impact our clients, based on their location, and schedule accordingly. 

This year’s conference is shaping up to be a great one and I hope that I will see you there. 
We wanted to make the conference as impactful as possible for all attendees. 

As such, each session’s topic promises to help you in one or more of the following ways. 

1. How you can make more money with your Startel system. 

2. How to gain efficiencies and reduce costs in your operations. 

3. How to reduce errors and delight your customers. 

We are asking all presenters, including Startel, to give you the most actionable content 
ever presented.  

If you’re like me, I want to learn things that produce that “aha” moment that we can’t wait 
to put into use. 

I hope that you find this conference delivers some game changing ideas to help your 
business grow. 

Be sure to be in attendance when Startel Chairman, Brian Stewart, gives the world 
famous Startel State of the Union. It will focus on the product road map for the Startel 
family of companies. The focus of this presentation is to answer the following questions. 

• What new features can users expect to see from inclusion of Professional 
Teledata and Tascom into the Startel family? 

• What is the timeline for these features to appear? 

Attention: First time conference attendees! 

If this will be your first time attending a SNUG/PTD/Tascom conference, we urge you to 
attend the First Timer's event. This special meet and greet will be held before the opening 
reception. 

You will get to meet current and past Presidents and your current Board of Directors. Don't 
worry, we're all friendly. It is a great way to start the conference off on the right foot. 

Please let Dan L'Heureux know if are or are not sending a first-time attendee. Email him at 
dan@callconsult.net. 

If you’re contemplating which industry conference will give you the best ROI in 2018, this 
is the one. We can’t wait to see you there! 

 
Yours in service, 

  

Ambs Call Center 
SNUG President 

D 


