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n January 2005 our Featured Snuggies were Angela and Larry 
Kinder.  (You can find their story on the TeamSNUG website.) As we 
explored the history of Combined Communications, which Larry had 
purchased in 1982 as an investment, Angela spoke with great respect about 
the team that they couldn’t run the company without. 
 
Larry introduced Kristen during that interview so long ago.  “Kristen Petty is 
our Administrative Assistant.  This was her first job and she has been with 
us for six years.  She works with our customers, sets up accounts and is 
beginning to do a good job with the equipment, too.” Angela added that 
Kristen was “wonderful to work with, like a sponge!” 

 
Kristen had graduated from high 
school in 1998, and both she and 
Shawn Borne applied for jobs at 
Combined Communications at 
the same time.  They were both 
hired, working the 3:00 to 10:00 
PM shift while they attended 
college.  After a year, Shawn 
moved to Florida to go to the 
Motorcycle Mechanics institute.  
Kristen stayed at Combined 
Communications, where she and 
Angela became very close.  “She 
was like a mother to me, and she 
gradually worked me up in the 
company.”  Kristen said.  Larry 
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was working from home a lot by that time, 
and it was natural for Angela to spend time 
with Kristen; first teaching her about 
customer service and how to handle 
complaints, to answering inquiries, to 
programming, to learning to do payroll.  
Kristen always wanted to learn new things, 
and most of all, to help anywhere she 
could. 
 
“I was learning to do it all, when in 
October 2009, Angela had the horrible 
accident that took her life.  Larry allowed 
me to take the steering wheel and keep 
moving forward,” Kristen acknowledged. 

“It was so hard but having a great support team helped me so much.” It was 
part of her nature to be nurturing and to try to help as much as she could.   
Shawn and Kristen were married in 2007.  He came back to work at 
Combined Communications in 2013 as the Operations Manager and 
together they handle most of the day-to-day running of the company. 
 
“My main focus is the accounts receivable and payable, and I have been 
working my way through the HR aspect of the company, as well.”   Kristen 
explained “I also work on the marketing, sales and make the customer 
visits.”   
 
“Shawn is great with the staff; they go to him because of his confidence.  He 
always finds a solution to a problem.  He likes challenges and numbers!  We 
both go to Larry in any situation we’re unsure of, and of course, we run the 
company by Larry’s reports.  He is truly our support!  We’re jacks of all 
trades, and masters of none, but we love what we’re doing and doing it for 
him.” She laughed.  
And they are doing 
something right.  The 
company is growing; 
they have a couple of 
very large medical 
accounts, and many, 
many funeral homes; 
a niche they have 
specialized in since 
Angela developed 
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that market shortly after she 
joined the company.  “Years ago, 
Larry began providing “Extension – 
Transfer” accounts for our clients;  
that application has morphed and 
evolved, and Shawn spends a lot 
of time on it.” 
 
“We are on the CMC Soft Switch 
with about 50 licenses.”  She went on, “And we are tickled pink with 
Startel!  We have the BEST vendor, and absolutely the greatest user 
group!  It’s such a good feeling when you are talking with a potential 
customer, to be able to confidently say, ‘We have the best software 
available today, and we’re flexible.  Mr. Customer, if you can dream it – 
we can do it!’ “ 
 
When Kristen looks into her crystal ball she sees On-Line Chat becoming a 
bigger market for our industry and she believes that Social Media 
Marketing will expand, and we will be doing 24-hour social media 
monitoring for other companies.  “I am an 80’s child,” she said, “and I see 
history repeating itself.  Not everything we think is outdated actually is 
and people will never be replaced.” 
 
While Combined Communications is their livelihood and they love it, it is 
not their only passion!  Kristen, Shawn and their seven-year old daughter 
Grace love to travel.  “This summer we 
went to Memphis and stayed at the 
Peabody, so Gracie could see the ducks, 
and over the fall break we went to 
Pensacola for a little beach time.  We love 
hopping in our Jeep with the top open 
and driving the Natchez Trace Parkway 
(top speed 50 miles-an-hour).  It’s a 444-
mile recreational, scenic drive through 
three states that roughly follows the “Old 
Natchez Trace” used originally by Native 
Americans.  In later years it became the 
path of “Kaintucks”, European settlers, 
slave traders, soldiers and even future 
presidents.  Today there is hiking, biking, 
horseback riding and campgrounds along 
the parkway so it is a very friendly place.  

(Continued from page 2) 
 

(Continued on page 4) 

cont... SNUG 2018-2019 

Board of Directors 

 
SECRETARY 

Lauren Garza 

Speed E’z 

San Antonio, Texas 

Tele: 210-615-0964 

Manager@speedez.com  
 
DIRECTORS 
Drew Ritter 

Advantage TeleMessaging 

West Reading, PA  

Tele: 610-372-5551 
Drew@AdvantageTeleMessaging.com 
 
Kelly Davis 

Nationwide Inbound 

City, State 

Tele: 866-698-4567 

Kelly@Nationwideinbound.com 

 
Nick Giacopuzzi 

Alert Communications 

Camarillo, CA 

Tele: 844-694-6825 

nick.g@alertcommunications.com 
 

 

 
ATSI REPRESENTATIVE 
Susan Mealer 

Answering Advantage, LLC  

Memphis, TN  

901-454-1111 
Susan@answeringadvantage.com 

 
VENDOR REPRESENTATIVE 
Rachel Hayes 

Startel Corporation  

Irvine, CA 92618 

Tele: 800-STARTEL  

Rachel.Sauerbrey@Startel.com  

 

A charity ride for the family of a murdered child  

Larry Kinder, President, Patriarch 
and Team SNUG supporter for 

years. Creates Best Reports EVER!  

 



   SNUG newsletter                                                                                                                      4th Quarter 4 

 

 

cont... 

Sometimes, we drive as far as Tupelo and stay the night – all three of us just love being 
outside.  When we need some alone time, Shawn and I take off on our Harleys and ride 
wherever the road takes us.” 
 
The Bornes have two German Shepherds, Apache and Comanche, and no, they are not named 
after American Indian tribes.  “They’re named after a special passion of mine, military 
helicopters!” Kristen laughed. “When we got them a few years ago, it was insane around here.  
My brother and sister-in-law, Ryan and Candace, were searching for a home near here and 
were staying with us. We met a woman who was selling German Shepherd puppies.  Shawn 
and I wanted a male, but they only had females, so we got one.  She called later and said she 
had a male from a different litter, so we added him to the family.  My brother and sister-in-law 
got their puppy, Murphey, at the same time!  We had four adults, one toddler, and three six-
month old puppies all living under one roof. ‘It was the best of times it was the worst of 
times’!” 
 

Among the best of times and befitting the best of Kristen’s 
generous nature and deep caring for others, she was 
commissioned as a Kentucky Colonel by Governor Steve 
Beshear of the Commonwealth of Kentucky, in 2012.  Only 
the Governor knows the reason for bestowing this honor 
on any individual.  However, one recent governor explained 
the award in this manner.  “Each time I have the pleasure 
of bestowing a membership to this exceptional 
organization on an individual, the great tradition 
established by Kentucky’s first governor, Isaac Shelby, lives 
on. The name Kentucky Colonel has become synonymous 
with strength of character, leadership and dedication to the 
welfare of others. Just as Isaac Shelby declared his trusted 
militia members to be his Kentucky Colonels, I see in you 

those things that place others above self.”  Kristen is 
deeply involved in community charities, such as benefits 

for St. Jude’s Children’s Hospital, the Humane 
Society and the Kelly Autism Program that Angela 
championed.   
 
As Snuggies most of us know how helpful Kristen is.  
She served on our SNUG Board from 2013 to 2016 
and served as our president in 2015.  She is sweet, 
caring and so willing to take on more to help.  We 
are proud of you Kristen Borne, and we are proud 
that you are a part of SNUG. 

(Continued from page 3) 
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Years ago, Larry was visiting a client – a large clinic with 10 departments 

and 60 physicians - when he commented that he could probably save 

them a lot of money by answering their switchboard.  The bookkeeper 

perked up and sale was made.  Today, that client has about 200 doctors, and they process about 

20,000 calls a week. 

“This account is set up as an Extension Account with its own Affinity Group.”  Shawn continued, “The 

agent simply types the Client ID, or a Name in the Directory – and we answer and transfer the ac-

count to the right department in about 15 seconds; if we have to get additional information it could 

take 30 seconds.”  Larry added, “Back in the day it wasn’t unusual for us to have idle agents available 

to take the calls as they came in and send them right out.  As the call volume increased, it became 

something that we actually schedule for, but it’s well worth it!” 

This is simply a switchboard style account, and most of the time the caller asks for a department, pe-

diatrics, for example, and the agent types in the 4 digits, presses the TXF key, and the call is gone; 

there no messages taken, the system does the work.  “Programming is more challenging now,” 

Shawn interjected, “you need a to put every line they have into the Directory – the conference room, 

visitors center, valet parking, etc. every way it might be asked for.” 

“Next to the TXF key is another marked SUP/TXF, (Supervised Transfer) another money maker, that is 

a bit more sophisticated.  This is where we can really show our stuff!” Larry said, “Imagine an Attor-

ney’s Office with half a dozen lawyers in the partnership.  For us to act as their receptionist they need 

a router and a point-to-point connection to our system – it can come in via SIP, V-lan or just straight 

in.” 

“When our agent receives a call for a specific lawyer they connect to that extension and announce 

the call, ‘Mr. Jones, I have Mrs. Smith on the line.’  Mr. Jones can accept the call or ask the agent to 

take a message or give information.  The agent could simply transfer the call and release it to allow it 

to ring at that extension.  If the call isn’t answered in the allotted time it will ring back to the agent 

who can take a message.  These are quick calls that will integrate well with other shorter calls, or 

Chat, and that helps even out the call assignments.  The real beauty is that we don’t have to look for 

these accounts, we probably already have them, we just need to offer the service.” 

 

 

Receptionist Service— 

Extension Transfer 
By: Larry Kinder 

IT’S WHAT WE DO 
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Who Does Your Onboarding ? 

Over the past few years the term Onboarding has come into vogue.  Unlike so many buzzwords, 

onboarding is important and here to stay.  Getting a new client (or even a new employee) settled in 

properly will affect the relationship for years to come.   It is SO important that you probably want to 

create a position for someone in your company to do onboarding almost before you can really afford 

it.   

This doesn’t have to be a full time position – it probably shouldn’t be at first, but you do want to 

spend time and care in selecting the right person.  You want someone who is nurturing, gives great 

attention to detail, and is confident and friendly.  The person you select will be the one to drill down 

to the little quirks that make the company you will be working for unique.  He or she will find the per-

sonality of the business owner and make sure that the extras you provide for them are exactly what is 

needed. 

This is where the real conversation comes in – the sales process may have determined the basic ser-

vice, onboarding continues the discovery process.  The questions, “what if” are offered, and an-

swered, usually to the benefit of all.  “What if, rather than taking a message for you, we attempted to 

patch new consultations to you?  We could take a message if you were busy, or you could speak with 

the caller immediately, and not let them continue to search for assistance.”  “What if, we could book 

an appointment for an appraisal when the call comes in?”  These questions go both ways. “What if 

your on-call person doesn’t answer?”    

The first couple of days a new customer is with you is when they need someone to answer questions, 

make small changes, and hold their hand as they learn to call forward or respond to a text.  The day 

new clients get their first invoice is a good time to call to be sure the fees and procedures are under-

stood.  Billing day surprises are never good. 

When one person is responsible for making sure each customer is off to a good state, your churn rate 

goes down.  We all know that infant mortality is the number one reason for loss at our services.  Usu-

ally once a new client has settled in, and their service is exactly what they wanted, they will stay  a 

very long time.  

Your onboarding specialist can be one person, or many people -  each with their own client to take 

care of.  When you spread the love around, you 

have liaisons for each new client.  This is a great 

solution when you are bringing on several cus-

tomers at once.  It also allows your agents to 

become more involved with your company and 

with your customers.  When you perform sever-

al important functions for your clients it helps 

them “stick” to your service. Likewise, when our 

agents have extra duties, it increases their stat-

ure, and helps them “stick” with your company.  

These practices keep client and employees all on 

board! 



4th Quarter 2018                                                                                                                  SNUG 7 

 

 

 

When the words “Auto Dialer” are uttered we immediately think of those horrible robocalls that make 

you want to crawl right into your phone and strangle that voice!  BUT, not all auto-dialed calls are bad.  

It could also be the voice telling you your prescription is ready or school will be closed for the day.  Us-

ing Startel’s Auto Dialer we can enhance our service and make more $$$.  Essentially, the Auto Dialer 

works with our platform to call a list of people and either relay or ask pre-set information.  Recipients 

of auto dialed calls may have options to press a number key to indicate a response – or to be trans-

ferred to voice mail or to an agent. 

Nearly all of us understand how this product would work for medical reminders, but it might be even 

better to sell the convenience to property management and HVAC clients, either of which are ideal 

candidates to use this software.   

When a Property Management company is using the Intellisite to do their own on-call it’s then a sim-

ple step to uploaded data via a spreadsheet, allowing quick important notifications to their tenants 

whether it is preplanned or last minute.  When information is grouped by building, notifications can go 

only to those who need it rather than the entire community.  We can pre-record announcements for 

major outages such as A/C or water to have ready as needed or create a more detailed message giving 

the expected time of the repair or giving the utility company telephone number on the fly.  Notifying 

tenants in advance of planned maintenance (think parking lot sealing) prevents them from calling in 

for general information which ties up your staff during office hours or generates agent work time after 

hours!  

Just like medical appointment reminders, a list of a HVAC company’s clients and the dates for system 

checkups can be uploaded into the Intellisite. When the time arrives, the system will dial customers 

with a pre-recorded message that tells them it's time for their seasonal checkup. The recipient could 

press 1 to be routed to an agent to schedule service (combine with ap-

pointment scheduling),  take a message for the office, or press 2 to de-

cline the service.    

These services aren’t just efficient and convenient, they’re cost effective!  

We all know that the more services we provide for our customers the 

“stickier” we become.  Make this your first quarter project. Add the in-

formation to your next client newsletter and call those clients that might 

put the Auto Dialer to good use. 

Creating “Sticky” Customers     

Let us do 

 that for 

      you! 
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Monday Morning Advice from Nature … 
                                                        for the whole year 

Keeping in touch with our whole staff can be daunting, especially when you have remote employees.  Here is a Hol-
iday gift for you, and just in time for the new year.  Stolen from a calendar many years ago, we took these phrases 
and shared one every week.  One of our talented team members found great, colorful photos to go with each 
phrase.  We all looked forward to seeing the Monday Morning Advice.   
 
 

Monday Morning Advice…. 

 1. From a Giraffe, Stand Tall – Reach for New Heights! 
 2.   From Nature – Be Spontaneous – Take time to play! 
 3.   From an Otter – Don’t be afraid to get your feet wet – 
Be otterly amazing! 
 4.   From an Elephant – Make a big first impression – 
Charge ahead! 
 5.   From a Bluebird – Be a bright spot in other’s lives – 
Speak up! 
 6.   From a Glacier – Channel your strengths – Keep moving 
forward! 
 7.   From a Sea Turtle – Age gracefully – Think Long term! 
 8.   From the Ocean – Make waves! – Avoid pier pressure! 
 9.   From a Wildflower – Be wild and wonderful – Spread 
seeds of joy! 
10.   From a Dog – When loved ones come home, always 
run to greet them. 
11.   Take time to reflect – Don’t be phased by difficulties! 
12.   From a Cactus – Stay sharp – Wait for your time to 
bloom! 
13.   From a Lizard – Shed your old ways – Snap up opportu-
nities! 
14.   From a Cat – Stretch often – Pounce on possibilities! 
15.   From the Earth – Be good to your mother – There is no 
place like home! 
16.   From a Firefly – Lighten up – Keep a childlike sense of 
wonder! 
17.   From a Campfire – Radiate warmth – Kindle strong 
friendships! 
18.   From a Waterfall – Roar with excitement – Make a 
splash!  
19.   From a Rainbow – Be someone to look up to – Bring 
unexpected joy! 
20.   From a Frog – Look before you leap – Then hop to it!  
21.   From a Deer – Tread lightly on the earth – Take time to 
browse! 
22.   From a Squirrel – Go out on a limb – It’s OK to be a 
little nuts! 
23.   From a Polar Bear – Keep cool – Learn some good ice-
breakers! 
24.   From a Penguin – Stand together – Find warmth 
among friends!  

25.   From a Giraffe - Stand head and shoulders above the rest!   
26.   From an Elephant – Be gentle, no matter what your size! 
27.   From a Cardinal – Stand out in a crowd – It’s OK to be a little 
flashy! 
28.   From a Glacier – Go Slow – Carve your own path! 
29.   From a Box Turtle – Stay calm under pressure! 
30.   From a Hermit Crab – Come out of your shell  
31.   From a Wildflower – Open up – Celebrate your natural 
beauty! 
32.   From a Hummingbird – Don’t get your feathers ruffled over 
little things! 
33.   From a Dog – Learn new tricks, no matter what your age! 
34.   From a Cat – Be patient – Always land on your feet! 
35.   From the Moon – Be someone to look up to – Light up the 
night! 
36.   From a Cactus – Accentuate your strong points! 
37.   From a Lizard – Appreciate stillness – Soak up some sun! 
38.    From a Firefly – Pulse with excitement – Be full of bright 
ideas! 
39.   From the Earth – Keep a positive atmosphere – Celebrate 
diversity! 
40.   From a Campfire – Radiate warmth – Spark new ideas! 
41.   From a Waterfall – Let your cares fall away – Go with the 
flow! 
42.   From a Rainbow – Be an inspiration – Reflect your true na-
ture! 
43.   From a Frog – Don’t jump to conclusions! 
44.   From a Dragonfly – Appreciate long summer days – Enjoy a 
good reed! 
45.   From a Deer – Leap over obstacles – Don’t pass the buck! 
46.   From a Squirrel - Look both ways before you cross the road! 
47.   From a Penguin – Dive into life – Appreciate snow days! 
48.   From an Otter – Stay active - Keep your whiskers clean! 
 
49.   From a Giraffe – Don’t be afraid to stick your neck out! 
 
50.   From an Elephant – Know when to put your foot down! 
 
51.   From a Blue Jay – Go out on a limb – Add color to your life! 
 
52.   From a Glacier – Smooth the way for others – Avoid melt-

Happy New Year from Donna and Barb at the Galaxy! 
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ear Snuggies,  

 Before 2018 ends we have a few things to add to your “To-Do List”. (Sorry, I don’t mean to pile-on, but I also 
don’t want you to miss out.)  Yes, we can list the reasons ‘why’ it is too much, too far, too something.  But please 
consider this – it also can be too important to miss.   If you make participation a priority now,  months in 
advance, maybe it can be accomplished in 2019.  
 
The Location - will be the Benson Hotel in Downtown, Portland Oregon  CLICK HERE.    
Make your HOTEL reservations BEFORE January 31, 2019 for the Early Bird Discount.   
 
The Dates - will be May 5th – 7th, with both Pre and Post Conference activities. (See Below) 
Mark your calendar to secure your early-bird conference registration before January 31, 2019  REGISTRATION 
LINK  
 
The Conference Activities - The scheduled group/extra cost events are as follows: Please note some of the cost 
items are an estimate at the time of publishing and subject to change, if the price goes down, you will receive a 
refund, if the price goes up and you have already registered and paid for that event, you will not be charged 
the difference. 

Saturday May 4th – Pre-Conference Activities 
10am-4pm   Wine Tour  $139 includes bus transportation, lunch and vineyard tasting fees. 
2pm – 5pm   Get Tipsy in Portland $79 – Walking Tour – includes drinks and snacks  
(Saturday Evening)  Murder Mystery Dinner – Details to be determined.   

These activities will be offered on the Conference Registration as well as a few informal ideas that are either 
public items or small groups that you can form on your own with other likeminded conference attendees.  
 
Available Pre OR Post Conference 
As an alternate, you can really do your own thing if you wish; the areas to consider include:   Mount Hood (75 
minutes from downtown), Columbia River Gorge (85 minutes from downtown), Wine Country (85 minutes from 
downtown), Oregon Pacific Coast (90minutes from downtown) and activities like Biking, Hiking, Paddling, Wine 
Tasting, Exploring and much, much more.   Check out this website : https://www.travelportland.com   
 
The Startel Special Event 
Startel is hosting a wonderful Customer Appreciation event Tuesday evening aboard the Portland Spirit Cruise 
from 6:00 PM -9:00 PM so be sure to include that on your registration form; it is included in the cost of 
conference registration and is available for non-registered guests at extra cost. Enjoy an evening of breathtaking 
views, freshly prepared Northwest cuisine, exciting raffle prizes & More!  
 
 Keep watching our websites for conference, agenda and training day details as they unfold.  
https://www.teamsnug.com/conference/  and http://pinetwork.net/pinetwork-annual-meeting/  TUG members 
will be updated by the TUG board    
 
Wishing you the best in business, 
 
 
 
Dan L’Heureux – Executive Director 
 
   

From the Executive Director 

D 

 

https://www.coasthotels.com/reservations/?property=BEN&start_date=05/04/2019&end_date=05/08/2019&gcode=BEN-GF7759&utm_source=group&utm_medium=email&utm_campaign=BEN%2B-%2B2019%2BTeamSNUG%2Band%2BPINetwork&hotel_form
https://events.r20.constantcontact.com/register/eventReg?oeidk=a07efuvtai43fc373b2&oseq=&c=&ch=
https://events.r20.constantcontact.com/register/eventReg?oeidk=a07efuvtai43fc373b2&oseq=&c=&ch=
https://events.r20.constantcontact.com/register/eventReg?oeidk=a07efuvtai43fc373b2&oseq=&c=&ch=
https://www.travelportland.com/
https://www.teamsnug.com/conference/
http://pinetwork.net/pinetwork-annual-meeting/
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e-mail list serve and fax. 

reetings TeamSNUG, 
 

The Board has been hard at work for you!  In case you missed it, I wanted to review a couple 
of things we’ve done.  The first is a recap of the Liaison Meeting.  The meeting was very 
positive and productive!  We discussed a TON of information with topics ranging from Tech 
Support to wishes.  When the dust settled, we were all on the same page with five major 
focuses for Startel development. 
 

• 15.0 – Coding for this version is nearing completion and begun “in house” testing.  It is 
packed full of completed wishes and bug fixes.  Startel is hoping to release it into Beta 
around October. 

• SM+ Website – Startel will be giving this an overhaul. 

• API – Startel is well aware that we, as users, need an API to be able to connect with 
other services and applications.  They are committed to making this happen. 

• Clustering – Startel is referring to this as “High Availability” and focusing on a true 
failover from server to server. 

• Intellisite – Startel will be making the site more “robust” and will be adding totals to 
the Summary and Call Detail reports. 

 
The other thing I wanted to mention is some changes on our Board.  With the resignation of 
Lucas Hakes, we had to fill the Vice President/President Elect position.  I’m happy to 
announce that the Board elected Drew Ritter to fill that void.   
 
Lucas’ departure also left an open seat on our Board of Directors.  After reviewing our 2018 
Election Results, our first choice was the person that was the next highest vote recipient and 
it gives me great pleasure to announce that Tom Reandeau was that candidate and has 
agreed to step in and fulfill the remainder of Lucas’ term.  As always, if I can help anyone, 
please feel free to contact me at ryan@rtcenter.com or 248.651.9193. 
 
 

Best Regards, 
 

Ryan Chinoski  
 

Ryan Chinoski – TeamSNUG President 
Ryan@RTCenter.com 

G 

 

mailto:ryan@rtcenter.com

