
  
    [image: The Profitable Answering Service]
  


  
    
      THE PROFITABLE ANSWERING SERVICE

      65 ACTIONABLE STRATEGIES TO BOOST PROFITABILITY, MASTER TECHNOLOGY, AND OUTPACE THE COMPETITION

      
        CALL CENTER SUCCESS SERIES

        BOOK 4

      

    

    
      
        PETER LYLE DEHAAN

      

    

  


  
    
      The Profitable Answering Service: 65 Actionable Strategies to Boost Profitability, Master Technology, and Outpace the Competition

      © 2025 by Peter Lyle DeHaan

      

      Book 4 of the Call Center Success Series

      

      All rights reserved: No part of this book may be reproduced, disseminated, or transmitted in any form, by any means, or for any purpose, without the express written consent of the author or his legal representatives. The only exception is the cover image and short excerpts for reviews or academic research. For permissions: peterlyledehaan.com/contact.

      

      Library of Congress Control Number: 2025920137

      Published by Rock Rooster Books, Grand Rapids, Michigan

      

      ISBNs:

      
        
          	
        979-8-88809-164-7 ebook
      

      	
        979-8-88809-165-4 paperback
      

      	
        979-8-88809-166-1 hardcover
      

      	
        979-8-88809-167-8 audiobook
      

      

      

      

      Credits:

      
        
          	
        Developmental editor: Julie Harbison
      

      	
        Copyeditor: Robyn Mulder
      

      	
        Cover design: Cassidy Wierks
      

      	
        Author photo: Jordan Leigh Photography
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      Series by Peter Lyle DeHaan

      

      Call Center Success Series: Join call center veteran Peter Lyle DeHaan, PhD, as he shares a lifetime of industry experience to help readers operate their contact centers with increased effectiveness, produce greater success, and generate long-term profitability.

      

      Sticky Success Strategies: In the Sticky Success Strategies series of career development books, Peter Lyle DeHaan, PhD, breaks down key business strategies in a coherent, story-driven process to highlight what works and what doesn’t. Through personal stories and eye-opening insights, he shares how readers can more effectively produce long-term results and increase their workplace fulfillment.

      

      Be the first to hear about Peter’s new books and receive updates at peterlyledehaan.com/newsletter.
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            A CENTURY OF INNOVATION

          

          A ROBUST INDUSTRY SPRINGS FROM HUMBLE BEGINNINGS

        

      

    

    
      Today’s telephone answering service (TAS) traces its start back to the early 1920s. What it looked like then bears little similarity to what it looks like now. The one consistency throughout its century-long history is people answering phone calls for other people.

      Though some automation can minimize or replace the use of people answering phones, the truth remains that most callers prefer to talk with a person and not a computer. Even so, most everything about this fast-paced industry revolves around the telephone.

      For the optimist, the TAS industry is rewarding, interesting, and satisfying. Yet the pessimist views it as time-consuming, exhausting, and borderline profitable. Both assessments are accurate.

      The people—owners, managers, and frontline staff—who have remained for years, and even decades, see the industry from a glass-half-full perspective. In contrast, many of those with a glass-half-empty viewpoint often leave the industry for more promising opportunities.

      Regardless of your assessment of the industry and your plans, this book will give you success tips to move forward positively, coming closer to embracing the industry’s dynamic pull on all who remain part of it.

      

      Moving Forward: Commit to embrace the positive aspects of the TAS industry, especially on those days when the negative parts wear you out and try to push you down.
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            CELEBRATE THE TELEPHONE

          

          THE TAS INDUSTRY CENTERS ON A READILY UNDERSTOOD, UNIVERSAL, AND RELIABLE TECHNOLOGY

        

      

    

    
      Telephone answering services handle thousands of phone calls every day. The majority are incoming calls that come from clients’ customers and prospects. Most of the rest are outgoing calls made for clients.

      With the continued use of the telephone at work, it’s easy to dismiss it as commonplace, even boring. But let’s not overlook the all-critical role the telephone plays in our everyday work. Let’s take a moment to celebrate the telephone as the essential star it is. Let’s take time to applaud the telephone.

      It’s Understood: Everyone knows how to use a telephone. Even those who prefer not to call someone and seek alternative means whenever possible still possess the knowledge of how to call a telephone number and talk to someone.

      The telephone is the best understood communication option available. The phone is also the easiest to use and requires little technical expertise and minimal training.

      It’s Universal: The telephone is also ubiquitous. Though few residences have a telephone sitting in their homes, as they once did, virtually all businesses have a phone—in some form.

      Most everyone carries a telephone in their pocket. They may even have two.

      Reliable: Email messages may get blocked, end up in spam, or be accidentally deleted. Text messages can suffer delays or non-delivery. Social media posts can get buried and easily overlooked.

      Not so with a telephone. A phone call goes through most every time. And in those rare cases when it doesn’t, the caller immediately knows by receiving a busy signal or a recording alerting them of a problem.

      

      Moving Forward: It may seem silly to celebrate the telephone, but without it you wouldn’t be in business. Though it’s easy to overlook the telephone for its always-available, always-working nature, let’s pause to appreciate it as the essential element and central icon that it is.

      The TAS industry exists because of the telephone.
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            KEY FACTS THAT NEVER CHANGE

          

          FOUR CORE TAS TRUTHS

        

      

    

    
      Since its beginning a century ago, every year has brought changes to the telephone answering service industry. And the scope of transformation seems to increase each year.

      Not everything, however, changes. Some things stay the same. Though these four core truths may fluctuate in importance from year to year, they’re always at the forefront of your efforts to provide answering services to organizations and individuals.

      1. Timely Communication: You exist because there is a need to respond quickly: to answer the phone as soon as possible and provide information to callers when and how they need it.

      2. Professional Service: You represent each client, and they expect you to be professional. Whether it is part of the time or all of the time, you’re their public-facing image.

      3. Personal Touch: Around 1999, the need for personal touch fell into question in some circles, believing that self-service and automation would surely prevail. That didn’t work out so well; a backlash occurred. When self-service and automation fail, people are the answer—every time.

      4. Cost-Effectiveness: Although telephone answering services vary in their billing strategies from low-cost provider to premium boutique, the common factor is that you’re a fraction of the cost of your clients hiring a full-time receptionist. This means your service is cost-effective when compared to other personal answering options.

      

      Moving Forward: Yes, there are changes afoot, ranging from technology to staffing to legal to financial, but what remains are four keys: timely communication, professional service, personal touch, and cost-effectiveness. Never lose sight of this reality.
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            4

          

          
            CUSTOMER COMMUNICATIONS 101

          

          SHARPEN YOUR FOCUS ON WHAT MATTERS MOST

        

      

    

    
      Telephone answering services face a myriad of challenges. These range from competing options to technological solutions, from cost-effective service offerings to ensuring profitability. As a result, it’s easy to lose sight of the basics.

      Here are the key considerations of Customer Communications 101:

      Answer 24/7: The first element is to answer the phone when people call. This may seem obvious, but too often it’s overlooked. The point is that when people call, they expect someone to answer. It’s that simple.

      Yet it’s expensive to staff round-the-clock telephone coverage for most businesses. This is the key reason telephone answering services exist. Whether a business receives one phone call after hours or many, each caller deserves the courtesy of having their call answered. Never forget this.

      Tap People Not Technology: Building on this essential need to answer calls 24/7 is the need for the personal touch of a human being instead of the impersonal assault of a computer. This stands as the second element in Customer Communications 101.

      When customers call a business, their first hope is to have their call answered. Their second concern is who or what answers it. This people-over-technology principle will stand until it reaches the point when technology can do a better job than people, performing it faster and with greater accuracy.

      Telephone answering services have built their business around this ideal of providing a personal connection to callers. Businesses that force customers to use technology risk losing business just to save a few pennies.

      Focus on Caller Satisfaction: The third element is to focus on caller satisfaction. This means successfully addressing the reason for the call. Do it on the first call and do it correctly.

      With a needed focus on efficiency, this is the hardest element for a telephone answering service to address. Though it’s wise to look at statistical results, don’t focus on average call length or number of calls per hour. Pushing to decrease the first one or increase the second are both detrimental to the paramount need of focusing on caller satisfaction.

      Provided that you’re not wasting their time, callers will seldom grumble about the length of their call, but they’re quick to complain about calls that accomplish nothing. That’s why the right focus is on customer satisfaction.

      

      Moving Forward: To provide what matters most to callers, pursue three key objectives: answer around the clock, provide a human touch, and focus on satisfied callers. Do this, and you’ll make your service indispensable.
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            TECHNOLOGY VERSUS PEOPLE

          

          HIRE STAFF WITH AS MUCH CARE AS IN ACQUIRING TECHNOLOGY

        

      

    

    
      Technology is exciting—at least to me. I love technology and its application. The industry talks a lot about the technology used to help telephone answering services function more effectively and provide a greater array of services to clients. It’s hard to imagine processing calls without technology.

      Yet without staff, the best technology means nothing. Though the technology in your TAS is critical, the staff who use it are even more important.

      When you analyze your operation, it’s not your technology that makes you unique; it’s your staff. Other answering services can match your technology: computer for computer, application for application, and feature for feature. But no one can match your staff.

      Yet the emphasis at too many answering services is on their technology. These operations carefully investigate the options and pick the best one. They implement the technology, train their staff how to use it, and form marketing campaigns to reach a quick payoff for their investment and then generate a profit.

      All the while, the staff at too many answering services get whatever attention is left over, which often isn’t enough. Too frequently, agents seem expendable. Hire them, train them, and fire those who don’t work out.

      Too many answering services have an embarrassingly high level of employee churn. Hire ten to find five good ones, one of which may work out for the long term. Frankly, some operations would view those numbers as good, but they’re not.

      Working at an answering service is hard. Not everyone can do it. And some who could, don’t care to. The key is to discover this before hiring them, not after training them.

      Just as you’d never buy ten apps and hope one would work out for the long term, you shouldn’t accept this when hiring staff either.

      

      Moving Forward: Stop accepting high employee churn as normal. Your employees are your strategic advantage. Reimagine your staffing practices to reflect this reality.
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            COMMON MISTAKES WHEN RUNNING A TELEPHONE ANSWERING SERVICE

          

          DON’T LET THE DAILY PRESSURES OF RUNNING YOUR TAS PUSH ASIDE WHAT MATTERS MORE

        

      

    

    
      Running a telephone answering service is a challenging proposition. It seems there’s always too much to do and not enough time to do it. Therefore, it’s understandable when the day ends before you complete your to-do list.

      But that’s not justification for making these common TAS mistakes.

      Allowing Training Shortfalls: It’s critical to get new hires answering calls and being productive as soon as possible. Yet too often the temptation is to rush through training. Don’t do this. It’s shortsighted. Instead, provide thorough agent training to ensure they’re ready to handle client calls efficiently and professionally.

      Having Inconsistent Processes: Review your standard operating procedures (SOP). Efficiency requires consistent handling and processing of client calls. Every deviation is a chance for an error to occur. Having standard processes in place helps ensure consistent call handling and accurate message taking.

      Overlooking Basic Agent Skills: Don’t forget the importance of call etiquette and customer service skills. It’s the foundation for providing an exemplary service and having satisfied callers. This starts with standard communication skills and proper call etiquette. This is an essential step in providing a positive experience for callers.

      Skimping on Technology: Another common mistake is overlooking the importance of having technology that facilitates agents and their work. This doesn’t mean you need the latest, leading-edge tools in your answering service, but don’t skimp on them either. Keep abreast of the latest developments to determine the right time to invest in technology.

      With the right infrastructure in place, you’ll increase agent efficiency and enhance customer service outcomes. This will provide a better overall service experience.
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