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and the development of best practices among members.
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To be an indispensable resource for all Amtelco users.
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President’s Report

Submitted by Lina Cunningham, NAEO President
As I count down the days to the upcoming
NAEO Annual Conference it’s hard to
believe that another year has come and
gone. As my year wraps up as NAEO
President I am so happy to have been given this opportunity to
serve such a great organization. We started the year trailblazing
in San Antonio. The educational content and networking
opportunities to learn and grow were available for all levels
of organizations. With two keynote speakers and many new
exhibitors, there was plenty to do and much to learn.
The Board of Directors welcomed three new Directors; Joann
Fussell of Voice Link of Columbus, Inc., Alana Nikiforuk of
Intercon Messaging Inc., and Patrick Labbett of Continental
Message. In late December Patrick resigned from the board
due to a change in employment. I’d like to thank Patrick for
all his contributions as he was an instrumental member of
the conference committee and his IT expertise on FDC will be
missed by all. In Early February Adrian Trevino of Personalized
Communications graciously accepted the open Board seat and
we are all looking forward to working with him.
In early spring every year the NAEO Board of Directors travels
to Madison, Wisconsin, for an in-person Board meeting and
to also meet with Amtelco. This intensive three days includes
an overview of each of the committees and their respective
directives for the upcoming year. We also review our strategic
plan to ensure we are on track with all initiatives. To close
out the three days, we then sit down with the Amtelco senior
leadership team to discuss the success and direction for both of
our organizations. I am very pleased to say that over the years I
have served on this board, the relationship that NAEO has built
with Amtelco is stronger than ever. Amtelco is receptive and
willing to collaborate with NAEO on important initiatives. Their
involvement with the Future Directions Committee and the
focus on high availability is a step in the right direction.
Ewald Consulting has been serving NAEO for many years now
and our contract with them is up for renewal in May. While we
enjoy and value our relationship with Ewald, as a Board we must
evaluate our current needs and position by doing our duediligence of an RFP in the best interest our membership. Lead
by Tifani Leal, with the support of the Board, we are currently in
the process of the RFP and presentations to the Board are being
made in February.
Financially we are holding strong, which is why I am pleased
to say, we didn’t increase any conference rates this year. With
the addition of more sponsors at our conferences over the past
3 years, our association has built a much-needed reserve fund.
Gordon Mott is serving his last year as our Treasurer. I wanted
to personally thank him for all he has done. By keeping us on
track and making our finances easy to understand, he will be
missed but not forgotten. As we head into 2018 Gordon will
be passing the books on to JoAnn Fussel, our new Treasurer,
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who is sure to keep us in line and is definitely up for the
challenge. In early fall, NAEO pulled together with the help of
our TAS community to raise $44,500 through the NAEO Relief
Fund,to help those affected by the hurricanes. CAMX members
raised $11,500. The Maryann Wetmore Foundation generously
donated $10,000 and NAEO matched $10,000. The remaining
funds came from caring companies and individuals in our TAS
community including ATSI members. The funds raised helped
24 applicants who needed food and shelter as they rebuilt what
they lost in the storms. As an NAEO member I am happy I was
able to contribute and give back to such a worthy cause.
Starting off the year, the Membership Committee was busy
working on the switch to calendar year membership billing. This
is now complete with the tremendous help of Ewald Consulting.
In the process, considerable time was spent by JoAnn Fussel
and her committee revamping and cleaning up many of our
processes and procedures. As we head into 2018, we will no
doubt be presented with challenges for member retention —
but the membership committee is armed and ready.
FDC (Future Directions Committee) led by Ian Cook has been
very active this year, working on high availability and Genesis.
Monthly calls with Amtelco have proven to be beneficial
in keeping our industry concerns top of mind and working
towards the future. If you are interested in the future of our
industry, and specifically what changes are coming from a
technology standpoint, then this is the committee for you.
Led by Alana Nikiforuk, PDC (Professional Development
Committee) held another successful summer series workshop.
PDC continues to provide exceptional content on Webinars and
those should not be missed. Also, with the hard work of Vice
Chair Tifani Leal, PDC has merged the LMS and E-learning suite
to one exciting member benefit, the Professional Development
Library. This resource library, made up of content from hundreds
of volunteers from their shared expertise is invaluable to all
NAEO members.
Our Communications Committee, led by Robert Bennett, has
worked diligently this year to ensure that information about
our association and industry is conveyed to our members. By
utilizing social media and our Newslinks publication, they were
able to keep everyone informed on what’s going on around the
water cooler. If you have content to add, or you want to help
with these publications, please don’t hesitate to join.
Led by Rossi Fraenkel, the HUG Committee (Healthcare User
Group) continues to try to attract and engage hospital members.
They hold monthly calls and share ideas, tips and tricks, to
help problem-solve similar issues in hospital environment call
centers. As more HUG members get involved more content is
added, bringing more value to all.
The Conference Committee, led by Evelyn Portinari, has been
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hard at work scheduling and organizing what I am sure will be
a fantastic conference this year. The Superior Agent Service
Awards announcements will be a definite highlight this year.
Overall the committee has spent considerable time focusing
on the attendee experience to ensure that everyone walks
away with that “AHHAA” moment. They have added some new
speakers and new content to help make that happen. I hope
you all don’t miss this chance to network and learn from your
peers.
As our committees close out the year, they have all been very
busy. The amount of work that these volunteers put in is
commendable and I would like to thank you all for taking part.
It is the hard work and dedication of our volunteers that makes
NAEO what it is. Please consider volunteering your expertise
on one of the NAEO Committees, regardless of whether you
can commit to a monthly call or just offering to help in some
fashion. If you are reading this, you already possess invaluable
skills that our association needs. I can honestly tell you that I
have gained more personally and for my business through
volunteering than I ever would have by just reading the posts
on the Online Community/ listserve.
In closing, I would like to thank all the members of the Board
of Directors this year. I have grown both personally and
professionally throughout this experience and I am grateful
to have been able to serve on this board with all of you. As

I say good-bye and thank each of you for all you have done, I
am saddened at the reality that my term as NAEO president is
coming to a close. This is a great association and I am proud
to be a part of it. Thank you to our members who are rotating
off the Board, Gordon Mott, Treasurer, and Theran Mossholder,
Past President. You will be missed but not forgotten. I want
to congratulate and welcome back Tifani Leal as she begins
her second term as Director, along with our two newest Board
members Evelyn Portinari and Jason Miller as they begin their
journey as first-time Board members. Finally, but certainly
not least, I would like to welcome Ian Cook as the 2018 NAEO
President. Congratulations to you all.
NAEO continues to be an outstanding organization of talented
individuals that extends far beyond a “users group.” We’re
considered both competitors and colleagues, yet friends and
business associates. Above everything is a priceless relationship
in which we are all committed to sharing ideas, expertise, and
knowledge for the betterment of us all. It has been an honor to
serve as your President.
Thank you.
Lina Cunningham

NAEO —
 Did You Know?
Amtelco installed its first Electronic Video Exchange (EVE) system at Spectrum Communications, located in Wauwatosa,
Wisconsin, in May 1983, and debuted its new product at the Associated Telemessaging Services International (ATSI)
meeting in June of that same year.
The following year the number of EVE system installations increased, and the new owners gathered in St. Louis, Missouri
to network and discuss what additional features might be added to the EVE system to make it stronger. These discussions
included John Morley, the original architect of the EVE system.
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Conference Report

Submitted by Evelyn Portinari, Conference Committee Chair
Trail Blazing our Future at the 2017 NAEO
Annual Conference in San Antonio at
the beautiful Hilton Palacio del Rio was
amazing. The NAEO conference is never
to be missed and this year was no exception. With 180 members
in attendance all enjoyed the opportunity to learn from the
presenters and one another.
Twenty-two members got an early start on learning by
attending the Advanced Technical Workshop on Sunday. This
was a hands-on program focused on Crystal Reports, taught
by industry leaders Jake Phillips, Rossi Fraenkel, and Michael
Goumas.
First Time Attendees were warmly welcomed by the group at
the opening reception Sunday evening held at the Stetson
Room with a beautiful view of the river. Veterans and newbies
alike enjoyed the comraderie and big Texas hospitality, enjoying
a chance to meet new people and reconnect with old friends.
Jack Smalley, our keynote speaker, presented an excellent
session titled The Most Valuable Leadership Tool is a Mirror.
NAEO was fortunate to have a diverse amount of education
content contributed by our own industry leaders. We were able
to create four session tracks, Operational, Technical, Owner /
Executive Management and IS.
This was a big year of recognition for many NAEO members
who have contributed their time, thoughts and effort towards
building this association. Honored this year at the conference
was Kevin Beal as the Amtelco Employee of the Year for
his continued efforts in being the voice of Amtelco to our
membership. Tifani Leal of A1 Professional Answering Service
received the President’s Award; Vanessa Cypher from Crocker
Communications was the Christina Collins Scholarship Winner;
Paul Binion from Call Experts and was the Curtin Scholarship
Winner. Marci Imes was inducted into the Honorary Society.
At the business meeting, Lisa Phillips and Mike Crossman
and Gerald R. Brosseau, II ended their terms on the NAEO
Board of Directors. Patrick Labbett, JoAnn Fussell and Alana
Nikiforuk were elected to their first terms on the board. Theran
Mossholder, outgoing president, passed the gavel to our
incoming NAEO President, Lina Cunningham.
NAEO would like to thank our eleven 2017 Sponsors:
•
ATSI
•
Call a Doctor Plus
•
Maryann Wetmore Foundation
•
Call Center Sales Pro
•
Interior Concepts
•
Infinium, Inc.
•
MarketScout
•
Your Answer Solutions Center

4

•
•
•

Ipitimi
Pulsar360, Inc.
Amtelco

Overall the 2017 Annual Conference was a remarkable success.
Based on the survey results members were very pleased with
the educational content that was presented and enjoyed the
conference experience. We are happy to announce that the
conference also came in under budget.
Before you were even able to unpack your bags, the conference
committee began planning for the 2018 Conference “Cruising
Together Towards Tomorrow” to be hosted in Fort Lauderdale.
We are excited to present three educational tracks for attendees
to enjoy that are focused on:
•
•
•

Operational
Management
Technical

Each track will be presented by charismatic industry leaders,
filled with excellent takeaways, and tools to implement in your
office immediately after the conference. Make sure to get lots of
rest for three full days of learning as our conference agenda is
jam packed with education for all.
I would like to take a moment to thank our incredible committee
members.

Committee Members:
•
•
•
•
•

Evelyn Portinari, Always On Call
Lina Cunningham, Extend Communications
Deborah Anders, The Legacy Connection
Jamie Hay, Spectrum Communications
Jillian Henry, Crocker Communications

Financial Report

Submitted by Gordon Mott, NAEO Secretary/Treasurer
NAEO
strengthened
its
financial
foundation with another year of strong
operating results. Board actions taken
during the past several years continue to
produce the intended results of generating positive cash flows
and building capital reserves. We have developed a strong
understanding of the programs that generate revenue and
implemented prudent expense management.
We are approaching the strategic goal set several years ago – an
18 month operating expense reserve (approximately $270,000)
in cash/near cash investments. By having these reserves,
the board has greater flexibility in setting strategic goals as it
prepares for NAEO’s next three year plan this spring.
NAEO’s operations/finances are organized into three functional
areas: Conference, Professional Development (formerly
Education/Workshops) and Membership/Administrative/Board
(MAB). Ideally each area (“bucket”) should financially support
itself. This structure allows greater understanding of NAEO’s
finances at the board and membership levels plus increased
accountability by program leaders.
2017 was a very profitable year for NAEO. Gross revenues
exceeded $357,300, expenses slightly more than $304,600
producing a net profit exceeding $34,400. Conference and
Professional Development were strong net revenue generators
and MAB posted a significant deficit. A similar pattern has
occurred during the past three years and is expected to
continue for the near term future.
The San Antonio conference generated a profit of $44,600
(strong sponsorship was a definite contributor) while
Professional Development made almost $17,000 in net
revenues. MAB produced a net loss of ($27,100).
The Relief Fund, activated to support members in our industry
impacted by hurricanes this past year, was the reason in the
large variance in MAB revenue and expenses from previous
years. NAEO received $45,800 in donations (including $10,000
from NAEO itself ) for the Relief Fund and distributed $37,500.
The residual balance of $8,300 is carried on the balance sheet
as deferred revenue.
As mentioned in previous years, we face a challenging
environment. NAEO’s membership is experiencing continuing
consolidation. The membership committee’s new retention
program with numerous touch points is producing positive
results. We are also working hard with Amtelco’s OneCall
division to recruit new members in the healthcare community.
The largest component of administrative expenses is the
management contract. This expense will continue to be
the largest single item for the foreseeable future. The third
component of MAB is your board. We are ever mindful of the

expenses related to the biannual in-person meetings and other
costs. In 2017, the board’s expenses were $6,100 under budget.
A comparative synopsis of 2017 vs 2016 results plus 2018
budget is below.
Conference

Professional
Develop.

MAB

TOTAL

2016 Results
Revenue

$138,182

$49,647

$142,454

$330,283

Expenses

$106,197

$30,841

$162,132

$299,170

Net
Income

$31,985

$18,806

$(19,678)

$31,113

2017 Results
Revenue

$150,619

$46,837

$156,791

$354,247

Expenses

$106,004

$29,873

$183,931

$319,808

Net
Income

$44,615

$16,964

$(27,140)

$34,439

2018 Budget
Revenue

$141,050

$43,900

$147,000

$331,950

Expenses

$112,600

$31,750

$184,075

$328,425

Net
Income

$28,450

$12,150

$(37,075)

$3,525

The budgeting process is stable and the cost accounting system
allows strong management of our finances. We are projecting
a $4,000 profit in 2018 based on revenues of $332,400 and
expenses totaling $328,400.
The sustained positive financial results for the past few years are
reflected in a strong balance sheet. Retained earnings now total
$245,600. This continues the movement towards the strategic
goal of 18 months of operating expenses ($270,000) in reserve.
The balance sheet is comprised primarily of cash/near cash
investments, some nominal fixed assets and minimal accounts
payable. We do show a large increase in deferred revenue-dues
attributable to the change of invoicing all member dues in
January. There are no long term liabilities.
Each member of the board and our various committees
continue to be good stewards of NAEO’s resources. I expect
this foundation of financial strength to continue to grow.
A detailed summary of NAEO’s financial performance is included
in the following pages.
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Financial Report, Continued
Balance Sheet
As of 12/31/15

As of 12/31/16

As of 12/31/17

CURRENT ASSETS:
Checking/Savings/Cash
Checking

$44,683.50

$80,959.95

$86,478.65

9,844.97

8,847.94

6,350.67

135,614.56

211,223.37

242,134.99

190,143.03

301,031.26

334,964.31

725.00

2,548.00

7,803.00

47,771.69

10,998.10

23,044.53

238,639.72

314,577.36

365,811.84

Accumulated Depreciation

-7,640.32

-7,640.32

-7,640.32

Equipment

7,640.32

10,110.82

10,110.82

0.00

2,470.50

2,470.50

238,639.72

317,047.86

368,282.34

40.30

22,602.38

310.84

Deferred Revenue - Conference

15,510.00

13,532.50

18,882.50

Deferred Revenue - Dues

49,474.03

68,366.47

90,827.49

0.00

0.00

8,302.87

Speaker Credits

2,400.00

2,800.00

5,400.00

Wetmore Bequest

5,000.00

0.00

0.00

Total Current Liabilities

72,424.33

107,301.35

123,723.70

Total Liabilities

72,424.33

107,301.35

123,723.70

133,927.69

166,215.39

209,746.51

Net Income

32,287.70

43,531.12

34,812.13

Total Equity

166,215.39

209,746.51

244,558.64

238,639.72

317,047.86

368,282.34

Curtin Scholarship Fund
ING Savings
Total Checking/Savings/Cash
Accounts Receivable
Prepaid Expenses
Total Current Assets
Fixed Assets

Total Fixed Assets
Total Assets
LIABILITIES & EQUITY
Current Liabilities:
Accounts Payable

Deferred Revenue - Operator Rel.

Equity
Retained Earnings

Total Liabilities & Equity

NAEO — Did You Know?
“We Survived Gloria for EVE” became the motto for the 1985 NAEO Conference (T-shirts were printed with this!)
In 1985, NAEO survived Hurricane Gloria in New Jersey. The storm was the first significant cyclone to strike the Northeast US
since 1972 — and our meetings carried on with jiggling ceilings and torrential rains from the Cat 4!
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Profit & Loss: January 1, 2017 - December 31, 2017
Annual Conference

Professional Development

Membership-Admin-Board

TOTAL

JAN DEC 17

JAN DEC 16

$
CHANGE

JAN DEC 17

JAN DEC 16

$
CHANGE

JAN DEC 17

JAN DEC 16

$
CHANGE

JAN DEC 17

JAN DEC 16

$
CHANGE

0

0

0

0

0

0

1,660

435

1,225

1,660

435

1,225

Commission/SNUG

10,624

9,525

1,099

50

1,793

-1,743

0

0

0

10,674

11,318

-644

Curtin Scholarship

0

0

0

0

0

0

0

0

0

870

200

670

Donations

0

0

0

0

3,000

-3,000

37,500

0

37,500

37,500

3,000

34,500

Interest/Investments

0

0

0

0

0

0

912

609

303

914

612

303

Member Dues

0

0

0

0

0

0

144,095

143,748

347

144,095

143,748

347

Product Sales

0

0

0

70

2,625

-2,555

0

0

0

70

2,625

-2,555

Registrations

111,245

96,255

14,990

42,467

45,451

-2,984

0

0

0

153,712

141,706

12,006

0

2,480

-2,480

0

420

-420

0

0

0

0

2,900

-2,900

28,750

20,000

8,750

4,250

5,000

-750

0

0

0

33,000

25,000

8,000

0

0

0

0

0

0

10,125

0

10,125

10,125

0

10,125

TOTAL INCOME

150,619

128,260

22,359

46,837

58,290

-11,453

194,291

144,792

49,500

391,750

331,344

60,406

GROSS PROFIT

150,619

128,260

22,359

46,837

58,290

-11,453

194,291

144,792

49,500

392,620

331,544

61,076

Accounting
Services/Taxes

0

0

0

0

0

0

725

875

-150

725

875

-150

Advertising

0

0

0

0

0

0

639

629

10

639

629

10

ATSI Board/TUNe
Expenses

0

0

0

0

0

0

0

378

-378

0

378

-378

580

1,080

-500

0

0

0

534

1,077

-542

1,114

2,156

-1,042

INCOME
Advertising

Speaker Credits
Sponsors
Superior Agent
Service Award

EXPENSE

Awards/Gifts
Credit Card Fees

0

0

0

0

5

-5

10,367

9,092

1,275

10,367

9,097

1,270

15,033

12,240

2,793

2,082

809

1,273

0

549

-549

17,115

13,598

3,517

Insurance

0

0

0

0

0

0

1,877

1,459

418

1,877

1,459

418

Lodging

-1,635

0

-1,635

0

110

-110

6,610

12,630

-6,020

4,975

12,740

-7,764

0

0

0

0

0

0

107,218

107,218

0

107,218

107,218

0

3,094

3,918

-824

0

0

0

376

422

-47

3,469

4,340

-871

0

0

0

0

0

0

2,163

0

2,163

2,163

0

2,163

Equipment Rental

Management
Management Travel
Marketing
Meals

75,911

70,520

5,391

16,078

17,045

-967

8,740

9,842

-1,102

100,730

97,407

3,322

Meeting Expenses

0

0

0

0

0

0

0

158

-158

0

158

-158

Miscellaneous

0

0

0

0

0

0

10,095

56

10,039

10,095

56

10,039

Operator Relief

0

0

0

0

0

0

37,500

0

37,500

37,500

0

37,500

Postage

1,626

457

1,169

282

100

183

353

149

204

2,262

706

1,556

Printing

4,702

2,935

1,767

1,668

1,201

467

2,698

2,846

-148

9,068

6,983

2,085

0

0

0

0

0

0

1,251

1,160

92

1,751

2,160

-408

Speaker Expenses

573

2,887

-2,314

5,240

2,011

3,229

0

0

0

5,813

4,898

915

Sponsor Expenses

0

2,378

-2,378

0

0

0

0

0

0

0

2,378

-2,378

State Taxes

0

0

0

0

0

0

0

20

-20

0

20

-20

Superior Agent
Service Award Ex.

0

0

0

0

0

0

8,175

0

8,175

8,175

0

8,175

168

310

-142

0

0

0

0

0

0

168

310

-142

3,998

0

3,998

3,350

750

2,600

9,121

9,189

-68

16,469

9,939

6,530

Scholarships

Supplies
Technology
Telephone

0

0

0

0

0

0

1,148

1,084

64

1,148

1,084

64

1,954

902

1,052

0

0

0

11,603

7,101

4,503

13,558

8,003

5,555

Warehousing

0

0

0

0

0

0

236

229

8

236

229

8

Webinar

0

0

0

1,172

1,172

0

0

19

-19

1,172

1,191

-19

Total Expenses

106,004

97,627

8,377

29,873

23,203

6,669

221,431

166,182

55,249

357,808

288,013

69,795

Net Income

44,615

30,633

13,982

16,964

35,086

-18,122

-27,140

-21,391

-5,749

34,812

43,531

-8,719

Travel
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Future Directions Committee

Submitted by Ian Cooke, Future Directions Committee Chair
2017 has been a fantastic year for FDC.
We have expanded our committee
membership and have clearer direction
on the items of most concern to our
members.

The FDC Presents webinars have been some of this year’s most
highly anticipated and attended sessions. Thank you, Kevin!

The 2017 NAEO Annual Conference Future Directions Session
produced some fantastic dialogue between our industry’s
brightest minds and Amtelco’s Software Development and
Service Team. The FDC Session highlighted the major concerns
of our membership and produced some innovative ideas for
future development. As a result, a 1 question ranking survey
was sent to the primary/designated contact for each member
company to rank by importance:

Moving forward into 2018 the FDC will strive to continue
focusing on our members’ concerns. We are adding more
structure to our Conference FDC Session and are currently
exploring a means to allow members to vote for our top agenda
items.

IS Reports, IS Server High Availability, Completion of Genesis
with every item in Infinity, System Action Groups, MiTeam Web
App, Simplify MiSecure App, White Label MiSecure App
The results were shared with Amtelco; and as a result, FDC
formed a new sub-committee to tackle IS Server High
Availability. Its goal: “To develop a high-availability (HA)
solution for the Intelligent Series Platform that minimizes
downtime and eliminates user intervention.” In the event
of an Intelligent Series Server/SQL Server fail-over, Amtelco
applications and services do not automatically restore their
connections to the server once the service/server is restored.
As a result, all applications and services must be manually
restarted. FDC and Amtelco Engineers are currently working on
updates and documentation for Windows Fail-over Clustering,
SQL Always On and updates to Amtelco products including
connection status, emergency mode and retry logic.
Over the past year FDC has evaluated over 50 online solutions to
expand its member benefits and bring our members together
in the spirit of collaboration. The goal is to offer our members an
Online Community complete with email and chat capabilities,
an email knowledge base with search functionality and a file
and report repository. Our mandate is to continue to support
our existing member list-serve and introduce new features to
our members. Currently the Board is testing a solution and
many of our committees are communicating and collaborating
via our new Online Community.
The quarterly FDC Presents webinars have demonstrated
Amtelco’s continued drive to the rollout of Genesis and
highlighted its many advancements and new features. Kevin
Beale and his team have featured the new Genesis Soft Agent,
IS Supervisor and IS Transformer functionality to great success.
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“Through high level collaboration, FDC ensures that the needs
of its members and the efforts of our Vendor are aligned. “

Committee Members:
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•

Ian Cooke - Chair
Patrick Labbett - Vice Chair
Alex MacLennan
Alan Tucker
Eric Smith
Jeff Farber
Jeff Zindel
Jeff Livingston
Jim Wagner
Kevin Beale
Kurt VanderScheer
Mark Frey
Mike Crossman
Michael Goumas
Rossi Fraenkel
Scott McIntyre

Membership Report

Submitted by JoAnn Fussell, Membership Committee Chair
The Membership Committee has been
working all year to encourage renewals
and recruitment of past members. In
the past few years, the Membership
Committee had some challenges, because of acquisitions. We
are now moving in the right direction with 163 members.

3.

We are contacting past members who had been a member
in the past but have not renewed for 3 years or more. We
are offering a 6-month free trial to those organizations so
they can see the current benefits that NAEO has to offer.

4.

The committee has started monthly webinars with new
members to orient them to the benefits package that
NAEO has to offer. We show them the NAEO website and all
the training that is available to new and current members.

Other new business:
Membership Dues:
We have now moved to the annual renewal period for all
members, starting January 2018. This change will help the
Membership Committee to focus on the renewals at one point
during the year. This will free up the committee to do other
projects during the year to further aid its members.

The committee has been working on the following:
1.

2.

We developed a help desk for the Membership Committee.
This includes step by step with videos on how to use the
Google documents and YM product. This will help the
Membership Committee keep organized and also orient the
new members to enable quicker participation. This should
result in converging goals and improved performance.
We are building our own internal Library. By building
this library, it will ensure a better understanding of
performance measurements within our association.
When you have your own library, all your performance
measurements and KPI detail are in one place.

I would like to thank all of our committee members for their
hard work and efforts during the year. I appreciate your input
and getting me current on all the committee projects. I would
also like to thank Jana Olson with Amtelco for her commitment
and support to our committee.

Membership Committee Members:
•
•
•
•
•
•
•
•
•

JoAnn Fussell, Chair
Alana Nikiforuk
Gigi Jaber-Sutton
Rob Bennett
Robin Bailey
Tifani Leal
Jolie LeBlanc
Rossi Fraenkel
Jana Olson, Amtelco Liaison

NAEO — Did You Know?
The first joint EVE and PCMX meeting was held in St. Petersburg, Florida at the Tradewinds Hotel.
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Communications Report

Submitted by Rob Bennett, Communications Committee Chair
A few years ago, President Gerald Brosseau
II wanted to increase the frequency and
way in which we reach out to the NAEO
membership beyond what was already in
place — Newslinks and the List Serve. As a result, the NAEO
Communications Committee was formed. In a nutshell, the
Communications Committee is charged with sharing pertinent
information with NAEO members via NewsLinks and Facebook.
Newslinks is our main publication that is released on a monthly
basis. Within each edition you will find all types of content
relating to our industry and NAEO. We typically highlight
upcoming webinars and conferences, and share technical
articles authored by our many member contributors including
Kevin Procter and Michael Goumas. Amtelco’s own David Drenk
and Kevin Beale also author quality material for us to share on
a frequent basis. We strive to focus on material that is fresh and
relevant to the NAEO membership, and as such you will also
often read committee reports showcasing the current efforts
and updates taking place within each respective committee.
Throughout the past few years we have relied heavily on
Facebook as a means for communication. Typically, our
Facebook posts are presented in a more fun/social way. There
are posts regarding upcoming events, membership photos,
picture albums of prior conferences and training sessions, and
of course the ever popular “Throwback Thursday” posts, which
always add a little fun into the mix.

By the time you arrive at conference and read this report, we
will have added both Twitter and LinkedIn to our social media
efforts, making NAEO available on the largest social platforms.
While Twitter and LinkedIn are still in their infancy for us, the
Communications Committee feels these two social platforms
will serve our members well.
The Communications Committee is currently comprised of
four members, two of whom also serve on the NAEO board.
Without everyone’s hard work and dedication we would not be
able to tackle the many communication hurdles that come our
way. With that in mind, my heartfelt appreciation goes out to
Alana Nikiforuk, Jamie Hay, and Jolie Leblanc for their tireless
efforts, and the spirited optimism they continually bring to our
committee.
We’d love to have you join our social network community, so
please take a moment to follow us on Facebook, Twitter and
LinkedIn if you have not already.
If you would like to volunteer your talents to our fledgling
committee, or have NAEO relevant topics you would like to see
addressed, please contact us at communications@naeo.org.
Thank you for letting us serve you! We look forward to reaching
new goals (hopefully with your help) in 2018!

NAEO — Did You Know?
Fall 1984
Over 50 people attended the first Amtelco EVE Conference which was held at Lincolnshire in Chicago, Illinois.
After much discussion and brainstorming, the group made the decision to form a formal equipment user
group and selected their first board of directors (Mari Osmon, Jim Marchbank, Larry Gignac, Todd Kamp, Sandy
Arbuthnot, Jan Cosby, Earl Kunz and Jeanette Parent). The user group was named NAEO (National Association of
EVE Owners). We elected to hold two meetings per year and annual dues of $100.00 per service. All association
functions were carried out on a volunteer basis. Larry Gignac was named as first president.
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Healthcare User Group Report

Submitted by Rossi Fraenkel, Healthcare User Group Committee Chair
The Healthcare User Group (HUG) is
now on its second year as an official
committee. In 2017, HUG met monthly to
discuss:
1.
2.
3.

What your department is currently focusing on
Any challenges you may be facing that your member 		
peers may be able to help you with
Other topics identified on the agenda

These meetings are a great way for Hospital members to
collaborate with likeminded individuals. We are able to bounce
ideas around with one another and share best practices. Since
the hospital user group is so new, I got involved with some
other committees as well.
Over the course of 2016, we identified some of the core NAEO
benefits that Hospitals can more readily take advantage of, as
well as some of the unique challenges facing the not-for-profit
Healthcare systems.
Our goals in 2017 were to:
1. Improve the experience as a brand new NAEO member.
2. Demonstrate the value of NAEO to 1Call.
3. Increase the number of organizations and members
in HUG.

Issue: New 1Call customers who became trial NAEO members
aren’t aware of all of the benefits.
Efforts: I joined the Membership committee and have been
partnering with them to learn their process in hopes of
encouraging more Hospitals to join NAEO. Special kudos to
JoAnn Fussell, Tifani Leal, Gigi Jaber-Sutton and Jana Olson for
their ongoing commitment to improving the experience for
Healthcare users.

2. Demonstrate the value of NAEO to 1Call.
Efforts: In September 2017, for the first time, NAEO delivered
a 90-minute presentation at the 1Call Conference. Beyond
presenting the core benefits, we also provided a sample of what
IS Summer Series is like. It was a great success and hopefully as
we continue to be involved we will create more interest. Major
kudos to Theran Mossholder and Tifani Leal for presenting, and
for all the hard work from PDC to make this happen.

3. Increase the number of organizations and
members in HUG:
Results: I’ll let the numbers speak for themselves!
Year

HUG Organizations HUG Members

Let’s talk through each of these:

2016

16

28

1. Improve the experience as a brand new NAEO
member.

2017

24

47

Increase

150%

168%

Issue: New members can’t take full advantage of our current
online community (listserv), because they can’t access to the
Q&As found in e-mails sent before they joined.
Efforts: In late 2016-early 2017, I partnered with FDC and
led a sub-committee that reviewed 50+ online community
platforms. After careful review by FDC and the Board, a
recommendation was made for the best suited platform to
meet the needs of NAEO’s unique community. Watch FDC for
future announcements! Thank you to all the individuals on
this subcommittee who volunteered dozens of hours to help
us make a recommendation: Robin Bailey, Ian Cooke, Rossi
Fraenkel, JoAnn Fussell, Michael Goumas, Patrick Labbett, Marie
McGuire, Alana Nikiforuk, Evelyn J. Portinari, Kurt VanderScheer,
Jim Wagner, and the NAEO Board of Directors.
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Professional Development Series Report

Submitted by Alana Nikiforuk, Professional Development Committee Chair
The
Professional
Development
Committee (PDC) has had another
amazing year bringing great educational
content to NAEO members. All of the
success comes from the hard work and dedication of the
Committee members.

Professional Development Library
We are proud to announce the NAEO’s Professional Development
Library! The eLearning Suite has been combined with the NAEO
LMS (Learning Management System) to create the Professional
Development Library. Access to the Library is included in your
NAEO membership! This means that all members have access to
the educational videos created by members of the PDC; it also
allows you to customize and create your own in-house online
learning center. The PDC members have been hard at work and
have completed videos focusing on each section in Infinity
Supervisor. They are continuing to work on publishing videos
focused on Ultracomm, Infinity O/C Scheduler, MDR and more!
They are also reviewing the NAEO webinar archives so that the
content can be added to the Professional Development Library
and easily accessed in one centralized location.

HIPAA Agent Certification Program
PDC will be launching the NAEO HIPAA Agent Certification
Program for our members in 2018. Tifani Leal has been
spearheading this project to customize the HIPAA training with
scenario-based questions specific to the Call Center/Answering
Service industry. Members will be able to watch a series
videos online, take and pass the test, and print your certificate.
Tracking reports through the Professional Development Library
and renewing HIPAA compliance annually will be easy. Keep
watching your inbox for more information!

Webinars
Lainya Hohn, Bennett Answering Service, continued to lead the
webinar team with assistance from Tifani Leal and Jolie LeBlanc,
A1 Professional Answering Service Inc, this year. They lined
up a full schedule of bi-weekly educational, operational and
technical webinars. Keep an eye on the ListServ and the NAEO
website for updates. PDC is working hard on the 2018 schedule
continuing to focus on offering more great content!

IS Summer Series 2017
August 14-16, we held our Annual IS Summer Series in
Herndon, VA just outside of Washington, DC. The workshop
was broken into two separate tracks, Beginner/Intermediate
and Intermediate/Advanced. Attendees could also switch
between the tracks as they wanted. The knowledge, experience
and willingness to help of our instructors Marie McGuire of
AnswerTel, Jaimie Guidry of Dexcomm and Michael Goumas
of AnswerFirst was more than amazing! We would also like
to thank Amtelco for lending us the talents, knowledge and
assistance of Michael Quimby and Jordan Beale. We also had
our first-ever optional evening out, hosted at Bar Louie. It was a
great evening filled with lots of food, laughs and networking —
we look forward to making this an annual event!
We are hard at work developing the 2018 Summer Series. The
classes will be split again this year into Beginner/Intermediate
and Intermediate/Advanced. The Intermediate/Advanced will
have a greater focus on Contact Based Architecture and Contact
Based Dispatching. We are also developing a Supervisor/
Leadership track!

NAEO — Did You Know?
In 1988, Joe Everly and John Morley of Amtelco debuted a brand new concept in telemessaging, a PC-based open
architecture system called PCMX. This paperless messaging system included an integrated voice mail system, allowing
owners to enjoy the efficiencies of maintaining a single system. The users of both PCMX and EVE joined forces and
renamed the organization National Amtelco Equipment Owners, maintaining the NAEO name.
In 1993, Amtelco introduced its new Infinity system, which integrated paperless messaging and voice processing with a
significantly larger account capacity. It continues to be Amtelco’s premier product today.
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Professional Development Series Report, Continued
Advanced Technical Workshop

Committee Members 2017

The 2018 Advanced Technical Workshop is being held Sunday,
February 25. We will be doing a deep dive into Advanced
Expression Builder. Advanced Expressions are an extremely
powerful tool that can correct and even prevent issues as
well as make your team more efficient. Covered topics will be
calculating the age of a patient, setting certain call types to
hold for specific time frames, removing pipes from messages
before you send it out in the daily summary, adding totals in
order taking, figuring out what day of the week a specified date
is, no matter the date and much more!

Tifani Leal, PDC Vice Chair
Deborah Anders, Educational Contributor
Mike Burkinshaw, ATW Instructor
Kerri Crisman, Educational Contributor
Michelle Daniels, Educational Contributor
Michael Goumas, IS Instructor
Jaimie Guidry, IS Instructor
Jennifer Gulley, ATW Instructor
Jamie Hay, Educational Contributor
Lainya Hohn, Webinar Leader
Jason Miller, Educational Contributor
Marie McGuire, IS Instructor
Sabrina Perron, Video Editing
Michael Quimby, Amtelco Liaison
Adrian Trevino, Educational Contributor
Justin Wiggins, Educational Contributor

The PDC continues to have a strong core of highly motivated
and dedicated members. This year we welcomed several new
committee members and continue to extend an open invitation
to you! We’re always looking for webinar ideas, webinar
presenters, and assistance with our seminars. Please email
professionaldevelopment@naeo.org with your ideas, feedback
to volunteer to present on a topic, or to join the committee.
We’d love to have you join us!
Finally, we’d like to thank all of our member companies that
have lent us their star employees. A huge thank-you to our PDC
volunteers — your willingness to share your experiences and
knowledge is limitless! Thank you for all of your dedication and
hard work. It’s been an honor working with such a magnificent
group of people!

NAEO — Did You Know?
In 2003, the Intelligent Series module was added to the Infinity platform offering script-based message services — a major
development in the industry. NAEO continues its tradition of working closely with Amtelco to make all of the Amtelco product
offerings as strong and valuable to the industry as possible.
Current members of NAEO are composed of EVE and Infinity users. The organization now includes a combination of owners,
managers, IT specialists, and others who work closely with the Amtelco equipment to ensure a smooth-running call center.
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NAEO Board of Directors
President | Lina Cunningham
Extend Communications, Inc. | Brantford, ON Canada
president@naeo.org
President-Elect / Vice President / Future Directions Committee Chair | Ian Cooke
Answer 365 | Halifax, NS Canada
presidentelect@naeo.org | futuredirection@naeo.org
Past President | Theran Mossholder
Newtown Answering Service | Langhorne, PA
Secretary/Treasurer | Gordon Mott
Main Line TeleCommunications | Aston, PA
secretary@naeo.org
Membership Committee Chair | JoAnn Fussell
Voice Link of Columbus, Inc. | Columbus, GA
membership@naeo.org
Communications Committee Chair | Robert Bennett
Bennett Answering Service | Flint, MI
communications@naeo.org
Professional Development Committee Chair / Communications Committee Vice Chair | Alana Nikiforuk
Intercon Messaging Inc. | Drayton Valley, AB Canada
professionaldevelopment@naeo.org | communications@naeo.org
Professional Development Committee Vice Chair / Membership Committee Vice Chair | Tifani Leal
A1 Professional Answering Service, Inc. | Lafayette, LA
professionaldevelopment@naeo.org | membership@naeo.org
Healthcare User Group Committee Chair | Rossi Fraenkel
Allina Health | Minneapolis, MN
Executive Director | Eric Ewald, CAE
NAEO | St. Paul, MN
management@naeo.org
Assistant Executive Director | Gigi Jaber-Sutton
NAEO | Rosemont, IL
management@naeo.org
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SAVE THE DATE

2019 ANNUAL CONFERENCE
MARCH 10-13, 2019 | SAN JUAN, PUERTO RICO
Details coming soon at naeo.org
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1000 Westgate Drive, Suite 252
St. Paul, MN 55114
Phone: 800-809-6373 | Fax: 800-809-6374
naeo.org
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