


Why Should | Bother Now?

If you haven’t chosen to resell toll yet, you might be asking, “Why should | bother how?”
Well, you may want to take a look at some of your key historical revenue streams. For
many years, your revenues have increased because toll volumes have gone up.
However, due to many factors, your access revenues and billing and collection revenues
are declining and may continue to do so. Even more disconcerting is the fact that some
wireless users are now beginning to place all of their long-distance calls on the wireless
network, or, worse yet, disconnecting their wireline service. As a result, replacement of
those revenues is becoming more important every month.

There are few businesses in the communications sector that one can migrate into that
require little, if any, capital investment. Other than a PIC change, there are no other
changes required in your switch or outside plant facilities. In addition, tariff filings have
been dramatically reduced with the deregulation of interstate and international long
distance services in 2001. Most primary resellers do not require any contractual
minimums, so you can be assured of known wholesale costs for all your traffic. Once
you set your rates at a competitive level, you are basically guaranteed a margin on all
the traffic your customers generate. Best of all, long distance is such a natural business
for your company because it seamlessly blends together with your local service
offerings.

Aren’t There Toll Fraud Risks?

What about toll fraud? Can’t | lose a lot of money....in a hurry? MACC clients have found
that as long as they follow good business practices, the potential for fraud is quite low.
Based on the use of internal credit information about your customers, you will more than
likely have a good idea about the need for deposits from your customers, if they are
allowed by state and local regulations. For customers with whom you have no
background information, you may need to perform credit checks and have standards
established for your office staff. MACC also has a High Toll Notification Report available
that is processed and sent weekly via e-mail so you can monitor overall usage for all
customers and detail usage for new customers based upon minute-of-use thresholds
you establish.

Can | Start Small?

Many new toll resellers have some concerns about how the calls will be routed to MACC
for processing. The startup process can be done slowly so you can grow the business at
a rate that is controlled by the aggressiveness of your marketing plan. Many companies
start by converting their own office numbers first and then offer the service to their own
employees. This establishes the flow of records for the first month. Most importantly, this
gradual ramp-up builds confidence that any potential “issues” will be resolved early on in
the process.



Get Your Employees Involved in the Process

Getting the employees involved in deciding plan offerings builds interest in this new
product and enhances their knowledge about how the plans will work for your
customers. Many competitive calling plans are available through MACC. The most
popular include Buy Down, Block of Time, Wide Area Calling and Volume Discount
Optional calling plans. We are not recommending that you have to utilize all of these
plans; however, they are available if your competitive environment requires you to offer
them to you customers. It is best to keep things simple...that will make this effort easier
for your customers and your service representatives.

Once your staff has been trained and is comfortable with your offerings, you are
positioned to build volumes through various targeted marketing strategies. One way to
effectively accomplish this is to study access record usage volumes. These records
reflect usage for all carriers and can be listed in ascending or descending order. With
these reports you can maximize your sales efforts by focusing on your best potential
customers. These reports are available by contacting your MACC Regional Sales
Representative.

How Can | Analyze Potential Profits?

If you are wondering what kind of impact toll resale can have on your bottom line, there
are numerous methods available to analyze potential market penetration. Your best
source is the resale agent from whom you intend to buy your toll. Many of them have
developed spreadsheets that allow you to calculate gross revenues based upon variable
factors such as line counts, penetration percentages and buy-down plan alternatives.
You can also take advantage of the relationship you have with neighboring companies
who may already be in the toll resale business. Many of them are more than happy to
share their experiences and successes about this new aspect of their business.

How Can | Start the Process?

Now that you are convinced it makes sense to start reselling toll, your next question is
“How do | start the process?” We suggest you start by calling your MACC Regional
Sales Representative. They are available to answer any of your questions and assist
you in determining who you may want to consider as a primary reseller of long-distance
services. Your MACC Regional Manager will also have information to explain options
available that are flexible and easy to implement. MACCs Toll Resale start-up costs
using our standardized plans are very reasonable and based upon the services you
choose to provide to your customers. We will provide an up-front quote so you will know
your start-up and recurring costs before you initiate the Toll Resale process.

How Can | Promote My Long Distance Business

There are a number of tools available to promote your new business venture. Your
employees are, no doubt, your best source of ideas when it comes to creative marketing
ideas. It is important to get them involved and to keep them involved if you are going to
implement a successful marketing strategy. Let them know the importance of
establishing solid long-distance revenue streams. Their livelihood and the financial
health of your company will be impacted by their efforts. We have seen companies offer
long distance minutes or extend weekend time off to employees who meet their goals.



Establishing a good rewards program for your employees can have a major impact on
their willingness to respond to your marketing campaign. Use of the media in your area
of service is also an important tool that should be exploited to the fullest. Local or
regional news outlets, television or radio stations are a very good means of letting your
customers know you are in the long distance business. Take advantage of sales
information available from your resale partner and don’t forget about using billing inserts;
your goal is to stimulate interest and conversation with your customer. A subtle but
effective way to communicate with your customers is to give away free imprinted T-shirts
or sweatshirts to your employees. Shirts or buttons that say “Ask Me About Our Long-
Distance Service” often initiate conversations with your customers and, more often than
not, lead to a sales opportunity.

Partner with Local Business and School Fundraising Activities

An additional idea to include in your marketing plan is to partner with other businesses or
your local school. You might consider a donation to your school for every new customer
referral or sign-up. As you know, local schools are always looking for ways to raise funds
for school activities. If you are willing to initiate contact with school administrators, they
might be very willing to work something out with your company. Other businesses are
also looking for ways to bring people into their sales arena. Creation of mutually
beneficial offers can work very well, especially in small and mid-sized communities.

Do | Need a Marketing Manager?

Depending on the size of your company, don’t underestimate the value of having a
Marketing/Sales Manager. The right person in the right place can help you understand
contract options with your primary resale partner. They are also a great “knowledge
source” for all employees in your company. The primary value in having a Marketing
Manager is the fact that they can really focus on the goal of increasing overall company
revenue. Maintaining financial health during the next few years will be crucial to your
company’s success.

Hiring a Sales/Marketing Manager can absolutely benefit your company, but many
companies look to existing employees for ideas and assistance in marketing and selling
proprietary long distance service.

How Can | Get My Best Customers Back?

Over the past several years, AT&T, Worldcom and other large carriers have quietly and
successfully marketed to your best long-distance customers. In most cases, these
customers fit into the small to medium-size business category. Your best strategy with
this category of customer is to have face-to-face meetings with their key people. Offering
them a specialized high-volume Buy Down or Block of Time plan might be all that is
necessary to “swing” them back to your long-distance service.

Building a relationship with these companies will be difficult; however, other carriers do
not have the luxury of face-to-face contact which will open lines of communications and
establish the trust that is necessary to be successful. Don'’t hesitate to ask them to show
you their current telephone bill. You may be able to bundle local and long-distance
services together, which is normally not an offering available to your competitors. We are



confident you can be successful because of your local knowledge and personal
relationships with key decision-makers.

The Low-Volume User is Still Important to You

There is another niche that can be tapped by your company. Many of the large carriers
no longer have an interest in your small-volume users because it costs them more to
send a bill than they generate in revenue. Since you are going to send a bill for local
service anyway, any amount of long-distance service will generate a margin for you. It is
definitely an advantage to notify these customers that you have long-distance services
available. They, too, will appreciate your service because it combines local and long
distance on one bill. These customers are a “perfect fit” for bill insert or local advertising
via radio or newspaper advertising.

How Can | Compete with Wireless Companies?

The most aggressive competition facing the wireline industry today is the wireless
telecommunications industry. These companies have opened up their long-distance
calling areas and are selling their services in bulk for a flat monthly fee. Wireline
providers are beginning to respond to this approach by offering the same flat monthly
charges for unlimited long distance calling inside a defined calling area.

Block of Time plans can be offered to compete with these flat fee plans. Appropriate toll
studies can be processed to evaluate your client's usage to determine the average
calling time per customer. However, we caution you to be watchful in defining the
parameters of these plans to ensure that revenues exceed your wholesale costs.

Wireless Services Have Hidden Costs

Customers giving up wireline services for wireless convenience need to be reminded
that there are also “hidden costs” related to wireless services. The customer is required
to sign a service contract which does not cover lost or damaged phones, or high-priced
replacement batteries. They are not capable of providing internet services for your home
computer and the quality of wireless is still less than desirable in many rural areas. No
doubt, as the saying goes “you will win some and lose some”. However, it is important
that you continue to point out the advantages of wireline services in order to keep your
share of the business.

Can | Afford NOT to Get into Toll Resale

It is important for your company to maintain your image as a one-stop shop for
telecommunications services. Toll resale fills a major void in your service offerings and it
can bring a new feeling of excitement to your office and field staff. With the potential of
lower access revenues being projected in the future, it is critical for your organization to
realize the potential of revenue growth and profit margins that can result from an
organized effort to resell long distance services. Many wireline telecommunications
companies already have the right people on hand to successfully launch this business.
Building a good sales plan and following through with it is your key to future success.
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