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he Family That Plays Together… 
 
Family – The one word that explains what life is all about for Lyn and 

Leigh Hall.  “Nothing in this world means as much to us as our family!”  Lyn said.  
And after her recent health scare (she had open heart surgery this past year) she 
is more aware than ever how precious life is and how important her family is.   
 
Lyn and her husband, Leigh, joined SNUG when they purchased their CMC a 
decade ago.  Their posts to the SNUG List Serve have enlightened many of us; 
asking questions and making us really think about the answers and possibly new 
ways to achieve our goals.  They bring their family values to SNUG; they reach 
out; they care; they share.  For the Halls, we are all part of their extended family.  
SNUG is a richer organization because we have these big-hearted people on our 
team and in our industry. 
 
“Let me explain the “back story”, Lyn said.  “It is how we got into this crazy 
industry.  I managed the answering service at Chedoke McMaster Medical Center 
in Hamilton, Ontario when three local hospitals decided to merge and 94 
employees lost their jobs in a single day.  I was one of those 94 people.  I had 
really liked what I was doing and it was a 
shock to be unemployed.  When the shock 
wore off it was time for action, but what?  
Leigh was the manager of a funeral home, 
and he said, “Well, if you are going to sit 
home while you decide, how about 
answering my phones for the funeral 
home.”  That made sense; Lyn certainly 
knew the business and could answer 
intelligently. 
 
As word spread that Lyn was answering 
the phones for Dodsworth and Brown 
Funeral Home others asked Leigh, “If Lyn 
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is answering your 
phones, would 
she answer mine, 
too?” And soon 
there were six 
telephone lines 
coming into the 
Hall home.  At 
night, Lyn carried 
the phone up to 
the bedroom – 
trailed by yards of 
cabling – and 
when a call came 
in during the 
night, she would 
answer the call, 

run downstairs 
and write the 

information on one of the large message boards on the wall.  “Clearly, we couldn’t 
go on like this,” Lyn said, “I had to make up my mind.”  Lyn was situated between 
two large, successful answering services, owned by Paul Lloyd and Scott Lyons 
respectively.  Daunting!  Could she do this?  With the support of her husband and 
family the decision was made and Quest Answering Service was born.  The year 
was 1997, and it was time to get serious.  The family all took part; and over the 
next several years friends helped out for free so the family could get some time 
off.  
 
“In 2006 we made the decision to move to Simcoe, about 50 Miles away, to  
be nearer to my 
folks.  They were 
getting older and we 
knew they would 
eventually need our 
assistance,” Lyn said.  
“We knew by then 
that we were 
committed to our 
company and our 
customers, so we set 
out to purchase 
equipment that 
would help us make 
the move and grow 
our business. I had 
been familiar with 
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Glenayre equipment and they were 
not a strong company anymore, so we 
began looking at other equipment. I 
really liked the Startel and reached 
out to them because Candice Lau had 
been my sales person at the hospital.  
In 1997, when I was making up my 
mind about beginning Quest, Candice 
invited me to come to California and 
stay with her for a week while I 
learned more about the answering 
business. She and her husband Lee 
were simply wonderful to me, it was 
not all work and no play; we had a 
fantastic time together and we 
became very good friends throughout 
the years.”   I came back from 
California still not sure if I should 
start my own business but knew if I 
did I would want Startel Equipment.” 
 

“After we made our Startel purchase we became a part of the Mentor 
Program at SNUG and that was the very best thing that could have happened 
to us.”  Lyn insisted, “Herb and Jan Chinoski became our ambassadors (and 
guardian angels), and more importantly, our lifelong friends.  We see them 
every time we travel to Michigan to shop.  We could not have found better 
guidance; they helped us SO much, and still do.  We can never thank them 
enough!  The Chinoski family epitomizes the whole SNUG organization and the 
caring and sharing that is part of everything we do.” 
 
“Simcoe is a very rural area;” Lyn continued, “there is not a lot of commerce 
here but, thanks to our Startel, we answer for businesses from Newfoundland 
to Kelowna, BC.  We primarily answer for funeral homes but there are many 
other companies that use our service.  We are excited to be moving to the Soft 
Switch this year and really looking forward to offering our clients new and 
better things. I love expanding our capabilities and our business.  Our 
customers, like those of most of our SNUG members, mainly come from 
referrals.  Angela Kinder took us under her wing and taught us to use 
postcards as a way to reach out to potential customers.  It takes several 
postcards but it works and I will always be thankful to her for that kindness.” 
 
“Our business is changing,” Lyn admitted, “we are seeing more companies that 
turn not only their calls but even their procedures over to us.  They are 
learning that if they can teach an in-house employee to do something they can 
teach us.  One huge funeral home has stopped taking any night calls; when a 
death call comes in – they have instructed us to call for transport and make 
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appointments. The directors don’t want to have to wake 
up to make a call that we can make.  THIS is what we 
want and have been trying to get customers to 
understand.  We can do these kinds of things better and 
less expensively than they can.  Now, they just have to 
understand and APPRECIATE the value of what we do for 
them” she laughed. “Oh, this is a crazy business, 
especially when you include your whole family.” 
 
The Hall family is very close, and Quest is totally a family 
business.  “Like all families, we have our moments,” Lyn 
smiled, “but we are always there for one another, and 
have been from the start of the company.  I am the 
primary marketing person,” she continued, “and I am 
passionate about this business!  I do most of the 
strategic planning, with plenty of input from everyone.  
Leigh is the CFO, "holder of the purse", our general 
handyman and he does the best he can technically, 
along with our son Kristopher, and Matt Hunt, our IT 
specialist. Leigh also trains our staff in Funeral Home Procedures such as taking a death 
call correctly and answering questions of callers on funeral home lines. 

 
Kristopher (36) is our technical guru with our computers 
and computer programs and works with me on projects 
and handles our inventory of parts; taking part in Ty Kwon 
Do allows him to get away from the business.  Kristopher's 
wife, Julie, does sales and client care, account 
programming, training, and works with the agents.   AND 
she walks dogs in her spare time.  She graduated as a 
youth minister and was doing ministry work before  
we lured her into the family business. Their adorable  
son Tyler is four years old. 
 
 
Jeremy (42) works 
with our data, 

including accounts receivable, he does our staff 
Facebook, and in his off time, is a Dungeons and 
Dragons fanatic; in our business it’s good to fill 
your head with something completely different 
once in a while.  He and his wife Tonya, who is a 
grade 6, 7 and 8 teacher, are the parents of John 
(9), Ryan (7) and Avril, (now 16 months old) who 
was born with Cystic Fibrosis.  Now a new kind of 
closeness developed in the family.  Everyone is 
dedicated to this little sweetheart; our team is 
called Avril's Angels. 
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“In May of last year we participated in the Walk for the Cure, for Cystic 
Fibrosis, and raised $10,000.00; we are so proud of Jeremy for 
spearheading  that and thankful to everyone who contributed.  We are 
participating in that walk again this year.  Last year we were set back by 
my heart surgery, but we are planning a Curling Bonspiel as another 
fund raiser.” [A little help from Wikipedia for those of us not familiar 
with the term - A Bonspiel is a curling tournament, consisting of several 
games, often held on a weekend. Until the 20th century most bonspiels 
were held outdoors, on a frozen fresh water loch. Today, almost all 
bonspiels are held indoors on specially prepared artificial ice;  
although it is not mandatory, curling teams at bonspiels often wear  
themed costumes. 
“We have begun to realize the importance of our family getting away 
from our business together occasionally.” Lyn continued, “Three years 

ago we took our first holiday in 15 years; the whole family went to Disney World 
and we had a fabulous time.    More recently we all went tobogganing with our kids 
and grandchildren and I can’t tell you how much fun that was, especially for the 
little ones.  It is important to have time away; we need to do more of that and we 
are going to.  When we schedule time away now we do it to reconnect on a 
different level; we agree not to talk about business since it defeats the purpose.  
We have times as a family to discuss the business and where we are 
headed and we have times just for the pure joy of being together.” 
 
For Lyn and Leigh it is pure joy to be at SNUG.  “We learn so much and 
it is so good to be able to put faces and names together.” Lyn noted.  
That is the way SNUG is, a wonderful place to renew friendships, and 
make new ones.  Lyn and Leigh were a fantastic addition to SNUG 
nearly 10 years ago and they are still a very valuable resource for all 
of us.  We understand family – and they are family to us. 
 

(Continued from page 4) 
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If you are attending the 29th Annual SNUG conference 
you will be in San Diego staying at the beautiful US 
Grant.  It has been a  community icon since 1910, the 
palatial US GRANT is situated in the lively, historic 
downtown Gaslamp quarter, just steps from top  
shopping, dining, and entertainment destinations, and 
a short drive from beaches, museums, and family 
attractions. 

Where Will You Be? 

Surrounding THE US GRANT, the historic,  
vivacious Gaslamp Quarter entices with a  
dazzling array of dining, shopping, nightlife and 
entertainment venues for all ages, including the 
renowned Westfield Horton Plaza Shopping and 
Entertainment complex, which features 
Nordstrom and Macy's along with 130 specialty 
stores. Nearby, the San Diego Convention  
Center, Seaport Village, Little Italy, Santa Fe 
Train Depot, and San Diego Cruise Ship Terminal 
offer endless adventure. Even the Padres' Petco 
Ballpark is within walking distance. 

Just across the street from the hotel, The Civic Theatre, is 
home to the renowned San Diego Opera as well as  
Broadway San Diego, featuring the nation's newest  
Broadway sensations and most beloved classics. From  
Wicked, Billy Elliot and The Musical to Jekyll & Hyde, thea-
tre patrons of all ages can delight in the spectacular Broad-
way San Diego.  Also located downtown, the San Diego  
Symphony, one of the leading orchestras in the United 
States, continues to celebrate 100+ years of Musical  
Excellence with a wide range of concert experiences  
and performances. 

Within 30 minutes of THE US GRANT are long 
stretches of pristine beaches with crashing 
waves, Sea World San Diego, LEGOLAND®  
California Resort, the San Diego Zoo Safari 
Park, and over 90 golf courses, including that 
of the Sycuan Resort and Casino: one of the 
regions finest gaming and entertainment  
facilities. Additionally, guests looking for a 
jaunt across the border can visit Mexico, just 
17 miles away. 
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ur system went down at 6am- on January 9, 2016.” Reported Lyn Hall, “ We 

were dead in the water and we had no way to mass notify our clients – or did 

we?  Of course we did, Quest has a Facebook account, and like any other 19-year old, 

(Quest turned 19 in 1997) we turned to social media to let the world – at least our world – 

know that our service was having technical difficulties.  Jeremy quickly posted the issue and 

continued to message out updates; many of our clients knew exactly what was happening.  

We also twittered it out to our followers since some are clients.” 

Quest had created a Facebook page years ago, mainly for sales purposes, but they weren’t 

using it much.  Last year Lyn had a heart attack and as word got out to their customers 

many began using Facebook to send well wishes 

by private message to their Facebook page.   

Jeremy began reporting Lyn’s status on Facebook 

and Twitter on a regular basis.  More and more 

of their current clients ‘friended’ Quest so they 

could see how she was doing.  When they were 

trying to call the service during their outage, it 

was natural to turn to the Quest Facebook page 

for information – and once again, people were 

“in the know.” 

“For a while after I had the heart attack, a few 

clients were sending on-call information to our 

Facebook page, but we quickly discourage that.” 

Lyn said “Although it seemed cool at first, the 

information was not in our CMC and that could 

cause problems.  There was also some concern 

about confidentiality (isn’t there always?) so we don’t allow the use of social media for  

client business.  BUT, many of our younger employees, including our own son Kris, believe 

that social media will be playing a part in the messaging of the future.” 

Most businesses in our industry have realized that social media activity not only drives  

people to our website, it also increases our likelihood of being higher in the search engine 

standings; all of which increases our chances of being found by potential clients.   

“We always fear new technology and worry that it will take away business;” Lyn  

acknowledged, “however time-after-time we realize that we absorb that technology and 

use it to our own advantage, while at the same time we enhance the services we can  

provide for our customers.  It’s time to find more ways to use Facebook, and the rest of  

social media and stay one step ahead of technology.” 

 

O 

It’s What We Do… Like Me On Facebook 
 

by Lyn Hall  
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ear SNUG members,  

 
Another year is over and we are almost to the 29th Annual SNUG conference in Beautiful  
Gas-Lamp District of San Diego.  It looks like we will have a great group of participants to hang 
with during the packed sessions put together by Renita, the after-session parties and of course 
evening and late night entertainment options.  

 
Our conference hotel, the US 
GRANT is located at 326 
Broadway and just within a 2 
blocks radius you will find MANY 
entertainment / dining options:  
 
 Tipsy Crow  
 Downtown Fish Joint 
 Spike Africa’s Fresh Fish Grill 
 Rei Do Gado Brazilian Steak  
 Ostera Fish House 
 Area 51 Ultra Lounge 
 Hard Rock Café 
 House of Blues 
 Ogawashi Sushi 

 
 
And this list is only a small portion of the options – Head down 5th Avenue for Restaurant after 
Bar after Club, then repeat, repeat, repeat – American, Japanese, Indian, Turkish, Irish & Thai,  
oh my. 

 
I mentioned in the last issue of Galaxy there is a lot of options if you arriving a day 
or two early or staying a day or two after the conference:   check out: 
www.tripadvisor.com/Attractions-g60750-Activities-San_Diego_California.html.  
In addition, there is Balboa Park (and the Zoo) not to mention the beaches, 
shopping and FOOD.  Check out the 46 FREE things to do in San Diego;  Click HERE 
 
San Diego has it all; great weather, great dining, great entertainment and of 
course a great conference.   
 
See you all very soon and Wishing you the best in business! 

 
 
 
 

Dan L’Heureux – Executive Director 
 
   

From the Executive Director 

 

D 

Like Me On Facebook 
by Lyn Hall  

http://www.tripadvisor.com/Attractions-g60750-Activities-San_Diego_California.html
https://www.thrillist.com/entertainment/san-diego/free-things-to-do-in-san-diego-botanic-garden-old-town-free-museum-days
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ello, SNUG Nation! 
 

It is so hard to believe that I am writing my final letter as SNUG 
President.  What an AWESOME experience this has been and I 
am so thankful to have been allowed the opportunity.  I am so 
relieved that I didn’t break anything! 
 
We are knocking on the door of our annual SNUG Conference; it will be here in less 
than a month!  I am anxious to see everyone, meet our 1st timers and hear some 
great sessions from Startel and our SNUG Superstars!  I want to say a HUGE ‘THANK 
YOU’ to Ms. Renita Dorty for doing as AWESOME as she has with the planning of the 
conference.  I know it has not been a painless process for her, but not once did she 
complain.  She kept a positive attitude and kept right on planning and begging folks 
to be presenters. 
 
I would like to draw attention to some Conference Highlights, if you will: 
 
   CONFERENCE ALERTS 
For those of you that provided your cell number during registration, we will be 
setting you up to receive ‘Conference Alerts’ throughout the conference via your cell 
phone.  Our goal is to keep everyone better informed of any changes in scheduling 
or meeting room location changes, send reminders for the Reception, BINGO, award 
ceremony etc.  I DO WANT TO POINT OUT, when we set you up for the reminders, 
you will receive either the Startel message; ‘OptIn’ or ‘Welcome to TAS Messaging’. 
 
   STARTEL EVENT NIGHT 
Startel has planned an exciting night for us aboard the USS Midway.  The evening 
will feature a cocktail reception on the flight deck, docent tours of the aircraft 
carrier, dinner in the hangar bay, flight simulators, live music, fun raffle prizes and 
more!  We are encouraging everyone to wear your commemorative S.N.U.G. t-shirt! 
 
   TUESDAY FUN NIGHT & AWARDS PRESENTATION 
Be sure to join us Tuesday evening in the Presidential Ballroom for SNUG Bingo, 
Raffle and Awards Presentation.  There will be CASH prizes, food & beverage!  It’s 
sure to be an exciting evening with your fellow SNUG members! 
 
In closing, we appreciate each of our members and hope that if anyone has a 
suggestion on how to improve our organization or your membership, please do not 
hesitate to contact any member of our board!  See you in San Diego! 
 
Cheers to your inner awesomeness! 
 

Kristen P. Borne 
 
Combined Communications, Inc. 
KristenBorne@cctas.com 
SNUG President 

H 


