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Puppis is a constellation in 
the southern sky. Puppis, the 

Poop Deck, was originally 
part of an over-large 

constellation, the ship of 
"Jason and the Argonauts", 
Argo Navis, which centuries 

after its initial description, 
was divided into three parts, 

in 1752 by the French 
astronomer Nicolas Louis de 

Lacaille.  The other two 
parts being Carina, and Vela. 

 
 Puppis is the largest of the 

three constellations in square 
degrees. It is one of the 88 

modern constellations 
recognized by the 

International Astronomical 
Union. 
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                                 A Shining Star to Guide the Way… 
 

                                                Today’s Luminary is Misty Hill 

                          from Focus Telecommunications 

W 
e can’t say exactly when Misty Hill began working at Focus.  It was in the very 
early 1990s when her mom, Theresa Barnett, was our IT person.  Misty would 
come to Focus after school and wait until her mother was finished with her 

workday.  When her homework was finished, we'd give her busy work to keep her 
occupied; she loved helping.  As she got older she wanted to do more and eventually she 
became an agent.  She whizzed through the training after learning about our clients, 
policies and philosophy for a long time! 
 
She was, and is, a warm, gregarious person who picked up the technical aspects of our 
platform quickly and turned out to be a very intuitive programmer.  She had been part of 
our family for so long we just let her try pretty much anything she wanted to, always with 
great success.  Her excellent organizational skills and logical mind made her a natural to 
take the lead when we tried our hand at fulfillment. Although she was still very young, she 
commanded the respect of everyone who worked on the project. 
 
Eventually, Misty moved south to be near family; she worked for a limited time at another 
answering service, and within a year or two, came home and settled back into her old 
Focus job.  We were thrilled to have her back!  With a different view of the industry and 
the world, Misty claimed the IT job, as well as supervising, managing, and helping 
wherever we needed her.  She began working closely with Tom, our VP of Operations, and 
became his right hand, helping develop the Hypertrack training program which has 
allowed us to hire and do initial training remotely.   
 
Co-workers who come to Misty with a problem find instant understanding, a welcoming 
ear, and a good solution.  She tries to always be there for her peers and helps them 
understand technology that goes well beyond answering phones.  She still thinks and 
reacts more maturely than many her age; and she is 
tactful and calm when dealing with problems, and 
problem people.  Watching Misty grow – and grow up 
has been one of the real delights of owning this 
company. 
 
She has held many job descriptions and titles through 
the 22 official years that she has been with Focus. Right 
now, she is our Director of Information Technologies.  
But what she really is - is nearly indispensable!  I could 
not be prouder of Misty if she were my own daughter; in 
fact, I of think of her as my family and I probably always 
will.  People new to this industry are always amazed at 
the closeness and camaraderie that we share.  Although 
Misty was never really “new” to our company, she is the 
epitome of the sharing attitude in the telephone 
answering industry. 
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O 
ne night recently my daughter, Elizabeth, was showing me an aquarium full of tadpoles.  She had 
purchased a whole bag of them for her children (my grandchildren) to watch grow from tadpoles into 
frogs.  It was fun watching all of those little wiggly creatures swimming around in the aquarium.  It brought 

back many fond memories of my own childhood, playing with “critters”, down at my grandparent’s house. 
 
I noticed there was a big rock in the aquarium. When I asked her why she put a rock right in the middle of the 
tadpole’s environment, Elizabeth told me an interesting story.  I can hardly believe I have lived almost 59 years 
without having heard it, because it is so good. 
 
 Elizabeth said that when she went to the pet store to buy the tadpoles, the gentleman told her to be sure to put a 
big rock right in the middle of the aquarium.  The tadpoles must have this obstacle to give them incentive to climb 
up and thus split their wiggly little tails so that their legs can begin to develop.  If they have no rock or obstacle to 
climb up on, they will never turn into frogs.  They cannot learn to hop by just swimming around in the water.  They 
must have something causing resistance to give them incentive to leap forward. 

 
The man went on to tell her that last year a school teacher came back to 
the store and complained because none of her tadpoles had turned into 
frogs.  She had put all of them in an aquarium and let them swim around 
but they never became frogs.  He asked her if she had put a big obstacle, 
like a rock, in the middle of the aquarium.  She said she had not.  She did 
not know a tadpole will remain a tadpole unless it faces some obstacle or 
barrier that forces it to grow.  Neither did I, but it makes perfect sense. 
So, my daughter was excited to show me all of the tadpoles swimming 
around the rock.  In time, they will begin to try to climb up on it and 
eventually they will make the transformation into a more fully mature 
creature. 
 
I was amazed and delighted to hear that story.  It helped me begin to see, 
once again, why we have obstacles and barriers in front of us.  They are 
not there to hinder us, but they are there to cause us to grow.  It is not so 

much what the object is in front of each one of us that matters as much as it is our attitude towards it.  If we realize 
that the obstacle we are facing is really a gift that has come our way to help us grow and mature, we will be much 
more likely to face it in a positive manner. 
 
Since I watched those tadpoles the other night and saw that big rock in their aquarium, I have begun to see the 
obstacles I face in a different way.  Instead of being rocks in my path, those obstacles have become stepping stones 
to help me leap forward in whatever situation I find myself. 
 
I know those little tadpoles have no idea what is going on.  They are just not that smart.  The truth of the matter is, 
neither are we.  Most of us have no idea what is going on in our lives either.  We don’t understand the barriers and 
obstacles, challenges, difficulties and hard times that come our way each day are actually there for a purpose.  
There is no way we will have the incentive to grow, or to become better, or to strive harder, if everything in life is 
just a simple situation.  I know the harder I work at anything, the more profitable it is for me not only financially, 
but personally, in my own heart and character as well. 
 
So, the next time you see a frog hopping around, smile at him and thank him for the lesson, remembering the 
struggle he has gone through to get where he is.  Perhaps out in the wild somewhere, he faced a difficult rock or 
barrier in his life, but rather than swimming away from it, he just crawled up on it and began to develop his 
personal strength until he eventually matured to become the frog that you see hopping around. 
 
I have a whole new appreciation for frogs and tadpoles, don’t you? 
 
 

Obstacles are there to Help You 
An Essay by Steve Michaels 



Wealthy... Healthy... ...and Wise 

ARE YOU CERTIFIED?  ASK ABOUT ATSI AGENT—SUPERVISOR—SITE CERTIFICATION TODAY! 

L earning should be a 
lifelong endeavor, not 
something that stops at 

age 18 or age 22.  
 
While employers want people 
with skills, the paradox is that 
those skills do not stay relevant 
for very long. 
 
Continue learning the more 
you know the more valuable 
employee you become. 

B uild a Base of 
Influence – Develop 
relationships across 

your organization. Introduce 
yourself, people need to 
know who you are and what 
you can do.  If you are 
interested in another 
department, be sure to 
speak up.  If you have free 
time ask there is a project 
you can help with.  The more 
people who know what you 
can do the more options you 
will have. 
 

T ake care of yourself. This 
is very important and not 
an easy task for most 

working moms, but it is 
essential. This means exercising, 
eating well, and taking time out 
to de-stress. Debbie Mandel, 
author of Addicted to Stress: A 
Woman's 7 Step Program to 
Reclaim Joy and Spontaneity in 
Life, recommends exercise to 
alleviate anxiety and irritability 
and give you more energy. It 
also improves focus, so that you 
do not get distracted and can be 
more productive. 

Find the Difference 
 

Find nine things that are missing or 

different.  Can you find them all? 



T 
here is no other time of year when we are as likely to have an angry caller on the line then 
summer.  And the anger will probably be over faulty air-conditioning.  When we’re cold we 
can put on a sweater, but when the temps sour above 85 – 90, the heat REALLY gets on our 

nerves.  Handling an angry caller takes some skill, some patience and some self-control.  You don’t 
want to make the problem worse. 
 
When someone calls into your service angry because their air conditioning is out (or for any other 
reason) and their requests for assistance have gone unanswered, they have every right to be 
angry. Unfortunately, you are going to be on the receiving end.  It isn’t fair for the caller to take 
their discomfort out on you, but it would be a rare summer when it didn’t happen.  So, prepare 
yourself to deal with it.  Here’s how: 
 
Quickly review what the rules for the property are so you can give accurate information.  If the 
property management company says they won’t send someone out to fix AC unless it is over 85 
degrees, you will have to be prepared to tell the caller that.  If you can soften the bad news with 
words like, “I wish I could dispatch this for you; what I can do is leave a message for the office for 
first thing in the morning.  May I have your name please?”  Move right into taking the message.  
(This same comment will also work when you must tell an angry patient that the doctor will not 
take a prescription refill in the evening or weekend.)  Saying you wish you could, helps put you 
both on the same side. 
 
If that doesn’t work, and the emotion escalates, don’t allow your emotions to rise.  No matter why 
the client refuses to take AC calls, the caller has a right to be unhappy about it.  Let them express 
that anger; and remember some people speak with vulgar words because it is a natural part of 
their vocabulary. Don’t take it personally.  Reiterate what you can do for the caller and be 
compassionate. 
 
If all else fails and the caller becomes angrier, or threatening, ask him or her to hold and speak 
with your supervisor.  Perhaps you can make a shared decision to call the  
on-call person to “advise” that you have an out of control caller on the line.  
When you can say, “Mr. On-call person, we have an extremely angry caller 
whose AC is out.  We understand that the temperature outside is not 85 
degrees, and that this call does not meet your emergency criteria, but we 
thought it best to CALL TO ADVISE you of the situation.  We have not told the 
caller you would respond, but we thought you should make the final call on 
incident.”  MOST on-call people will understand and help you either with the 
right words to say “no” or they will take the call.  The key words here are “we 
understand the criteria - we are calling to advise.” 
 
Remain polite, kind, empathetic and in control of your own emotions and 
words.  No matter what an angry caller is saying, YOU are not the cause of their 
frustration.  The more you can control the situation, the better the outcome will 
be.  AND, the prouder you will feel that you were able to maintain your calm in 
the face of a storm of anger. 

When you’re Hot – You’re HOT!    


