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Boötes is a constellation in the 
northern sky. The name comes from 

the Greek word meaning herdsman or 
plowman.  One of the 48 

constellations described by the 2nd 
century astronomer Ptolemy, Boötes 

is now one of the 88 modern 
constellations. It contains the fourth 

brightest star in the night sky, the 
orange-hued Arcturus. Boötes is 
home to many other bright stars, 
including eight above the fourth 

magnitude and an additional 21 above 
the fifth magnitude, making a total of 

29 stars easily visible  
to the naked eye. 

 
 According to one version of Greek 

mythology Boötes was a son of 
Demeter, twin brother of Plutus, a 

ploughman who drove the oxen in the 
constellation Ursa Major.  The 

ancient Greeks saw the pattern of 
stars now called the "Big Dipper" or 

"Plough" as a cart with oxen.  This 
influenced the name's meaning, 

derived from the Greek for "noisy" or 
"ox-driver".   

 
Another myth associated with 

Boötes tells that he invented the plow 
and was memorialized for his ingenuity 

as a constellation. 
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                                 A Shining Star to Guide the Way… 
 

                                                Today’s Luminary is The Team at   

                           AnswerOne in New York City 

W 
hen I was asked if I was interested in writing an article featuring one 
of our employees “who has made a difference for us, and who I 
would like to clone”, I had to respectfully decline.  Who would I 

ever choose?  We have worked to build a team here at AnswerOne, and no one 
player makes any team. There are, of course, team leaders, but what good are 
they if there is no team?   
 
Everyone at AnswerOne brings to the table their own special talents, and 
personalities that contribute to the whole.  As Aristotle so eloquently put it 
"The whole is greater than the sum of its parts".  It is the right people working 
together that balance and counter balance each other, and create the whole of 
AnswerOne.  We all focus on productivity and providing a professional and 
friendly service that exceeds our customers’ expectations. 
  
It is important to recognize our employees’ individuality and needs.  There are 
those who want to come to work, do their job, and go home.  There are those 
who want part-time hours to raise some extra cash.  There are those who enjoy, 
and naturally fall into leadership roles and offer support to those who want to 
succeed in becoming a part of this team. There are the artistic that beautify the 
office, the comical who keep us laughing and upbeat, and the motherly that 
nurture.  They all are reliable, conscious and dedicated.  On the flip side of the 
coin, there is no one, including myself, who is indispensable.  There are no 
divas in this house. 
 
It wasn’t always like this and it took a few years to get where we are today, but 
it was well worth the journey.  We are a closely knit group of people who not 
only provide great service for our clients, but are there for each other when 
circumstances get rough, as it did when we were hit with Hurricane Sandy a 
few years ago. Whether it is Sandra, who joined AnswerOne on May 3rd, 1978 
or Maya and Joanne who joined us May 11th of this year, they are a part of this 
family. 
 
“I am very proud of the people who have chosen to make AnswerOne their 
workplace of choice.”  Said Bill Smith, President. “We know that, especially 
here in the New York City area, there are many other places one could choose 
to work; but the people on our team are here because they want to be, because 
we have a culture that appeals to them.  We are very lucky to have so many 
selfless people to take care of our clients. I look forward to seeing them every 
day.” 
 
 



 The AnswerOne Team! 



Wealthy... 

Healthy... 

...and Wise 

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

Adult coloring books are all the rage, make your inner child happy  
with a few colored pencils or crayons! 

I 
f you come from a family that 
lives to a ripe old age – 
consider longevity insurance.  

It begins paying you when you 
reach about age 85 and will help 
cover the costs of daily living. 

W 
hen you buy a new 
tool or appliance, 
immediately staple 

your receipt in the instruction 
book along with the warranty 
information - keep these in the 
same room with the tool or 
appliance or create a file 
drawer with a labeled file for 
each. 

F 
rom the New England 
Journal of Medicine - One 
in every 25 patients in the 

US gets an infection in the 
hospital and of the 648,000 
patients who develop an infection 
each year 11% die as a result.  
You can check your hospital’s 
record at HospitalCompare.org. 
 
 



N 
early every Answering Service, Contact Center or Call Center has rules about the use of bad language, 

foul words, swearing or inappropriate language.  For those of us who work in these kinds of customer 

oriented businesses the rule is NEVER!  And we know it.  WE can never over step the bounds of decency 

and empathy.  WE must have self-control at all times, because we are representing other companies besides our 

own.   

But what about the times when the callers we deal with are out of control.  That is where our individual company 

policies come in.  Some bosses will take the hard line, absolutely no profanity, etc., agents should simply hang up 

on the caller.  Others will take a softer approach, “if a customer wants to curse, then they should be able to do 

so.”  For some individuals that is their normal manner of speaking and we need to be able to deal with it.  In some 

cases, you have to take a deep breath and move on.  We have callers who are generally disgruntled or angry about 

an inferior product, and unfulfilled promise or a billing error (nothing makes us angrier than money, and being 

billed incorrectly – and never in our favor.)  When we are unfortunate to have a caller with these kinds of problems 

it may pay to “give a little”.  Allowing the caller to misbehave a bit, shows you are trying to understand their 

grievance rather than showing off your “curse policing” skills.  Once the issue is explained and then understood, 

you will find ways to work together in the interest of solving the problem.   

The agent who virtually crosses their arms and steps back, drawing a line between what is acceptable to them and 

what is not, will find themselves with even more angry customers and less sympathy from their boss.  Those who 

can tune out the rhetoric and concentrate on making things better will become a real asset to their company.  Easy 

to say, not so easy to do. 

When a caller is out of control, asking questions can be very helpful.  The caller will often concentrate on the logical 

steps that have been taken, and what needs to come next.  It also shows the caller that you are taking their call 

seriously and that you understand the importance of a follow up. Confirming the information back to the caller as 

they speak shows active listening.  Which is what the caller wants - someone to listen to them. 

  

Demanding callers are usually at their wit’s end.  If you can say, “I really want to help you.”  “I wish I could … reach 

Mr. Jones immediately …  What I can do it send a message to the property manager and let him know you have 

called several times with no reply.”  Thereby escalating the incident.  “I wish I could” shows empathy and puts you 

on the same side as the caller and then together you can work to solve the issue.   

Three great phrases 

“I really want to help you.” 

“I wish I could…” 

“What I CAN do is…” 

 

We all have heard that the caller is angry with the situation NOT the person they are speaking with, but that doesn’t 

make it any easier.  The best way to push through it to REALLY listen to the words around the curses, the situation 

and the frustration are what is important.  When callers yell, you should speak more quietly, don’t raise your voice 

to compete with them, lower your volume so that you are speaking in a normal tone of voice, they will have to listen 

to hear what you are saying, and that will help calm the situation.   

Oh Curses!  


