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Canis Major, the largest of 
Orion's two hunting dogs who is 

chasing Lepus, the Rabbit, who is 
just in front of him. Lepus is just 

below Orion and Canis Major is 
just to the east of Orion. 

 
The bright star Sirius was a major 

star in the sky for many cultures. 
Ancient civilizations described the 
star as red and fiery, but today it 

is very white.  Sirius, the dog's 
nose is the brightest star  

in the sky.  
 

Called the Dog Star, it heralded 
the "dog days of August" 

because roughly 1000 years ago 
it rose shortly before the sun at 

the start of August. 
 

The ‘Dog Star’, is one of the 
brightest objects in the night sky. 
Only the Moon, Venus, Jupiter 

and Mars are brighter. Those 
that lived near the Nile River used 

the star to signal the flooding of 
the Nile. This special occasion 
represented the return from the 

dead of the Sun god Osiris. 
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                                 A Shining Star to Guide the Way… 
 

                                                Today’s Luminary is Michele Netzer  

                                            from Keystone Answering Service 

M 
ichele Netzer is a Senior Supervisor who has been with our company for over 
seventeen years. When on duty, Michele’s steely blue eyes underscore her dedication 
and commitment to Keystone (formerly known as MedCom). By setting a very high 

standard of excellence, she commands the respect and admiration of her colleagues.   
 
Michele initially started as an agent.  She immediately impressed us with her work ethic as she 
quickly learned our clients and our methods for call handling. Over time, she assumed greater 
responsibilities.  Michele has the unique ability to not only perform well under pressure but also 
motivate others.  She has excellent technical skills relating to our servers, software and internet 
protocols. She is a self-starter, an excellent problem solver, and a great system programmer.  
When we need to make a major change to several hundred accounts, we can always count on 
Michele to get the work done accurately and way ahead of schedule. 
 
In the past our company’s Call Monitoring program was all done on paper. Michele helped 
develop and implement our new paperless Quality Assurance program which gathers information 
from the Startel and Call Logger; implementation of this program has significantly improved  
our quality.   
 
In addition to her other duties, Michele supervises our Friday evening and Saturday morning shifts.  
These are among our most difficult and challenging.  When problems arise involving either 
remote, telephony or network issues, we can count on Michele to correctly explain the situation 
to our IT staff.  Her ability to perform excellently under pressure and retain her composure helps 
the entire staff remain calm during high traffic or difficult circumstances. 
 
As we look at the key points in our company history we find that Michele has played a vital role in 
our operations.  She helped prepare for Y2K. She was present this spring when we cut from our 
Levittown location over to our new offices in Newtown, PA.  She assisted when we converted to 
SIP trunking, and she has helped lead the way during client conversions due to acquisitions.  
 
Michele has attended numerous Startel National User Group (SNUG), ASTAA, and ATSI 
conferences.  On several occasions, she has been a featured speaker, demonstrating the 
company’s programs and services.  Michele has helped raise the bar throughout the entire 
industry through her contributions to SNUG’s Agent and Supervisor Certification programs.  She is 
a perfect example of how far an agent can go in this industry 
when they become a vital part of a company. 
 
Michele enjoys reading and spending time with her husband, Bill 
and their two daughters, Natalie and Larissa.   Exercise and a 
competitive spirit keep Michele busy in her free time.  Both of 
Michele’s daughters remain active in cheerleading competitions.   
Keystone is also a part of her extended family.  Michele’s sister 
Melanie is one of our long term Supervisors.  More recently, 
Larissa (who is an engineering major at Temple University) is 
taking calls for us.  We are happy to have them both. 
 

 



 Earning a Great Score on the Award of Excellence  

M 
any companies in ATSI take part in the Award of Excellence program administered by 
CAM-X every year.  Most of the criteria for the program are exacting and clearly black 
and white.  Did the agent confirm the telephone number?  Did he or she say “Please” and 

“Thank You”?  Did the agent use the caller’s name or title (ma’am, sir)?  That part is fairly easy to 
judge, and getting all those proper “bits and pieces” in is also fairly easy to do; it just takes some 
concentration to develop good habits.   
 
If you need to develop better habits try this: for a few weeks, work on making sure you say “Please” 
at the end of the main prompts. “May I have your name, please?”  May I have your phone number, 
area code first, please?”  Suddenly you will find that it is second nature to say “please”, and you can 
begin to work on another new habit.  Always saying, “Thank you, Ms. Smith, is that spelled S-m-i-t-
h?” will take care of three of the criteria in one sentence; saying “thank you”, using the caller’s name 
and spelling the last name.  Developing these habits will help you be certain that the requirements 
for a good call have been met.   
 
One of the requirements is for the judge to note how they felt at the end of the call; were they 
comfortable that the call would be handled correctly?  When we say something like “Thank you for 
calling, Ms. Smith. I am going to send this message right out to the on-call person” the judges will 
give full marks for this closing.  Again, we have the ability to create a habit for most closing 
statements that will satisfy the requirements. 
 
However, through the years we have discovered that, as we create these habits for making sure we 
meet the criteria for the calls, we lose something personal in our delivery.  We can become 
somewhat robotic, sounding mechanical and uncaring, concerned more about hitting every point 
instead of actively listening and expressing interest.”  That is when the WOW! Factor was added. 
 
The WOW! Factor requirement asks us to put warmth and engagement into our calls and that is a bit 
trickier to understand and to judge.  First it requires us to put more energy into our voices, add a 
touch of music to your voice, a lilt.  A warming tone can reflect empathy and compassion conveying 
the caring quality the judges are looking for in a call.  If your voice is naturally soft or flat, you will 
want to practice sounding happier.  Our voices lose energy over the phone and a voice that is 
already lacking in energy will become dreary sounding to a caller. 
 
The second way to earn the WOW! Factor in your evaluations is to repeat or respond to something 
the caller has said.  If a mom says her baby has a fever, say, “I’m so sorry to hear that; let’s see if we 
can get him some help!”  If someone says their plate glass window was broken, respond with, “I 
hope no one was hurt!”  If the caller says, “My garbage disposal is clogged and my sink is 
overflowing.”  You can repeat the words, “Your sink is overflowing!” and then add, “Let me call the 

maintenance person right away.”  Then control the 
call by sliding right into your first question, “May I 
have your name, please.” 
 
When the judges (and the caller) know from your 
response that you were listening, and that you have 
replied to the caller in a way that shows you care, you 
will most likely ace that part of the scoring. 
 
 



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

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

Sudoku  
Enter digits from 1 to 9 into the blank spaces.  Every row must contain one of each 

digit. So must every column, as must every 3x3 square. 

I t’s all about the interest.  If 
you have credit cards on 
which you carry a balance, 

add up the interest charged for 
each card every month.  Keep a 
record so that you know if you 
are paying more or less interest.   
 
The cost of “buying” money can 
be very high; make sure you are 
aware of how much you add to 
your total indebtedness every 
month. 

D on’t drive and text 
goes without saying.  
But don’t walk and 

text either – thousands of 
people are seriously injured 
every year because they walk 
into something when they are 
not paying attention. 

J ust Add One – Topping that 
is.  Whether it is baked 
potato, steak or ice cream – 

we add toppings!  And we add 
calories.   
 
Just add one topping, not 
several, to truly enjoy the taste. 
It will save on the calories and 
might help with weight loss. 



 
hat message you just took – that is a product of the company you work for.  It has your company 

name – and your company’s reputation all over it!  Is it worthy? 

This is what a recent message taken may have looked like: 

       To: georg washing ton 
       From: BETSY ross 
       meet me at church sunday and I show u how to do a 5 pt star.  

 
This is the way it should have looked – 
 
    To: George Washington 
     From: Betsy Ross 
   She would like you to meet her before church on Sunday and she will show you how to     
                     make a five-pointed star for the new flag you commissioned. 

 
If Washington had gotten the first message, he would not have gone to the Christ Church in Philadelphia 
early that Sunday and Betsy Ross might not have been there. His pew was right next to hers and they had 
known one another for a long time. She had an upholstery shop and had sewn a button on his uniform in the 
past. Because of their acquaintance, he asked her to create our country’s first flag. He thought a six-pointed 
star was easier to cut out but she showed him that a prettier, five-pointed star could be made with one snip 
of the cloth, and that is how our flag came to have five-pointed stars. 
 
After seeing some of the messages we have taken in this industry – I’m wondering if we would have ended 
up with a very different flag if Betsy Ross was depending on us to get the words and meanings right!  Every 
one of our customers believes that the messages we take for them will be accurate and complete.  They 
should be! They should also LOOK good, so that their accuracy is not doubted. Good outcomes depend on 
you and me! 
 
When writing a message we should write full sentences and write in the third person. “She would like you to 
meet her at…” Not “Meet me at…” Never use texting shortcuts for a client’s message. U R not using good 
English if you take shortcuts; it just isn't professional 4 us to do this! 
 
We are asking our dispatchers to make sure the messages they are delivering are the product that we want 
our company to be known for. As you are dispatching messages ask your 
boss if you are allowed to clean them up a bit if you see that they are messy. 
Don’t assume you know more of the message than is there, but do make 
sure that words are spelled accurately and the sentence structure is correct. 
When you receive a particularly messy or inadequate message to dispatch, 
please make sure that you bring it to the attention of the supervisor. He or 
she will make sure it is reviewed with the agent who took the message. 
 
Whether you are working as an agent or a dispatcher - put your pride on  
the line. Make sure the messages you take are accurate, complete and  
tidy; worthy of a star! (A five-pointed star!) And worthy of your company’s  
good name! 
 

Is It Worthy? 


