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Lupus is a constellation located in 
the deep southern sky. Its name is 
Latin for wolf. Lupus was one of 

the 48 constellations listed by the 
2nd century astronomer Ptolemy, 

and it remains one of the 88 
modern constellations, although it 

was previously an asterism  (a 
pattern of stars recognized in the 
Earth's night sky. It may be part 
of an official constellation or it 
may be composed of stars from 

more than one constellation)
associated with the neighboring 

constellation Centaurus. 
 

In ancient times, was considered to 
have been an arbitrary animal, 
killed, or about to be killed, on 

behalf of, or for, Centaurus.  No 
particular animal was associated 

with it until the Latin translation of 
Ptolemy's work identified it with 

the wolf. 
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                                 A Shining Star to Guide the Way… 
 

                                                Today’s Luminary is Delia Blackman 

                                            from Endicott 

D 
elia Blackman is a Quality Assurance Specialist who has been with Endicott since 
September of 2009.  Since her arrival at Endicott she set the standard for quality and 
values.  Her example is awesome for any agent starting with Endicott “success is there if 

you want it.”  Delia’s determination, standard of excellence and dependability is a positive 
influence has earned her the respect and regard of all who meet her and work with her.   
 
It is important to note that Delia started out with Endicott in 2009 as an operator.   She 
immediately was noticed for doing her job!  The longer we worked with her the more we knew she 
was unassuming, kind, genuinely courteous and cared about the representation of the clients we 
represent to all callers.  Sometimes you just can’t teach this; it’s something a person has to 
understand on their own and Delia got it!     
 
As Delia continued in her operator position, she became more and more valuable to the office she 
worked in, her client knowledge grew, her ability to assist in problem solving was valuable, team 
of operators were in it together – Delia was a catalyst in moving forward to help anyone who 
would allow her to help.  Management was able to recognize her and add responsibilities to her 
daily workload. Her ability to work with clients and callers was and continues to be a valuable 
asset.   
 
As Endicott grew we were ready to start an organized Quality Monitoring program.  Delia was 
selected for the position.  Her performance did not let us down; she “hit the ground running” 
began the research to discover what was needed to build the process for the new project.  This 
process led her learn how to use and manage the monitoring system voice loggers, Encore 
monitoring and screen recording system, Encore Reporting and reporting to include feedback to 
agents, management and assessments by site.  Delia is located in the New York office.  In addition 
to the New York office she is manages sites in three 
other states.    She and the management team have 
enjoyed the results of the quality processes due to the 
expansion of the plans. 
Delia readily assists -  to answer calls in peak times, 
customer service issues, assists in workforce 
management and works in tandem to coordinate 
efforts with the training department. 
 
We have had the pleasure of Delia joining us at trade 
shows and her energy to meet and greet is contagious.  
She is a joy to be around and respects people for who 
they are and encourages people to reach for what they 
want to be.  
 
Little known about Delia; she was in a television 
commercial for teens making the right decision against 
drinking and driving.  Currently in her spare time she 
and her husband play guitars together and produce a 
podcast for local bands. 
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Negative or Positive?   

N 
othing saps your energy like negativity can!  Whether caused by outside influences or  
self-generated, negativity causes stress, both mental and physical.  In our world as a 
customer service representative working in a call center, negativity and stress are 

sometimes unavoidable.  But, are we inadvertently adding to those feelings through our own 
response to them?  Are we “snowballing” our feelings?  When we build a snowman, we begin with a 
small, hand-packed snowball and then we roll it in more snow, picking up layers of the white stuff as 
we go; eventually we have a huge ball.  Negativity can be layered like that; sticking one event or 
negative thought upon another until all you can “see” are the negative aspects of every situation. 
 
Imagine leaving for work and discovering that you have a semi-flat tire.  Are you happy because it 
isn’t entirely flat?  Or unhappy because it means a stop at the gas station on your way to work?  
Positive feelings or negative feelings? 
 
You arrive for work 15 minutes late, breathlessly explaining what happened to your boss and  
co-workers.  Your boss isn’t happy but tells you she is only going to give you a warning.  Are you 
happy that it is not going on your record or are you miffed because she wasn’t more sympathetic?  
Positive or negative feelings? 
 
You answer your first phone call only to have an irate caller on the line, furious because the office is 
not open yet and it is after 9:00 and it SHOULD be open!  Are you happy because it is only one phone 
call and you can handle it or are you angry because this day is going from bad to worse?  Positive or 
negative feelings? 
 
You are able to sooth the caller, take a message and protect your customer’s reputation.  Do you 
feel good about yourself because you have handled the situation so well, or do you just add 
resentment for the caller and the client to your emotional “snowball”?  Positive or negative feelings? 
Throughout every single day we have one opportunity after another to make a split-second decision 
about how you are going to respond to life’s little issues.  In our first example there was no need for 
a tow truck; no need to purchase a new tire unexpectedly.  In the second scenario, because the tire 
wasn’t flat, you were only 15 minutes late, rather than losing a whole morning.  There was no 
permanent blemish on your attendance record either. 
 
Irate callers come at all times of day, for all kinds of reasons, almost never is the caller upset with 
YOU, only a circumstance.  You can afford to be sympathetic.  Moreover, you can feel good, and 
sometimes earn accolades for the wonderful way you responded to the situation.  Even if you think 
no one hears how you controlled the call and turned it around - you will 
know, the caller will know, and you’d be surprised at how many times the 
truth comes out and your supervisors will know too.  You did your job the 
right way- that’s positive!  (Had you been negative – you would all know 
that, too!) 
 
When negative feelings pile up, one on another, it creates a ball of stress.  
You look down and find your hands are clenched.  Your jaw is tight; you’re 
getting a headache.  It is difficult to respond to anything in a nice way, in a 
positive way.  When you return home that night, and someone asks how 
your day was, are you positive?  Or do you make their day negative, too?  
It’s up to you.  Stay positive! 
 



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

Shhh… it’s hidden!  
Find the pictures (on the right) hidden on the forest floor 

B eware of subscription 
pricing:  for “less than 
$1.00 a day”, or “as little 

as $3.99 a month…”  Really?  
That is $365.00 a year, or about 
$48.00 respectively – be sure 
you would be willing to take that 
much cash out of your pocket 
and pay for the product or 
service for a year in advance at 
that price.  Many times you’ll 
decide it isn’t worth it.  
 

A s we spring forward our 
clocks, we should also 
remember to replace 

batteries in our smoke alarms 
(and all those other alarms, too).  
You might also make this the day 
you clean the filters in heat and 
air conditioning ducts.  Doing it 
all at once helps you make sure 
you are spring ready.  

S tart the year off right make 
appointments for a physical, 
including a colonoscopy, a 

mammogram, a PSA test, and 
whatever else you should have 
checked out 
to ensure 
your health.  
Begin the 
new year 
with the 
knowledge 
that you 
have that all 
behind you 
and you are 
ready for 
anything!  
 

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



Actor – Owner – Present 

o 
 

 

  ne part acting ability, one-part ownership, one part being there;  

it all adds up to good job performance.  

 

Acting ability is needed for most jobs; especially when you are in the customer service department 

of a company.  Since our job is to provide customer service for many companies, we need to be 

especially careful that we always project a good image.  No matter what is going on in your  

personal life, when you sit down to answer a customer’s call, you need to leave everything else 

behind and become the best employee our client ever had.  No hint of the fight you had with your 

partner, your Dad’s illness or your unpaid bills can creep into the call. 

Not only must you not be sad or down, you need to be cheery and up.  You’ve heard it a hundred 

times, but it is true.  They can hear you smile.  If your eyes are crinkled and the corners of your 

mouth are turned up, the sound that you make just has to be a happy one.  When you are making 

others feel good, you make yourself feel good too.  Just as importantly, when callers are upset, 

they will only become more upset if they aren’t greeted with warmth, graciousness and  

professionalism, and that may take some acting. 

Okay, so acting ability is an understandable necessity but what’s this about ownership?  Whether 

it’s a job in a call center, department store or plumbing company, owners of businesses want their 

employees to take ownership of their position.  We all want employees who really care about our 

business and our customers.  It’s important to do your best to be helpful and courteous.  Treat 

customers as though YOU own the business, that you invested your life savings or your blood, 

sweat and tears to make it a viable company.   

When you make it your job to understand our customers’ business, what they do, how they do it 

and what is important to them, you can represent them well as you answer their phones.  Our job 

is to help our customers communicate better with their customers.  We can help them grow by be-

ing attentive to the people who call them - just like we would if it was our own business. 

Finally, remember that corny but true saying, “You can’t spell success without U.”  You can be the 

most talented, dedicated, knowledgeable agent ever, but if you aren’t at your seat, ready to take 

calls when your shift begins, you aren’t good at all.  In fact, if you are a terrific agent, you are more 

missed when you aren’t there than if you were a poor agent. 

That’s what it takes to be a really valuable staff member; appreciated by your clients, your peers 

and your managers.  


