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The History of Constellations 
 

Constellations move across the 
sky on a regular schedule, much 
like the sun. At various times of 

year, different constellations 
appear at sunset.  

  
Most of the constellations we 

know of today bear Greek and 
Roman names, but people 

mapped the sky before these 
empires took hold. The Greeks 
adopted their system from the 
Babylonians, whose origins in 
turn may have stemmed from 
Sumerian traditions 3,000 
years before. Even further 

back, scientists suspect that 
markings on a the cave walls at 
Lascaux in southern France — 
created over 17,000 years ago 
— may chart the Pleiades and 

Hyades star clusters, making it 
the first known star map. 
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                                 A Shining Star to Guide the Way… 
 

                                                Today’s Luminary is Sierra Wade 

                          from Nationwide Inbound 

C 
lient tag lines - music to our ears with this month’s Luminary! 
   
Sierra Wade was a college student in February, 2010 when she began her 

employment with Nationwide Inbound. We could easily see that this young lady was going 
to be an asset to our team.  She quickly learned our software, and her friendly, wonderful 
customer service skills brought raving customer reviews.  Executive Vice President, Renita 
Dorty, states, “When Sierra answers the phone and says our clients’ taglines, she has a 
musical lilt … almost like she is singing a jingle.  Both callers and co-workers can’t help but 
smile when they hear her.” 
 
Sierra continued to work for us through August of 2012 when she headed off to Central 
State University in Wilberforce, OH.  For two years, she would come back on breaks and 
pick-up shifts.  In May of 2014, she became our first remote operator.  Through many trials 
and challenges, our test run with Sierra ended up being a success!  She continued as a 
remote operator through the end of 2014 when she graduated with a degree in Business 
Management. 
 
Sierra has filled many roles and had many responsibilities.  After graduating college, she 
returned fulltime and today she is a Division Manager and, with her team, is in charge of a 
very large account.  Rachel Steele, one of our trainers who works with Sierra, states: 
“Sierra's leadership skills are AMAZING!!  Her personality is also outstanding. When 
someone is down, she tries to brighten their day.  She goes above and beyond to make 
sure that everyone stays on track, and if help is needed, she’s always right there.  When 
coaching, she makes sure that she brings in real life situations.  I definitely could not ask 
for a better manager than Sierra.”   
 
Sierra’s entrepreneurial drive truly makes her an asset to our company and her own.   Her 
photography business is growing and developing.  “I recently got married,” said a 
coworker, “And Sierra was my wedding photographer. I had the pleasure of getting to 
know her on a personal level; she’s truly one of the most good-hearted people I know!  
She went out of her way to allow my three-year old daughter to “help” take pictures and 
even read to her while everyone was getting ready.  That’s just one example of her 
thoughtfulness. Sierra is honestly the best supervisor I have ever had!” 
 
Sierra is truly a model employee; taking ownership of her team 
and helping them develop to the best of their ability. She is 
extremely reliable and leads by example every day, holding herself 
and her team, to the same high standard. She is deeply respected. 
No matter how stressed Sierra gets, on the busiest days, she keeps 
her sunny, positive attitude. Operations Manager, Christie Stewart 
states: “We are very fortunate and thankful to have Sierra and we 
appreciate all that she does!  She is an integral part of the success 
of her team and the Nationwide Inbound environment overall!” 
 
 

Submitted By Renita Dorty 
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Professionally Speaking – So… 

D 
o you remember not so long ago, when people, especially younger people could hardly get 
through a sentence without saying “like”?  “So, I was talking with my friend, and like, he 
said this is like, a really good answering service.  So, like, I was wondering what your pricing 

is, and like, how you like set up the service.”  Fortunately, all those “likes” have diminished in 
conversation.  (Especially since this isn’t “Like” a really good answering service; this IS a really good 
answering service!). 
 
However, did you notice that the speaker above also began both sentences with the word” So”?  
 
In the last year or two, we have begun hearing the word “so” used to begin sentences.  That is nearly 
always a misuse of the word and will probably make the list of our No-No words in the coming year 
or two.  Listen for it as you watch live television or carry on general conversations.  People who are 
aware of this happening will be distracted and disturbed by this habit.  They’ll begin counting the 
number of sentences you begin in this manner rather than listening to what you are saying.   
 
If you are trying to make a point and begin your sentence with “So, … “ your listener may well be 
unable to pay attention and could even become annoyed.  It is very similar to the use of the word, 
“like” being interjected into sentences where it does not belong.  If you want your point to get 
across, do not begin your sentence with, “So”.  For example, if you begin a sentence with, “So, we 
can begin your service as early as tomorrow.”  The listener’s thought might be, “Sorry, I’ve changed 
my mind; I want a service that represents me in a professional manner.” 

Professionally Speaking - 

Words and Phrases To Avoid  
 
 
  Yup, Yep, ya/yeah (instead of yes)             
  All righty                          
  Okey Dokey                        
  Sure                               
  K 
 
  Nope 
  No Worries (instead of thank you) 
  No problem (instead of thank you) 
 
  Bye-bye now 
  Bu-bye 
 
  Ain’t 
 

Gonna 
Lemme  
Speakin’ 
ya know 
 
Cool 
My bad 
 
And “Crutch” words such as 
So 
Well 
Um 
Uhhhhh 



Wealthy... 

Healthy... ...and Wise 

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

E nvision where you want 
your career to be in a 
few years, and start 

living it, talking it and looking 
the part today! Try to dress for 
the position that you want, not 
the position that you have.  
In your written and verbal 
communications, make sure 
that you are professional, clear 
and concise. 

I n order to be an effective 
supervisor, you need to 
be aware of your 

organization’s policies and 
procedures.  If you don’t, 
you will likely make promises 
you can’t keep or deal with 
situations inappropriately 
simply because you do not 
understand the correct 
procedure. 

P lan ahead for mealtimes. 
Plan out your meals for 
the week ahead. This 

cuts out a considerable amount 
of time and stress and you are 
less likely to make an unhealthy 
last minute choice.  

I am a 
_____  _____ 

 
Supervisor! 



W 
e have all taken calls from someone who is being unrealistic, or unreasonable, it is a 
fact of life in a call center.  But how we respond to those callers and then to the 
operations room at large tells a lot about the kind of person we are, and the kind of 

company we work for.   For example: 
 
Mrs. Queen calls, she sounds like a senior citizen and she wants to report that her newspaper is 
being thrown in the bushes and not on her doorstep.  She is quite upset; this is the third time this 
week and she has reported it twice already.  The agent dutifully fills in the message ticket and tells 
Mrs. Queen that she will give her message to the office when it opens.  The agent doesn’t feel 
especially sympathetic and it not only shows in her lack of compassion while speaking with Mrs. 
Queen, it shows after the call. 
 
“My paper was in the bushes again today.” she mocks aloud in a crotchety old voice, garnering 
some giggles from agents seated nearby.  “I sure wish I didn’t have anything better to do than to 
complain about where my paper lands.” The agent continues, “she has no idea how difficult it is to 
aim those things; and at 6:00 in the morning no less!” 
 
This agent’s performance sets the stage for the morning.  “You will never believe THIS!”  laughs 
another agent, “Mr. King just called and he wants to know why it took 15 minutes for us to call him 
with a canceled appointment this morning.  He couldn’t understand it took five minutes to get his 
client off the phone, she wanted to ramble on and on, and then we had a couple of calls to deliver 
that were in line before his message and that took time.  Geez, what does he think – he is our only 
customer?” 
 
The mood in this operations center is going to go from bad to worse.  No one is going to have a 
good day, and they probably won’t even know why.  This kind of behavior, subtle though it may 
be, is why people don’t want to go to work.  This is not a happy place to be. 
 
In a negative atmosphere, we often experience one-ups-man-ship “I can out-do YOUR story; listen 
to this!”  And so it goes; each person adding to the snowball of discontent.  If you want a happier, 
more productive place to work vow to never allow negativity in the workplace.  No mocking, no 
complaining, no criticizing!  These practices undermine the whole idea of Customer Service.  When 
a negative attitude prevails, 
kindness, and helpfulness – the 
things your clients EXPECT from 
your service - are non-existent.  
If you want a better place to 
work, and you want to attract 
more customers, keep your 
operations center a positive, 
happy place to be.   
 

Ban Negativity! 
 

Anti-Customer Behavior 


