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Bootes, the herdsman, rides 
through the sky during the 

late Spring and early 
Summer. While he may have 
appeared as a shepherd to 
the ancients, modern star-

gazers like us can easily 
recognize the shape of a kite, 

with the bright 
star Arcturus at the point of 

the kite where the tail is 
attached  

 
Bootes was identified with a 

farmer who plows the land 
during spring. The Romans 

called Bootes the Herdsman 
of the Septemtriones, that is, 

of the seven oxen 
represented by the seven 
stars of the Big Dipper, 

which was seen as the cart or 
the plow.   
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                                 A Shining Star to Guide the Way… 
 

                                                Today’s Luminary is Anna Buonassisi  

                          

A nna Buonassisi came to Focus Telecommunications in May 1999; she was 
looking for “just a job” to support her while she looked for a “real job”; instead she 
found a career that will soon span 20 years.  Anna is our Director of Customer 
Care, but that title doesn’t explain half of what she does, or a quarter of what she 
knows about our customers! We named our department Customer CARE rather 
than Customer Service and no one could care about our clients, and our company 
more than Anna does.  She is part Watch Dog and Part Mother Hen, fiercely 
defending both sides. If we have made an error, or caused a customer grief, Anna 
is there to figure out why it happened and how to fix it. Can we change the 
programming to eliminate the chance of further errors, is it a training issue? She 
sees protecting our clients as one of her most important responsibilities. 
 
Several years ago, Anna asked for, and was given, the task of reviewing our 
Accounts Receivable and calling people who were behind on their payments.  Her 
diligence has helped to bring our overdue accounts down to a bare minimum. In 
this role, she is again fierce, protecting our company against clients who would 
take advantage of us.  Most of the time all that is required of her is some research 
– when a client wanted to know why their bill was higher than usual, she was 
quick to remember and remind them their phones were down for two days at the 
beginning of the billing period and we took their calls.  She is happy to set up a 
payment plan for someone who is having difficulties; and is usually able to bring in 
overdue money while maintaining a great relationship with our customers. 
 
Anna is great at building relationships, she is quick to offer to take a shift for an 
employee looking for coverage; and is willing to take the overnight shift for a week 
when vacations are due. She is loyal, and our entire team loves her. 
 
Anna truly shines when she is able to visit our clients; taking small gifts and her 
special brand of responsiveness.  Whether she is 
there to provide backup to a sales person when 
bringing a client on board, or she is there to 
review a customer’s service challenges (and 
possibly issues), she understands what people 
need and how to create an account profile and 
instructions that will deliver success.   
 
While no one is indispensable, Anna almost is. The 
support she provides to everyone at Focus would 
be sorely missed if we didn’t have her on our 
team! 

Submitted By Tom Reandeau 
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                 How to Deal with an Angry Caller 

I 
t’s inevitable, eventually you’ll find yourself dealing with someone 
who is angry.  It comes out of the blue, and you are just not ready 
to have someone begin ranting at you right after you’ve politely 

ask, “How may I help you?”  Take a deep breath; see if you can turn 
this around. 
 
First, empathize in your mind.  “POOR GUY, something has happened 
to make him miserable!”  Your job is to help him.  Now, listen without 
judgement until the story is out.  There are a lot of things that can 
cause out of control anger, and you must remember the anger isn’t personal.  You are just 
caught in the crosshairs.   
 
Never admit fault, when everything is out in the open, it may not have been the fault of the 
answering service or your client.  So, you can’t say, “I’m sorry we did that.”  But you can say, 
“I’m so sorry you had to go through that.”  “I’m sorry that happened.”  “I would be unhappy 
too, if that happened to me.”  Establish that you care how he feels. 
 
Anger is an emotion; so, the incident itself might not be only problem.  In our business, it’s 
often the fear of what might happen, the fear of losing a client, or a job, or money, that is 
driving the anger.  Fear makes us lose control.  There are two things at work, anger at the 
incident that caused the problem and the emotional anger at the result.  While we often try 
to explain why something happened, it is wise to try to deal with the emotional anger first. 
 
Next, let him know that you will try to help him.  Say, “Let me help you, sir” and follow 
through right away asking a question, repeat the answer as you type it into the message 
template.  Ask the next question.  You are quietly taking control.  Be matter of fact but speak 
in a soft voice.  Never raise your voice when someone is yelling at you; lower it to almost a 
whisper, it has a calming influence. 
 
Never interrupt.  That’s like pouring gasoline on a fire, it’s sure to flare up even more.  
People become calm and then rant again.  Wait patiently, knowing that anger sometimes 
comes in waves.  When it’s your turn to speak, let the caller know exactly what you will do 
to help before you hang up.  
 

Callers, especially our own customers, don’t want to hear a long 

explanation of what happened.  That just sounds like excuses to 

them at this point.  They want you fix their problem.  Be as 

efficient as you can, get all the facts, and then tell the caller you 

need to do some research.  Give him a time that you, or your 

supervisor, will get back to him.  Many times, an angry caller 

becomes much more rational when their call is escalated to a supervisor.  When people 

know you care, they eventually come around. 



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

 

H ow much of your valuable time do 
you lose parked in front of a screen? Two-
thirds of wealthy people watch less than an 
hour of TV a day and almost that many—
63  percent—spend less than an hour a day on 
the internet unless it is job-related. 
 

Instead, these successful people use their free 
time engaged in personal development, 
networking, volunteering, working side jobs or 
side businesses, or pursuing some goal that will 
lead to rewards down the road. But 77 percent 
of those struggling financially spend an hour or 
more a day watching TV, and 74 percent spend 
an hour or more a day using the internet 
recreationally. 

L ong periods of time in front 
of a screen - computer, tablet, or 
phone- decreases blinking by more 
than half.   
 
Use the 20-20-20 Rule to wet and 
refresh your eyes.  
Every 20 minutes 
look at something 
20 feet away for at 
least 20 seconds. 

A  healthy tip that all of us want to hear 
is that vacations are an important part of 
staying healthy at work.  "It's very beneficial to 
get away for a long vacation that will help you 
recharge your 'batteries,'" says Jonathan 
Kramer, a clinical psychologist  and president of 
Business Psychology Consulting. "Vacations 
help reduce stress and get your mind off 
work..." 
 

Stress can impair your immune system, 
increasing the risk of illness, explains Kramer, 
so minimizing it is essential -- and fortunately, 
vacations are just the way to do that. 

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

ACHIEVE 

COMPETITIVE 

COMPLIMENT 

CONSISTENCY 

CONTROL 

CUSTOMER 

ETIQUETTE 

EXCELLENCE 

HABITS 

IMAGINE 

LISTEN 

PLEASE 

 

REPEAT 



A 
stronaut Scott Kelly spent most of 2015 in space and has just finished his memoir of the 340-
day journey.  In his book, Endurance – A Year in Space, a Lifetime of Discovery”, he writes, 
“I’ve learned to better compartmentalize, which doesn’t mean forgetting about feelings but 

instead means focusing on the things I can control and forgetting what I can’t.” 
 
The ability to compartmentalize feelings is one of the most important personal skills we can acquire.  
To understand what we can change and what we can’t, and to bury that which we can not change, 
gives us the power to do more and better things in life.  When our brain is busy fighting the 
frustration of negative things, it uses energy that we could be putting to good use for growth.  Those 
conversations we have in our heads, the woulda, coulda, shoulda that are out of our hands should 
also be out of our heads. 
 
Some people imagine a box in their heads where they stuff negative thoughts and lock it with a key.  
Others use self-discipline to turn off those broken records and think about things they CAN control.  
Still others do something active that will help them redirect their energy.  Whatever trick you use to 
make this happen, hone the skill so that you can use it at will. 
 
When something upsetting happens, give yourself a specific amount of time to wallow in it – think 
about it with intensity, cry, be angry; concentrate on those negative feelings; and when the allotted 
time ends, replace them with positive activities and thinking.  It may take a lot of self-discipline to 
conquer your anxieties; your first efforts won’t always be successful, but as you practice, you will 
perfect your ability to overcome the negative.  Open new compartments, concentrate on new 
thoughts, accept new projects and learn new things. Give your mind positive things to think about 
and you will prevail over the things that scatter your thoughts, drain your energy and hold you back. 
 
This is the way to accomplish your dreams, put them in a positive compartment and spend your time 
and thoughts there, learning how to achieve your goal.  Then repeat the process.  Each time it 
becomes easier. 

Compartmentalize Negative Thoughts  

The International Space Station will eventually reenter the Earth’s 
atmosphere and crash into the ocean.  Scott Kelly hopes to be there 
to see that happen.  “We will never have a space station like this 
again’, Kelly said, “and I will always be grateful for the part I’ve 
played in its life.  In a world of compromise and uncertainty, this 

space station is a triumph of engineering 
and cooperation.  Putting it into orbit – making it work and keeping it 
working – is the hardest thing that human beings have ever done, and 
it stands as proof that when we set our minds to something hard, when 
we work together, we can do anything.  I know we can solve our prob-
lems here on earth.” 


