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Getting busier
The PCA contract was a turning point—it doubled the
business. In pre-computer days, that presented the company with operational challenges. For a while, binders were the
answer. One binder contained client and case information;
another was packed with employees’ contact information.
That system evolved to a more streamlined system of
index cards.
Telephones were a lifeline. Office employees relied on an
answering service run by live operators during non-office
hours to relay after-hours calls. “Anytime we were out of the
house, we would have to call in to the answering service to
make sure there weren’t any calls that came in,” says Peggy.
Because Mark always had to stay on top of calls and
be available to quickly resolve problems, he carried a large
canvas tote bag with him everywhere. It was bursting at
its seams with papers that listed contact information on
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home health aides and clients. For years, Mark himself was
regularly on-call or would step in at the last minute. Once, in
a pinch, he even turned to Little Jo—the second cousin who
had inspired him to look into home care as a business
opportunity—to fill in as a home health aide. She later
became a full time live-in for BAYADA.
“I put my name on the list for callouts, and I’d visit clients
periodically. When I showed up, they wouldn’t know who I
was,” he observes.
Mark even bought a short white jacket and white pants
to wear to visits. And he took 60 hours of home health
aide training to become certified in 1984. Kathy (Kathaleen)

