C H A P T E R T H R E E : A New Millennium

So what does it really mean to be “on the bus”?
To me, it means:
• Keeping promises. Always keeping your
promises and never promising anything that you
cannot honestly deliver. Staying late and/or taking
an employee’s or consumer’s phone number
home to call them—only because you promised
you would get back to them that day.
• Truly liking what you do, so that it shows in
every call and/or contact with all employees and
consumers whether it is 9:00 am or 4:57 pm.
• Being proactive, even though it may cause extra
work for you.
• Having courage and being brave enough when
asking an employee whose schedule is already
maxed out to do that extra shift (which you know
she will probably take) when that employee is
one of your very few options to cover the shift
and saying at the end: “Please say no if you really
don’t want to” knowing full well that she may
take you up on it and decline.
• Taking the time to really listen to both your
employees and consumers.

• To absolutely never think of an employee
as simply a warm body or someone with
“availability” and to never think of consumers
as simply an address. Remember we are
dealing with people.
• To realize that your employees do give their all
when providing service and to also give your all
(complete and accurate directions; honestly advise
them of what they may be walking into, etc.).
• Never lying under any circumstances and never
embellishing anything to make life easier for you.
Never shift blame where it doesn’t belong.
• Making a decent attempt to understand
where that “challenged” consumer/caregiver may
be coming from whether you agree or not. By
listening, you will validate his/her feelings.
• Being compassionate. To always remember
that behind every single “challenge” is a little
scared person needing help. To strive to make
your best effort in accepting people as they are
and not as you think they should be.
• Respecting feelings. Realize that the
homebound consumer‘s world, unlike yours,
is limited and challenging. What may not seem
very important to us may be extremely important
to them.

• Working as a team. Be aware of your fellow
workers’ jobs and responsibilities and strive to
help—even when you are busy yourself.
• Taking responsibility for your work, and
remembering to ask for help when needed and
to return that favor when asked by others.
• Having fun doing this important and stressful
and energy-zapping work. Create a serious, yet
warm and human atmosphere within the office.
• Learning from your mistakes, and getting right
back on the bus—not beating yourself up.
• Making a huge fuss over your employees
from your heart.
• Leaving your own personal problems at the
door—to actually say to yourself “SHOW TIME”
before walking into your office or whatever
“mantra” works for you. Decide to have a
positive attitude no matter what.
• Never feeling alone, because you are not—
you are “on the bus.”
Being on the bus is a state of mind—
enjoy the ride!
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