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I t takes a variety of personalities and 
work styles to make up a success-

ful workplace, but differences can 
cause misun-
derstandings 
and conflict 
on the job. 
To stay pro-
ductive and 
professional, 
you have to 
learn to han-

dle these differences and use them 
as a way to do the job better.

Rebecca Thorman, author of the 
“Kontrary” blog, has five strategies 
to help you do just that.

1.  Serve up feedback sandwich-
style. It can be difficult and discour-

aging to receive negative feedback, 
so serve it up between two slices of 
positive. Start with something posi-
tive, move on to the negative feed-
back or constructive criticism, and 
then wrap up with more positive.
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Odds are you’re wasting time. A 
Salary.com survey reveals that 

the average employee admits to 
wasting roughly two hours each 
workday—not including lunch or 
scheduled breaks.

But what about administrative 
professionals? After all, to do the 
job well, you must be a master of 
tracking dozens of moving pieces, 
while keeping a close eye on scores 
of deadlines.

Administrative pros offer their top 
time-management advice:

1.  Transfer all tasks (work and per-
sonal) onto your Outlook calendar, 
advises one admin. She can access her 
synced calendar on her PC or smart-
phone. Why? Simply writing down a 
to-do is no assurance that it will get 
done. Assigning the task a date and 
time ups the chances that it will.

2.  Set two reminder alerts for every 
calendar task and appointment. Set 
one reminder for two hours prior 
to the task deadline and a second 
reminder for five minutes prior.

3.  Rise early. One uber-productive 
admin uses morning hours to orga-
nize everything at home and read 
her email for work. “By answering 
emails from home in the morn-
ing, my travel agent or co-workers 
have answers to work on and aren’t 
pouncing on me the moment I walk 
into the office,” she says.

4.  Build in a safety net. One admin 
sets a timer at work for whatever job 
she’s tackling. It lets her know how 
much longer she must maintain her 
focus. “It doesn’t always work, but 
most times it does,” she says.

Admins’ 5 best time-management tips

(Continued on page 7)

1-Minute
        Strategies

 ■ Get organized: Create your 
own SOP manual. To get 
started on a procedures 
manual that can be used 
over and over again by you or 
anyone who needs it, down-
load a sample SOP manual at 
www.AdminProToday.com/
standardoperatingprocedure. 

 ■ 4 skills you need to get ahead. 
(1) clear communication; 
(2) positive personal branding; 
(3) flexibility to learn new skills 
and adapt quickly; (4) produc-
tivity improvement or finding 
ways to come up with new 
products and creative ways to 
help the organization.

 ■ Motivate with the right phrase. 
To build excitement, say: 
“Please update me on your 
progress”; “That’s an excellent 
idea”; “I’d be glad to take 
care of it”; “Nice job on sav-
ing that account”; “Let me 
help you solve this.”

 ■ Make any decision-making 
group more effective by limiting 
membership to seven. Once 
you have more than seven in 
the group, each additional 
member reduces decision 
effectiveness by 10%.

 ■ Use “and” instead of “but,” 
advises Joan Burge of Office 
Dynamics. Instead of saying, 
“I know you’ve missed the 
deadline, but …” say, “I know 
you’ve missed the deadline, 
and …”  Why? Using “but” 
sets up a negative. This can 
make people defensive. 

Business Management Daily Special Edition – April 2019 www.AdminProToday.com

Jane had worked with her admin 
team on a report the field sales team 

needed for its sales efforts. The report 
would be a “starting point,” since the 
field team hadn’t kept the customer 
account database updated. Her hope 
was that the sales team would gradu-
ally provide feedback, so she could 
update the database.

But one field manager, Tom, didn’t 
like all the inaccuracies. 

He came to Jane to vent his frus-
tration. When he was finished, Jane 
explained that she had no way of 
knowing the up-to-date information, 
but she planned to support sales by 

updating the database, once the field 
team provided the missing information.

Flash forward to a few days later. On 
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Billy, the president of a growing com-
pany, needs help with what he calls 

“personal stuff”—like handling a prob-
lem he has with his water bill. 

“I don’t have time to wait on the 
phone for two hours, but I don’t mind 
paying my assistant to do the same,” 
he says.

The trouble, says Billy, is that his as-
sistant doesn’t believe that it’s her role.

“I think assistants who won’t help 
out with the personal stuff probably al-
ready have attitudes that bosses don’t 
like,” he says. 

While he never makes his staff clean 
his office or brew coffee, he does need 
help with the personal stuff. 

Is it wrong for Billy to ask an assis-
tant to handle his water bill? Should 
a boss’s personal tasks be part of an 
administrative pro’s duties?

Our readers weighed in on the 
topic, revealing a range of opinions 
on what’s fair to expect of an admin. 

Here’s what they said:

• Administrative assistants aren’t 
personal assistants, and vice versa.

“It’s not professional to ask your 
executive assistant to handle personal 
issues or vice versa, and it reflects 
poorly on you as a manager,” says Tori. 
“It’s no different than someone com-
ing to you to handle an IT problem or 
to fix the air quality in the building.”

Two hours on hold with the water 
company is two hours of not doing 
other deadline-oriented work, all of 
which needs tackling once you com-
plete the call.

Where the personal and profes-
sional line blurs you generally see a 
highly compensated assistant, says an-
other admin, Ulla. “The manager’s life 
will frequently interfere with the assis-
tant’s ability to have a life,” she says. 

• Handling a personal water bill 
doesn’t help the business, so it 

What’s fair to expect of an admin?

(Continued on page 2)
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1-Minute
        Strategies

n Make any decision-making 
group more effective by limiting 
membership to seven. Once you 
have more than seven in the 
group, each additional member 
reduces decision effectiveness 
by 10%.

n Turn an intention into an action 
with the power of “when,” Peter 
Bregman says on the Harvard 
Business Review blog. Next 
time someone promises he or 
she will do something for you 
—meet with you, help you with 
something, etc.—politely ask 
“When, so I can put it on my 
calendar?” If the person says 
“Tomorrow,” follow up with 
“When tomorrow?” Specificity is 
the secret to getting things done.

n Find the volunteer gig that’s 
right for you. Giving back can 
lift your skills—and your sense 
of well-being. Check for local 
options on Hands on Network 
(www.handsonnetwork.org) and 
United Way (http://liveunited.
org).

n Did you just do someone a 
favor? When he or she thanks 
you, don’t just say, “You’re wel-
come.” Respond with “I know 
you would do the same for me,” 
advises Enchantment author 
Guy Kawasaki. By saying that, 
you’re telling the other person, 
“I think you’re an honorable 
person, so I know you’d do the 
same for me.” You’re also say-
ing, “I hope you’ll support me 
when I need it.”
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50 
verbs make 

minute-taking 

easier …
 see page 2
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Best time-savers
(Cont. from page 1)

Between vague agendas and never-
ending PowerPoints, meetings 

have become a waste of time for 
many.

Here is how some experts struc-
ture their huddles to make them pro-
ductive and run more smoothly:

1.  Never schedule a meeting 
beyond 90 minutes. Bob Pozen, a 
senior lecturer at Harvard Business 
School, tells the Harvard Business 
Review (HBR) that at 90 minutes, 
“people turn off” and “the diminish-
ing returns are staggering.”

2.  Deliver meeting material the 
day before by email, Pozen says. 
That way, you won’t waste precious 
minutes at the beginning reviewing 
material as a group.

3.  Require a one-page executive 
summary for all materials, Pozen 
says. The expectation is that all 
attendees must read the summary 
before the meeting.

4.  Post the mission statement in 
the room if you’re holding a board 
meeting, advises Johnson. Pick a 
mission-related topic to talk about 

first. Or hold the meeting in a loca-
tion that is central to the board’s mis-
sion.

5.  Gather opinions with a round-
robin approach, starting with the 
junior members, Johnson tells Asso-
ciation Bisnow. No “dittos” allowed 
here.

6.  Appoint someone to play dev-
il’s advocate, says Johnson, to make 
sure problems are brought up and 
hard questions asked.

7. Let meeting participants agree 
on deliverables and set their own 
timetables at the end of the meeting. 
“Then they will have an ownership 
interest in the follow-up, rather than 
just going along with my directions,” 
he tells HBR.

8.  Do 80% of the work before 
the meeting. At Intel Corp., meeting 
holders must circulate a draft agenda 
to gather suggestions and revisions in 
advance. The final one-pager includes 
the meeting’s purpose and goals, 
subtopics with time frames for each, 
a list of attendees and what each one 
should bring to the table.

8 steps to a more productive meeting
 Meeting Management  

I f you find yourself repeating the same words over and over when you 
take meeting minutes, Executive Assistant Nicky Christmas, who blogs all 

things PA-, EA- and VA-related on her Practically Perfect PA blog, offers a 
good list of verbs “that you can slot into the minutes as and when you need 
them.” Here’s her list:

50 verbs to spice up your minutes
 Minute-Taking  

 ■ Jamie Mercer, writing for 
Business2Community, reminds 
us that the amount of time you 
allot for a task is how long it will 
take you to complete it. If you 
schedule yourself two hours for 
a task that can be done in one 
hour, it will probably take you the 
whole two hours. Tighten up!

 ■ Christine Louise Hohlbaum, 
author of The Power of Slow: 
101 Ways to Save Time in Our 
24/7 World, writes that there’s 
power in “slow.” “It is scientifi-
cally proven that slow is faster 
and fast is merely exhausting,” 
she says. Two tips: Close all 
computer windows except the 
one you need to do your job. 
And save your favorite tasks for 
last to avoid procrastination.

From the experts...

5.  Embrace punctuality. Every time 
you find yourself racing the clock to 
get to work, stop and ask yourself 
why. Don’t get caught in an endless 
cycle of arriving to the office already 
behind schedule. 

Now, let’s see if you recognize 
some potentially problematic behav-
iors. How many minutes this week 
did you spend …

…searching for notes you took but 
misplaced?

…patching a not-quite-perfect pro-
cedure yet again instead of setting up 
a system so it’s solid forever?

…figuring out what to eat for 
lunch?

…deleting emails you have no 
intention of reading?

…getting involved in conversa-
tions that didn’t make you feel better 
about anything?

…posting on social media just 
because you hadn’t posted for a bit?

…complaining about anything at 
all?

 Online resource  Get your entire 
office organized efficiently, once 
and for all! Use the easy-to-implement 
guidelines in our free Special Report 
at www.AdminProToday.com/
officeorganizer.

 ■ Acknowledged/
Agreed On

 ■ Agreed to
 ■ Announced
 ■ Arranged
 ■ Asked for
 ■ Asserted
 ■ Assured
 ■ Believed
 ■ Brought up
 ■ Complained
 ■ Confirmed
 ■ Decided

 ■ Declared
 ■ Described
 ■ Detailed
 ■ Discussed
 ■ Displayed
 ■ Emphasized
 ■ Explained
 ■ Expressed
 ■ Guaranteed
 ■ Identified
 ■ Implemented
 ■ Informed

 ■ Listed/
Maintained

 ■ Mentioned
 ■ Noted
 ■ Observed
 ■ Perceived
 ■ Predicted
 ■ Presented
 ■ Promised
 ■ Proposed
 ■ Recommended
 ■ Remarked
 ■ Reported

 ■ Requested
 ■ Reviewing
 ■ Said
 ■ Settled
 ■ Showed
 ■ Specified
 ■ Stated
 ■ Stressed
 ■ Suggested
 ■ Summarized
 ■ Understood
 ■ Worked on
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You want to improve yourself, but 
who has time to read all of those 

self-help books? Never fear, New 
York Magazine did the work for you 
and summarized the key advice con-
tained in some of the best.

•  How to Make People Like You 
in 90 Seconds or Less, by Nicholas 
Boothman. When you’re talking 
to someone, find places in the 
conversation to say “me too.” Try 
spending 30 seconds of a conversa-
tion synchronizing your body lan-
guage to the other person’s body 
language.

•  The Power of Habit: Why We Do 
What We Do in Life and Business, by 
Charles Duhigg. Pick a cue and set a 
clear reward for yourself. 

•  Influence: The Psychology of 
Persuasion, by Robert B. Cialdini. 
Do someone a small favor before 
you ask him for something. Always 
ask for more than what you want, 
and when you get turned down, ask 
for what you want.

•  The Antidote: Happiness for 
People Who Can’t Stand Positive 
Thinking, by Oliver Burkeman. Focus 
on the worst-case scenario because 

what happens will inevitably be a 
pleasant surprise. 

•  Choke: What the Secrets of the 
Brain Reveal About Getting It Right 
When You Have To, by Sian Beilock. 
Write out your worries before an 
important event. Sing a song or 
count backward by threes.

•  Your Brain at Work: Strategies 
for Overcoming Distraction, Regain-
ing Focus, and Working Smarter All 
Day Long, by David Rock. Practice 
lowering your expectations. When 
you feel anxious, remind yourself, 
“That’s just my brain.” If you must 
multitask, toggle between repetitive 
tasks and those that require you to 
think actively.

•  The Happiness Trap: How to 
Stop Struggling and Start Living, by 
Dr. Russ Harris. Practice accepting 
tough times and thoughts by saying 
to yourself, “It’s unpleasant, but I can 
accept it.” 

•  How Will You Measure Your Life? 
by Clayton M. Christensen, James 
Allworth, and Karen Dillon. Never 
cave to the temptation to violate 
your moral code—even once. 
— Adapted from “How to Read 31 Books in Four 
Minutes,” New York Magazine.

Looking for a little self-help?
 Personal Development  

Every office has a go-to person 
people count on to deliver in any 

situation. While that person may 
appear to work more, she also gains 
considerable advantages, including 
respect, a broad network, great rec-
ommendations and plenty of lever-
age. It’s possible to become the 
go-to if you try, says Kelly Gurnett, 
assistant editor of Brazen Life.

1.  Be adaptable and agreeable. 
Take problems in stride and do 
what’s asked with a smile.

2.  Do more than what’s expected. 
Turn in your work early, come up 
with a better way to do things—

anything to show you’re a strong 
member of the team.

3.  Keep calm and carry on. Don’t 
lose your cool when things go 
wrong, just keep working to accom-
plish the task at hand.

4.  Remain consistent. Strive to be 
the rock everyone can count on in 
any circumstance.

5.  Stay in learning mode. Don’t 
stop learning and soaking up infor-
mation outside of your purview. Also 
keep bringing new people and their 
ideas into your network.
— Adapted from “How to Become the Go-To Guy (or 
Gal) in Your Office,” Kelly Gurnett, Brazen Careerist.

5 steps to becoming that go-to person
 Getting Ahead  

GRAMMAR REPAIR SHOP

Want to be happier?
6 habits to adopt

The only true measure of your suc-
cess is how happy you are, says 

sales expert Geoffrey James, who 
offers six simple habits that can help 
you be happier.

1.  Expect the best. Life usually 
lives up to your expectations, so 
set them high by making your first 
thought each morning something 
positive.

2.  Plan and prioritize. Make sure 
you do one thing first each day that 
will move you closer to your highest 
goal and purpose in life.

3.  Give everyone you meet a gift. 
It could be as simple as a friendly 
nod, smile or kind word.

4.  Assume others have good inten-
tions. When you assume the oppo-
site, you just add extra misery to 
your life and isolate yourself.

5.  Don’t stress what you can’t 
control. Do what you can and don’t 
worry about the rest.

6.  Be grateful. Write down one 
great thing that happened to you 
during the day.
— Adapted from “9 Daily Habits That Will Make You 
Happier,” Geoffrey James, Inc.

This, that and  
the other thing
Be careful when constructing 
sentences containing this, that, 
they, it or which when these 
pronouns can refer to more 
than one noun. 

Vague: The photo album was 
found in the attic. It was a real 
mess. 

In the sentence above, the 
reader cannot tell whether “It” 
at the beginning of the second 
sentence refers to the album 
or the attic. 

Clear: The photo album was 
found in the attic. The place 
was a real mess.
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G reat events, the ones where 
everything goes well and every-

one has a good time, don’t just hap-
pen. They’re always the result hard 
work and a great 
deal of planning.

When you find 
out you’ll be respon-
sible for organizing 
an event, the first 
thing you should do 
is create a planning 
timeline and a bud-
get, says Christi Domingue-Rangel, 
owner of SophistOccasions, a Baton 
Rouge, La., company that specializes 
in planning corporate and nonprofit 
organizations’ events.

Having a timeline in place from 
the start allows you to avoid trying 
to pull everything together in a rush 
at the last minute and allows you to 
delegate some tasks if you need.

It’s essential to find out the bud-
get and also what your boss expects 
the event to be like. “Some com-
panies expect a champagne event 
on a beer budget,” says Domingue-
Rangel. That’s certainly a challenge, 

but one that’s best to understand 
from the start.

After you know how long you 
have to plan your event and how 

much you have to 
spend on it, you 
can get down to the 
nitty-gritty work of 
planning. Domingue-
Rangel offers these 
tips to help you make 
it great.

 ■ Invite the right mix of people. 
Whether you’re holding a formal 
professional event or a casual sum-
mer mixer, having the right mix of 
guests is essential.

 ■ Select a good host. It’s also 
important for the host to set the tone 
for the night. This person should 
make an effort to help people min-
gle, introduce guests to one another 
and make everyone feel special.

 ■ Serve great food and drinks. 
Consider introducing your guests 
to new wine and food to create a 
memorable experience. A signature 
cocktail with a unique name is also

always an event favorite. If your 
budget allows, hire a bartender to 
keep the drinks flowing.

 ■ Set the mood with an appropri-
ate atmosphere. Match your event’s 
ambiance with the style and formal-
ity of the event. When you have 
the appropriate layout, lighting and 
entertainment, it will support all 
other aspects of the event. 

If you’re seeking more advice and 
tips on event planning, Domingue-
Rangel recommends checking out 
BizBash.com, About.com’s Event 
Planning Guide and ATasteful-Affair.
com’s Party Planning guide.

“I keep up with new ideas and 
trends by attending other events,”  
says Domingue-Rangel. “It helps me 
keep my own work fresh. If I’m 
planning an event that I haven’t 
done before, I find one to attend 
and take mental notes about what 
worked and what didn’t.”

 Online resource  To keep duties 
and timelines on task, check out our 
event-planning checklist at www.
AdminProToday.com/checklist. 

Planning and executing a flawless event
 Event Planning  

Networking can be hard, but it’s 
easier with a little help from 

these four applications recom-
mended by writer Emily Green in 
the Daily Muse

1.  LunchMeet. This app helps you 
find good people to network with 
wherever you go by connecting with 
your LinkedIn account and finding 
people in your industry who are also 
interested in networking.

2.  MeetMe. Instead of going back 
and forth via text, phone or email to 
figure out a place to meet, just enter 
where you and the other person are 
coming from and this app will sug-
gest places in between where you 
can get together. It also lets you 

email directions to yourself and your 
colleague.

3.  Business Card Reader. Rather 
than keeping stacks of business 
cards or losing them along the way, 
you can save them digitally with 
this handy app. Just take a picture 
of a card with your phone and the 
app will add the person and his 
details to your contacts.

4.  Contacts Journal. This app 
helps you keep your connections 
straight by allowing you to keep 
notes on each one, set up meetings 
and attach documents related to 
your connection.
— Adapted from “10 Apps That Will Ramp Up Your 
Job Search,” Emily Green, The Daily Muse.

4 apps to help get your network going
 Networking Tips  

When we’re trying to convey a 
concept to co-workers, we tend 

to take the path of least resistance: 
typing a few words and dashing off 
an email. But think of the effect of 
that same email if, unlike any others 
that the recipient received today, it 
was comprised solely of a color photo 
with the message embedded within it.

 Even the free Paint program 
included in Windows lets you 
quickly drop text into any image, 
and the skill takes just a few minutes 
to learn on your own. Your reminder 
about a deadline will take on extra 
emphasis when the words are super-
imposed over a ticking clock.

 The key to maximizing this tech-
nique is to use it sparingly, when you 
really need to strike a stronger chord.

Dare to get visual
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By Melissa Esquibel, 
Microsoft® Certified Trainer

Q. How do I keep Word from 
AutoFormatting or Auto  Cor -
rect  ing certain text?
A. Sometimes AutoFormatting is 
a beautiful thing; sometimes it’s 
just an annoyance. For example, 
say you have an AutoCorrect 
option set for “cna” to correct it 
to “can,” but this time you want 
to use “cna” for the name of a 
company. As soon as you notice 
the change, use your left arrow 
key to expose a little blue box 
below and on the left side of 
the corrected word. Hover over 
it, and you’ll see a little light-
ning bolt icon. These are your 
Auto  Correct options. You can 
choose Undo Automatic 
Corrections to just undo it for 
this instance, or Stop … to stop 
doing it forever. You will also 
notice the lightning bolt when 
Word thinks you want to use 
AutoNumbering. Hover and click 
your preferred option to stop it.

Q. My tables never look right 
when I paste them into Power -
Point. How should I paste 
Excel data into PowerPoint?
A. This has been a long-stand-
ing issue between Excel and 
Power  Point. You have a few 
options when pasting Excel 
data from a spreadsheet into 
Power  Point. The one thing that 
doesn’t work well is a straight 
Copy/Paste. Using your Paste 
Special options is the way to 
go. For example, pasting as a 
bitmap allows you to size the 
“picture” of your cells to suit 
the slide. And you can choose 
to Paste Link, so your table 
keeps up with your Excel data, 
or not. Don’t link the data if you 
want to make sure that no one 
can change the numbers you 
pasted. Pasting as For  mat ted 
Text allows you to paste the 
data more plainly and have 
control over font size, color 
and style.

Tech Help Desk

H igh-speed presentations, ram-
bling discussions, unclear deci-

sions and vague action items at 
meetings without agendas make life 
hard for meeting note-takers, writes 
Lynn Gaertner-Johnston. Here are a 
few of her tips for organizing meet-
ings that are easier to record, which 
she shared in her recent e-newsletter.

• Have an agenda and distribute it 
in advance. This helps the note-taker 
know what is relevant and important 
enough to record.

•  Include  outcomes  rather  than 
just topics on your agenda. For 
example, “Discussion of team 
emails” is a topic; “Agree on best 
practices for team emails” is an out-

come. That outcome tells attendees 
to work toward agreement, and it 
informs the note-taker to listen for 
and record best practices that the 
group has agreed upon.

•  Help  the  note-taker  come  pre-
pared. Be sure the note-taker receives 
copies of presentations in advance to 
be ready for any unusual vocabulary 
or technical terms. Talk with the note-
taker before the meeting about how 
much information you would like to 
have recorded in the meeting notes.

•  Summarize  throughout  the 
meeting so attendees will know 
what the group has accomplished. 
This helps everyone know decisions, 
action items and key points.

Set the stage for a meeting note-taker
 Note-Taking Tips  

L ike it or not, people judge you 
by how you write. Strong writing 

skills will help you get noticed, earn 
your colleagues’ trust and move you 
up in your career, says author and 
writing coach Roger C. Parker.

If your writing 
could use some work, 
he has five sugges-
tions to help you 
improve it.

1.  Understand your 
audience. The best 
writers tailor their 
work to the people 
who will be reading it. Think about 
your audience and figure out their 
frustrations, problems and goals, 
and then tailor your writing specifi-
cally for them.

2.  Pick your topics off deadline. 
Adrenaline may get you moving at 
the last minute, but it won’t help you 
do your best writing. Instead, set up 
a schedule where you write out the 
topics well in advance. This affords 
plenty of time to think about them, 
both consciously and unconsciously, 
to more fully form ideas. 

3.  Leave time for editing. You 
don’t want to immediately send your 
work the minute you finish writing it. 
Leave at least 10 minutes, but prefer-
ably overnight, for it to sit while you 
clear your mind. When you come 

back, read it out loud 
to help you identify any 
glaring errors, run-on 
sentences or awkward 
phrasing.

4.  Read a wide range 
of writing. The more 
you read, the more you 
learn, and the more 

you will discover the differences 
between good writing and bad. 
Don’t limit yourself to writing by 
people in your field. Broaden your 
horizons to take in a wide variety of 
topics and writing styles.

5.  Develop a personalized pro-
cess. Strong writing is a habit, not 
something you do once or from time 
to time. Set a time and a place to 
write so you will become consistent 
and efficient.
— Adapted from “5 Writing Tips for Personal 
Branding Success,” Roger C. Parker, Business 2 
Community.

5 ways to improve your writing skills
 Communication Skills  
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The specifics of administrative 
assistants’ jobs are as diverse as 

the admins themselves. 
A question came up recently on 

the Admin Pro Forum:

“For the company policy guide, 
our team is submitting a set of three 
rules—just three—that administra-
tive assistants should keep in mind 
as they go about their work in order 
to be the best they can be. What 
should we include?”

— Toby, receptionist

We’re sharing readers’ thoughts on 
the three traits they felt were essen-
tial to being an excellent admin.

By far the No. 1 answer was “con-
fidentiality.” “Hear everything; repeat 
nothing,” said Admin Amy. “A lot of 
times we, as assistants, are left out 
of the loop. I do my job better if I 
understand what’s going on in the 
background.”

“Have a can-do attitude” was also 
a popular response. “Don’t say that 
something can’t be done, just make 
it happen,” said Angela. “Never leave 

someone hanging because of lack of 
information; always make it your job 
to find the answer,” said Colette.

More than one reader suggested 
the ability to prioritize a number 
of tasks and focus on what’s most 
important to all admins. “The person 
and the company you work for are 
your No. 1 priority at all times,” said 
Darlene.

“Establish your priorities at the 
beginning of each day, communicate 
them to your boss to make sure you 
are on the same page and commit 
to achieving at a minimum the first 
thing on your list,” said Laurie.

Other reader suggestions included 
being honest and acting profession-
ally at all times.

The essential qualities of every admin
 Professional Development  

E ffective communication takes 
deliberate intention, so if you find 

yours lacking, it’s time to refocus 
and get down to work, says Jessica 
Edmonson of Bisk Education.

She has six strategies to help you: 

1.  Ditch the distractions. It takes 
focus to write an email, talk on the 
phone or have a face-to-face conver-
sation. Shut down the distractions.

2.  Beware of buzzwords. Corpo-
rate lingo doesn’t contribute to clear 
communication, so cut it out of your 
vocabulary and be direct and concise.

3.  Accommodate your audience. 
Know your audience and anticipate 
what they need to hear from you. 
Also make a point of listening to 
their concerns by showing you’re 
really hearing them.

4.  Learn to listen. Don’t just hear 
what people are saying, be an active 
listener. Ask questions to get clarifi-
cation, and paraphrase what you’ve 
heard to get confirmation you aren’t 
misunderstanding anything.

5.  Keep calm and stay civil. When 
you feel anger, defensiveness and 
other problematic emotions rising to 
the surface, you need to take action. 
Admit that’s how you’re feeling and 
take a break to calm down if you 
need to.

6.  Resist the urge to react. A reac-
tion is often emotional and comes 
without much thought. Instead, 
respond to information with direct-
ness, honesty and consideration.
— Adapted from “6 Concrete Ways to Improve 
Business Communication,” Jessica Edmonson, 
ThoughtLeaders blog.

6 strategies to communicate better
 Business Communication  

Time to trade in your 
sticky notes?

Gone are the days of needing to 
write notes on easily destroyed 

scraps of paper that clutter your 
desk. Instead, try one of these note-
taking applications, Verne Kopytoff 
writes.

•  Evernote. With 50 million users 
and availability online and on iOS and 
Android devices, it’s the most popular 
note-taking app. Evernote allows you 
to organize, search and share your 
text, audio and photo notes.

•  Simplenote. Similar to Evernote, 
it’s available only on iOS devices and 
the Web.

•  Notability. An iPad app, Notabil-
ity is great for creative types. You 
can highlight, draw pictures and add 
notes to your Notability documents.

•  Catch. It’s available online and  
on iOS and Android devices, and 
covers all the basic functions.

•  Keep. This is Google’s note-taking 
app. It may or may not become a wor-
thy competitor.
— Adapted from “5 apps to track your every idea,” 
Verne Kopytoff, Fortune magazine at CNNMoney.
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What not to say at work
S trong communication skills are a 

must for anyone in the workforce 
and there are things that should 
never come out of your mouth, says 
Roxana Hewertson, CEO of High  land 
Consulting Group.

•  But. It cancels out anything nice 
that you may have said before.

•  Don’t  you  think. This sets a 
negative tone. It’s better to start with 
“What do you think about…?”

•  Truthfully. This implies you’re 
lying the rest of the time.

•  You. This makes you sound 
accusatory or judgmental.

•  Not to be  funny/sarcastic/criti-
cal, but... This sets you up for a lie.

•  I meant to tell you. Another sign 
you’re lying and only telling them 
now because you have to.

•  Surely  you  jest. Using sarcasm 
cuts away at your credibility.
— Adapted from “12 Career-Killer Comments,” 
Roxana Hewertson, Forbes.

2.  Ask questions about personal 
work styles. Some people commu-
nicate via email while others prefer 
talking in person. Ask those you 
work with about their preferences 
and do what you can to accom-
modate them. This helps co-worker 
relations, shows you’re a team player 
and keeps things running smoothly.

3. Pick your battles wisely. Con-
flict shouldn’t be constant. You need 
to know when to push and when to 
go with the flow. The best employ-
ees know that teamwork is key.

4. Remember your shared goal. 
It can be frustrating when someone 
wants to do things differently from 
you, but remember you’re on the 
same team as your colleagues and 
you’re all working toward the shared 
goal of doing the best job you can. 

5. Respect others’ knowledge and 
experience. Everyone wants to be 
heard and feel their expertise is being 
respected. Include co-workers in dis-
cussions about getting things done.
— Adapted from “How to Successfully Work 
With Different Personalities,” Rebecca Thorman, 
U.S. News & World Report.

Difficult co-workers
(Cont. from page 1)

Did you know attitude can make 
or break your career, a com-

pany and a family? Did you know 
that attitude is more important 
than the past, education, money, 
failures and successes? 

I have been speaking on attitude 
since 1990. What I tell assistants 
today about attitude is the same 
thing I said in 1990: Attitude is a 
choice. And as an administrative 
professional you need to make the 
right choice if you are going to 
shine in your career and around 
others. If you want less stress at 
work, you need to manage your 
attitude.

Many people think attitude hap-
pens “to them.” In other words an 
assistant will say to me, “Well, you 
don’t understand, Joan. 
Melinda said something 
to me in an aggressive 
tone, so I had to act that 
way.” I say, “No, you 
chose to respond that 
way.” Believe me, I have 
had plenty of people 
over 47 years of being 
in the workplace who 
certainly could have 
grabbed my attitude—in fact, they 
did get to my attitude, but for a very 
short time because I knew letting 
my attitude be affected did me no 
good. I knew that if I continued to 
keep a sour attitude, it would ham-
per my work.

Life happens to everyone. It is 
how you choose to respond that 
makes a difference. Your attitude 
has a tremendous impact on you 
that flows to everything you do, 
touch and say and affects your pro-
ductivity at work. If you don’t man-
age your attitude at work, you can 
take it home with you and impact 
those you love and care about the 
most. 

So don’t ever underestimate the 
power of attitude! It is one of your 
most powerful assets. Own it and 

manage it. In today’s business 
world, leaders would rather have 
someone with a great attitude than 
a good skill set. Attitude can be a 
positive influence or will jaundice a 
group of people. Your attitude will 
take you to the top or drop you to 
the bottom. The choice is yours. 

Make the Right Choice: Every 
time you are challenged by an indi-
vidual, thrown into a difficult situ-
ation or faced with a hectic day, 
you have a choice to be happy and 
continue on with your day or to be 
upset and let your entire day be 
ruined. 

Make the Right Choice: Life will 
always throw you a curveball. 
There will always be a Nancy Neg-
ative or Don Dragon trying to 

upset your attitude. You 
can make the decision 
every morning that you 
will face whatever 
comes your way with 
poise and tact. 

Make the Right 
Choice: If you make 
this a daily practice, 
before you know it, 
you won’t have to think 

about what to do or make a con-
centrated effort to do it. It will 
come naturally and you will find 
yourself a happier, more peaceful 
and productive person. 

In closing, remember: “You can-
not tailor-make the situations in 
life, but you can tailor-make the 
attitudes to fit those situations.” 

Joan Burge is known as the visionary of 
the administrative profession. Joan has 
written four books for assistants, includ-
ing the Amazon best-seller Who Took 
My Pen Again? She has produced over 
200 educational videos for assistants, 
hosts monthly webinars, created more 
than 150 courses for assistants, hosts 
the Annual Conference for Administra-
tive Excellence and coaches executives 
and assistants on building strategic 
partnerships. You can learn more at 
www.OfficeDynamics.com. 

Attitude is a choice! 

Insights to Stellar Performance

from Joan Burge
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POSTSCRIPT
 ■ Use these 3 R’s to work 
smarter, not harder, every 
workday: 
1. Review what you’ve done. 

Is it ready to go or still need 
polish? Are you on sched-
ule, ahead of schedule or 
behind schedule?

2. Re-evaluate your plan. Do 
you need more resources, 
need to involve a co-worker 
or to ask for an extension? 

3. Recharge your batteries 
with a stretch and fresh 
air. Stand up, go for a walk 
outside or stroll through the 
hallway.

 ■ Make then-and-now state-
ments to prove your talents. 
“Two years ago, it took three 
of us a week to turn around 
the sales report; now it only 
takes two of us two days.”

 ■ “No-type” tip for Excel when 
you have multiple duplicate 
worksheets. Click on the first 
worksheet tab and hold down 
the Shift key. Keeping the 
Shift key down, click on the 
last work sheet. They should 
all appear white, rather than 
gray. Now, just start typing. 
What you do on one sheet 
will also be on the remaining 
selected work sheets.

 ■ Let your body language broad-
cast your confidence. Stand 
with your head slightly tilted 
and your hands clasped, and 
with a smile and a gaze that 
meets the other person’s. Joe 
Navarro, author of Louder 
Than Words, explains that the 
head tilt exposes the neck 
and says, “I am listening; I am 
comfortable; I am receptive.”

 ■ Want email RSVPs to go to 
a different email? While com-
posing your email, click on 
the Options tab and look in 
the More Options group for 
the Direct Replies to button. 
Enter the email address in 
the Have replies sent to: field.

A few phrases can help you to 
resolve conflicts when they arise, 

says author, speaker and consultant 
Barry Moltz.

1.  The last thing I want to say is 
no. This shows consideration for the 
other person and takes her perspec-
tive into consideration.

2.  Having no secrets between us is 
critical. If we can’t talk to each other, 
we will never be able to be productive. 
This recognizes the importance of 
clear, open communication.

3.  It seems things are not running 
as smoothly as they have in the past. 
This is a nonthreatening way to open 
a tough conversation. 

4.  I really appreciate your input 
into our team. This tells people 
they’re valued and worthwhile even 
when you aren’t using their ideas.

5.  We may have a misunderstand-
ing, since I may not have been clear 
about my expectations. This avoids 
assigning blame and also opens the 
door to you being the problem.

6.  What held you back from meet-
ing your commitment? Sometimes 
there’s a good reason people miss a 
deadline.

7.  You’re  saying  one  thing  and 
doing another. This points out a 
discrepancy between intentions and 
actions. 
— Adapted from “10 Phrases That Can Resolve Any 
Conflict,” Barry Moltz, OPEN Forum.

7 phrases to smooth conflict resolution
 Workplace Conflict  
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How to work through 
creative differences
Sometimes conflict emerges on a 
creative project that has no per-
fect vision. Beth Noymer Levine, 
author of Jock Talk, says that 
whether the hangup is over the 
title of a report or the décor in the 
office, you should remember to:

 ■ Get straight about the original 
goal. The bottom line is, what is 
the desired outcome or effect, 
not how much of an impression 
the creators can make.

 ■ Shed ornamentation. Be willing 
to drop the pretty bells and 
whistles you’ve added to the 
project to be able to bargain for 
the creative aspects you feel 
most powerfully about.

 ■ Learn the power of giving in. 
Ask yourself what it really costs 
you to simply allow the other 
person to have their way. That 
good will has a way of lasting; 
the temporary victory might not.


