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Points of Interests

The JOL Chapter meets the second
Thursday of each month, 5:30 pm -7:00
pm, Marine Federal Credit Union
(MFCU), 4180 Western Blvd. Extension
(rear entrance).

Your input is welcome. Please send
comments, suggestions, news items,
and articles to:  info@IAAP-JOL.org

April 2008

"Making Travel Arrangements for Busines
and Pleasure”, Lisa McManis, Omega
World Travel

May 2008

“ Stress Management”, Amber Parker,
Onslow County Human Resources

For more meeting dates and Chapter information,
visit our website: www.JOL-IAAP.org
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E-mail messaging now exceeds telephone
traffic and is the dominant form of business
communication. Some workers tell me that
handling e-mail consumes half of their day.

A recent Wall Street Journal report indicates
that soon employees will spend three to four

hours a day on e-mail.

Nell Sligh, Development Coordinator from
Coastal Carolina Community College pre-
sented the program, "Tips for Better Email
Etiquette.

Why do you need email etiquette?
A company needs to implement etiquette
rules for the following three reasons:

Professionalism: by using proper email
language your company will convey a
professional image.

Efficiency: emails that get to the point are
much more effective than poorly worded
emails.

Protection from liability: employee aware
ness of email risks will protect your com-
pany from costly law suits.

Nell offered presented the following tips for
better email etiquette:

Be informal, not sloppy. follow standard
writing protocol. Traditional spelling, gram-
mar, and punctuation rules apply.

April 2008
Volume 5, Issue 4
Alana Daniels, Editor

Tips for Better E-mail Etiquette

Nell Sligh

Keep messages brief and to the point.
Concentrate on one subject per message
whenever possible.

Use sentence case. USING ALL CAPI-
TAL LETTERS LOOKS AS IF YOU'RE
SHOUTING.

Use the blind copy and courtesy copy
appropriately. Don't use BCC to keep
others from seeing who you copied; it
shows confidence when you CC anyone
receiving a copy

Don't use e-mail as an excuse to avoid
personal contact. Remember the value
of face-to-face or even voice-to-voice
communication.

Remember that e-mail isn't private  E-
mail is considered company property and
can be retrieved, examined, and used in a
court of law.

Be sparing with group e-mail.  Send
group e-mail only when it's useful to every
recipient.

Use the subject field to indicate content
and purpose.

Clearly summarize your message in the
subject line. Properly titled messages
help people organize and prioritize their
email. Agree on acronyms for your team
before using

<AR> to mean "Action Required"
<MSR> for the Monthly Status Report.
"Long" Recipient then knows that the
message will take time to read.

Cont'd on page 4



Here to Stay?

world of the administrative professional.
Article first appeared in PA Enterprise

Is There a Future for the Secretary ?

Marion Coles and Deborah Ackland of Platinum Training Solutions offer their insights on the changing

The typewriter and phone were the basic tools of the
secretary for about 100 years. But since the arrival of
computers, the secretary’s role hasn't stopped changing.
Now, the ability to type at 75 words a minute is not enough.
Secretaries must create presentations, manage budgets and
billing, coordinate marketing and plan conferences. And
technological advances like voice recognition software and
email have made the original secretarial skills of typing and
verbal communication increasingly redundant. The role of
the secretary is changing fast. But who is giving any thought
to the people who fill the role?

Legal Firms and the Secretary
Senior consultants Marion Coles and Deborah Ackland run
Platinum Training Solutions, a consultancy that has worked

with many of the top London law firms over the past 14 years.

Law firms have seen some of the biggest changes to the role
of the secretary — they've embraced laptops and digital

dictation while reducing the ratio of secretaries to fee earners.

However, too many firms have ignored the training needs of
their administrative staff. Marion Coles thinks this is short
sighted. “Put simply, if you don'’t invest in your people as well
as your systems, you might as well not bother investing at
all.”

Win-Win

She has, however, worked with several progressive law firms
that have focused on both people and systems. They've
reaped the rewards. When admin staff take on more
responsibility and work faster, lawyers can spend more time
earning fees, and the secretaries themselves feel more
empowered and happier in their role. It is important for
organisations to focus on four main areas for their
administrative staff:

IT skills
Management
Business skills
Personal development

IT skills

The biggest driver for change over the past decade has
been the alarming (for some) speed of technological
improvement. Organisations in all sectors have spent vast
sums on hardware and software and the staff training to
use it. But has there been a return on the investment?
Marion Coles thinks not. “We're all creatures of habit,” she
says, “and prone to repeating behaviour long after its
purpose remains relevant. Multiply this many times over in
a corporate culture and it's easy for businesses get stuck
in a rut. That's why you find people applying their old skill
sets to new ways of working — and why many of the
benefits claimed for an investment in new technology
aren’t sustained.” The culprit — but also the solution — is
training. “All too often training is delivered for training’s
sake,” warns Marion. “People return to their desks
unconfident, and go back to the old familiar ways of doing
things.” The way forward, she thinks, is to formalise the
approach: “We believe that offering a qualification
encourages learning while building confidence.

It gives a sense of achievement to those who gain
certification — although it's important to measure
competency against nationally recognized standards.

“At PTS we use the internationally recognised Microsoft
Office Specialist programme to train users to understand
and make use of the functions within the application, rather
than just having a repertoire of a few buttons. That way
they know how to use the software even when faced with
the unexpected.”

Management

“Support-staff management is also a wobbly area,” says
Marion. “There is a classic model of a team of department
secretaries with one lead secretary.” But in some law firms
Marion’s worked with, the lead secretary was promoted just
because she or he worked for a senior partner within the
business unit. They had generally not been given any
management training. They also had no real power and
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Cont'd from page 2

Tips for Better E-mail Etiquette

Don't send chain letters, virus warnings, or junk m ail. If
a constant stream of jokes from a friend annoys you, ask to
be removed from the list. Direct personal e-mail to your

home e-mail ac-
Stay 1 —

touch -
: “mail

Wi
@

Use a signature that includes contact information. Sig-
nature should include your contact information, including
your mailing address, Web site, and phone numbers.

Remember that
your tone can't
be heard in e-
mail. E-mail
communication
can't convey the
tone of voice.
Avoid composing
emails in a hurry.

Summarize long discussions. Summarize a long mes-
sage for your reader. You can highlight or quote the rele-
vant passage, then include your response. If you are for-
warding or reposting a message, do not change the word-
ing. If you want to repost to a group a message that you
received, ask the author for permission and give proper
credit.

Administrative Professionals Week
Proclamation Signings

April 7, 2008 7:00 p.m.
County Commissioners
County Courthouse

!
=

April 8th, 2008 7:00 p.m.
City Council
City Hall Council Chambers
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Phone Calls that Could Have Waited

"I had an applicant go through a drive-thru and place
an order while she was on the phone with me during a
phone screening.”

"A person left a voice message asking if we had any
employment opportunities for him with our company. |
could hear him tinkle and then flush the toilet while he
was leaving the message. | wanted to wash my ears
after listening to his message."

Maybe Not the Right Job for You?

"A job candidate who was asked what he liked least
about accounting said, 'The numbers. | really hate
working with numbers."

"A candidate arrived to interview for a management job
at a Blenz Coffee shop while drinking a fresh coffee
purchased down the street at a Tim Hortons coffee
shop.”

"We had an applicant interview for a receptionist posi-
tion. One of the questions asked was what the candi-
date liked least in their last position. The candidate,
without hesitation, said, 'l hated answering the phone.

Talk About Your Flexible Schedules

"When discussing schedules, a candidate said that she
didn't like to be tied down to a schedule and found it too
constricting to have to be at a certain place at a certain

time."

Reader Nancy wrote to say, "A candidate asked how
many vacation and sick days a year she would get,
because her kids were always sick and she would be
taking off to care for them a lot."

That First Impression

"One job candidate came in accompanied by a woman
with hair curlers, and fuzzy house shoes. She started
filling out his application for him and there was, appar-
ently, some disagreement about what she should write
down. This escalated into a near melee with the appli-
cant jumping up, knocking over the desk, grabbing the
woman by her hair curlers and drawing back on her.
Luckily, several burly male employees came running
when they heard the ruckus and prevented him from
actually striking her. Needless to say, he was not con-
sidered for the job opening.”

"A young man applied for a position with my prior em-
ployer. When he arrived for his interview, he was
dressed with low slung long shorts and a long shirt.
After the interview, he got up to leave my office and his
shorts fell down! Thank goodness for long shirts...."

"Keeping a basket of candy on my desk, | always ask
the candidates if they would like a piece of candy. One
candidate took the basket and proceeded to take hand-
fuls and stuff his pockets."
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were not necessarily appreciated as being valuable team
leaders (hence the lack of investment in their training). The
dangers of this approach are obvious, according to Marion,
who remembers with horror one lead secretary who told
her: “I am just one of the girls, so it's no problem to

manage them.” “Lead secretaries are vital,” says

Marion. “And this is where our Institute of Learning and
Management programme comes in — a series of
management modules specially tailored to these leaders. At
the end of the course they are asked to write a report on an
improvement they have
introduced within their de-
partment using what they
have learnt from the
programme. From this and a
series of questions/reviews
we can see that they have
applied the learning in the
workplace.”

Business skills

Is there any other skill set
that needs looking at?
“Absolutely,” says Marion
“Secretaries starting out
today have greater
expectations. But what holds
them back often is a lack of
both creative thinking on
behalf of their managers and
formal secretarial training.”
This means they are often
light on business skills such
as communication, planning and prioritising work, and
answering the telephone — another area that it is important
for training programmes to focus on.

Personal Development

Is this really relevant to office life? Does it make any
difference? “Personal development can’t be quantified,” says
Marion. “It is, as it says on the tin, a personal thing, but
builds confidence and self-esteem... Knowing what you want
is one thing; achieving it is often the hard part.”

Secretaries — the Future

Marion’s colleague Deborah Ackland believes that claims
about the death of the secretary are nonsense. “The
computerisation of the office environment and the
widespread use of IT by professional staff have raised
guestions about the future of the secretarial role. But our
experience has shown that the secretary is alive and well —
if changing! “As organisations become more complex, the
demands upon secretarial and administration staff
increase. They are encouraged to undertake a wider range
of roles, given increasing responsibility and autonomy, and
expected to have higher-level skills. Rather than
disappearing, this seems likely to become an occupation
with stricter entry requirements in the future.” Marion
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agrees: “In many cases the secretaries we meet have not
gained any form of qualification for many years.

If organisations have not yet woken up to the fact that their
secretaries have an important, ever-growing role to play, and
there is a need to invest more money in basic skills and
continuing professional development, then it is the duty of HR
and training professionals to flag this up.” Deborah says, “It's
so hard for anyone within an organisation, though, to take a
step back and dispassionately judge what needs to change.
That's why it's useful for an outside consultancy to come in
and help.” “It's an important first step to recognize the need
for change,” says Marion, “As the saying goes, ‘The future
depends on what you do in the present.”

Polishing Your Public Speaking Skills

The Chapter has started a new feature of

the monthly meetings. In an effort to offer
members the opportunity to improve their
public speaking skills, a volunteer pre-
senter will speak to the group for 5 min-
utes on any subject they choose.

Alana Daniels, Secretary, was our first
volunteer during the March meeting.
Alana spoke on the subject of working
from home.

During the April meeting, Donna West,
Treasurer, will be the next presenter.
What will Donna talk about?

Join us in April to find out!

MEMBER INCENTIVE DRAWING

We will be drawing the names for our member incentive
award. Names of members who have attended 7 meetings
will be entered into the drawing to have their registration paid
for the Annual NCD Meeting. The drawing will be held at
our April Chapter Meeting.

Good Luck to all Members who are
eligible for the drawing.
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Officers 2007 - 2008

President
Debra Forney
City of Jacksonville

Vice-President
Norma Bain CPS/CAP
Jones-Onslow Electric Membership Corporation

Treasurer
Donna J. West
Department of Juvenile Justice

Secretary
Alana Daniels
Chief Administrative Officer/Owner
Creative Resources, The Virtual Admin Office, LLC®

Committee Chairpersons

CPS®/CAP® Service and Education

Norma Bain CPS
Jones-Onslow Electric Membership Corporation

Media/Newsletter/Website

Alana Daniels
Creative Resources, The Virtual Admin Office, LLC

Ways and Means Committee

Janet Tucker
Marine Federal Credit Union

Membership Committee

Debra Forney
City of Jacksonville
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Meets Second Thursday Each Month
Marine Federal Credit Union
4180 Western Blvd., Extension (Rear Entrance)
Jacksonville, NC

5:30 pm — 5:45 pm (networking)
5:45 pm — 7:00 pm (education/Chapter business)

Benefits of attending include

Tips and techniques to apply immediately

Increased credibility

Get an edge on others

Stay on top of your profession

Become visible to others

Networking with other administrative professionals in our area

What you will learn

How membership in IAAP® can enhance your career

How others in your profession deal with work stresses

Resources to assist in continuing education

What CPS and CAP stand for and what attaining this distinction can do for
you

Future activities to develop and sustain the JOL Chapter

How to join this professional organization

Who may attend

All administrative staff including:
Administrative Assistants
Customer Service Representatives
Technical Support Personnel
Financial Systems Support Staff
Business Educators and Students
Data Entry Specialists
A newly relocated member
A member at large
Anyone who just wants to know what the association is all about

If you would like to join us at our next meeting, please contact the Membership
Committee by e-mail at membership@iaap-jol.org or call (910) 938-5221
A JOL chapter member will gladly contact you with more information and
welcome you to your first meeting.

Certify Your Credibility
Future CPS®/CAP® Exam

Exam Dates  Application Deadline

5/2-3/08 2/15/08
11/7-8/08 08/15/08

Part 4 of the CAP exam is administered on Friday after-
) noon, Parts 1-3 of the CPS and CAP exams are adminis-
www.iaap-hg.org tered on Saturday.
www.iaap-nc.org
www.iaap-jol.org
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