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Time Management
Work Less, Accomplish More

Impossible!! Not necessarily according to Cynthia Burley of
NewBeing Creations®, Administrative Support and Consultation.

With some time management tips, setting priorities and creating a
task list you can eliminate or greatly reduce “time thieves”.

Admins, whose job descriptions tend to include a bit of every-
thing, can often feel like there are never enough hours in the day, no
matter how much overtime they put in. If you are feeling overworked, overwhelmed or
just plain over it, the following tips from Ms. Burley can help you maximize your produc-
tivity so you can accomplish more. Some of the challenges that may keep you from ac-
complishing this are Murphy’s Laws, Competing Priorities and Time Thieves. The good
news is there are solutions to counter these hindrances.

Murphy’s Laws. Anything that can go wrong will go wrong. If you think of four
ways for a procedure to go wrong and you have measures in place to deal with those
four ways - guess what? A fifth way for things to go wrong will rear its ugly head. The
only way to prepare for Murphy’s Laws is to remain flexible — adapt, conquer and move
on.

Competing Priorities. You cannot do everything at once. Determine the impor-
tance of tasks to be accomplished and assign importance levels to them — high, medium
and low. Create a task list of written record of numbered things to do. When dealing
with Microsoft Outlook and e-mails, use Outlook’s built-in functions to help set priorities
and schedule tasks — calendars, flags, etc. How do you eat an elephant? You eat an
elephant by taking small bits. Work smart by breaking up a big project into small pieces.

Time Thieves. Time thieves are those things, people, etc. that contribute to unpro-

(Time Management continued on page 2)

JOL Member - Opal Kight

I was born and raised activities. Between scouting events and
in Springdale, Arizona soccer games, our lives are kept very busy
but most of my summers traveling on the weekends.

were spent right here in I have worked at Jones-Onslow Electric
Jacksonville visiting my ~ Membership Corporation for 12 years as an
mother’s family. Administrative Assistant to the Chief Utility
My family later moved Engineering Officer. | completed the Cham-
to Jacksonville where | ber of Commerce’s Leadership Jackson-
graduated from Southwest High School. ville.Onslow Program in 2002. | enjoy my

After high school | received my Associates job and | am grateful for the extended |
in Administrative Office Technology from work with.

CCcCC. With the little spare time | have, | enjoy
| have been married to my husband, scrap booking, camping with my family (in

Bart, for 15 years. We have 2 children; cool weather) and spending time at home

Caroline 13 and Jonathan 12. Both are when we can all be together at once.

very active in school and extra curricular

Brenda Brown CAP, Editor
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Points of Interests

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

October 2005

- Saturday, October 1, 2005, Women'’s
Expo 2005, 10 am - 1 pm, Jacksonville
Commons.

- Tuesday, October 4, 2005, JOL Chapter
meeting agenda to include an educa-
tional program, “Communication Styles”
presented by Amber Parker, MPA,
Onslow-Carteret Behavior Healthcare
Services.

(Points continued on page 2)

Happy Birthday Wishes!

Theresa Owens, Oct 1
Amber Parker, Oct 31
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- Sunday, October 16, 2005, National Boss Day. The event may
be observed in the workplace either Friday, October 14 or Mon-
day, October 17.

ductive use of your time which leads to frustrations on your part.
The dreaded cell phones, unscheduled visitors, lack of planning,
poor organization, meetings with no purpose, and procrastination to
name a few.
When a co-worker pokes their head in your office and say “Got

a minute?” Are they really asking “Are you doing something that's
more important than me and my needs”? May be, may be not. You
are probably too polite to say “No”. Here are a few things you can
do to reduce the length of the unscheduled visits:

Re-arrange the furniture to make the area less

appealing. Or, simply remove the extra

chairs.

Eliminate the candy from your desk. This

is an open invitation for interruptions.

We have already determined that you cannot
do all things at once, nor can you do everything
by yourself + delegate. When you delegate you
help to develop and empower your employees.
However, you must make sure that you provide clear
guidance and expectations.

Attending meetings can be the biggest thief of your time. Does
the meeting have a purpose? Is your attendance needed? Whether
you are calling the meeting or someone else is there needs to be
some preparation. An agenda should be prepared in advanced.
This will help keep the meeting focused. Before leaving the meeting
everyone in attendance should understand what he or she is re-
sponsible for.

While it's always great to try to make everyone happy all the
time, it's just not possible. Learn when to say no. While you need
to do your work, you also need to take care of yourself and know
your job's boundaries. Make time for yourself. Less stress and or-
ganization makes for increased productivity.
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- Thursday, October 20, 2005. JOL Social Dinner, Golden Corral,
Hwy 24 and Piney Green Rd., 5:30 p.m. - 6:30 p.m.

November 2005

- Tuesday, November 1, 2005, JOL Chapter meeting agenda to
include an educational program, “FISH" presented by Dan Cook,
Director of Association Services, N.C. Electric Membership Cor-
poration. Cake cutting to follow in honor of JOLOs anniversary.

- Sunday, November 13, 2005, JOL Chapter’s 1 year anniversary.

- Friday-Saturday, November 11-12, 2005, N.C. Division Career
Development Conference, Holiday Day Inn-Little Rock, Char-
lotte, NC.

We announce with great joy the
arrival of
Kendra Rosemarie
born September 1, 2005
8 pounds 14 ounces

proud JOL grandmother
Betty McGough

®
JOL members wish to MARY KAY

thank Naomi Arnold
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Naomi's support of a Cal I

JOL shows her sup-

port of administrative Lodingfor afunway to efjoy a
professionals in little girl time? Plan aMVary Kay
Onslow County and its party! Invite you girlfriencs.
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] Exchangebeauty tips. It's
JOL encourages its abeauiful way to tond Call me
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Helping to Keep Area Kids Safe. JOL members, Am- administrative profes-

\ ber Parker and Karen Ruble, participated in the 2005 Bicycle sionals to support Naomi Arnold Thompson
Rodeo held August 27th, at the Jacksonville Mall. The Ro- Naomi and other ad- Independent Beauty Consultant
deo was a bicycle safety clinic for young cyclists featuring vertisers of Lighthouse www.marykay.com/njarndd

b bike safety inspections, safety lecture about the rules of the News. (910 3266677
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JOL Chapter members are
greatly saddened by the recent tragic disaster that struck the
Gulf Coast states. We offer our prayers and condolences to
all that were affected. JOL will make a monetary donation to
the American Red Cross through Marine Federal Credit Un-
ion (MFCU) where on October 1* MFCU will match all em-
ployees' and members' donations collected.

Are you
a WOW?

Wondering what to get your boss?

Bosses Day Lunch

Friday, October 14, 2005
12 p.m.-1:00 p.m.

Hilda's Cooking & Catering, Jacksonville
For tickets call NewBeing Creations®
Administrative Support & Consultation
910.938.3409 / 910.382.2031

A portion of the proceeds awarded to local students
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Bosses Day was the brain child of Patricia Haroski, a
secretary from Deerfield IL, in 1958 as National Boss Day.
Upon realizing that there was not a regular date set to pay
tribute to the bosses at the company where she worked
Patricia sat about to remedy that. She made inquiries, and
through a network of secretaries, decided to establish a day in
their honor.

Reflecting on how her father had helped his white-collar
daughters and sons many times with their problems
concerning their work, Patricia decided to register his birthday,
October 16, as ‘The Day'. In 1958, she gave it some authority
by registering October 16 as National Boss Day with the U.S.
Chamber of Commerce. In 1962, lllinois Governor Otto
Kerner proclaimed the day.

What Makes a Good Boss? |AAP offers the following tips
on how the best bosses work most effectively with their
administrative assistants:

- Work with your administrative assistant as a team -- and
act accordingly.

- Listen. Administrative assistants may have a better feel
for the pulse of the workplace than their bosses.

- Communicate. Offer instructions that are clear and
precise. Better yet, take an opportunity each day to
review tasks and needs with the administrative
assistant.

- Show appreciation for a job well done.

. Offer training. Realize that technological and managerial
training may help an administrative assistant fill this
changing role more effectively.

- Let an administrative assistant be a manager. Give this
person the authority and responsibility needed to fulfill a
management role - and confirm this responsibility in the
job description.

Note: Since October 16 falls on a Sunday in 2005, it is
suggested that the event be observed in workplaces either
Friday, October 14 or Monday, October 17.

Article from IAAP® website
http://www.iaap-hg.org
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The Manager's Intelligence Report
Sample Issue

Sawvvy, alert behavior by the employees
working at your front desk is as important to
workplace safety as alarms and cameras.
Train your front-desk staff to safeguard this
vulnerable, high-traffic location. Adapt the
following six precautions as necessatry.

Avoid getting wrapped up in x
reading, personal phone calls, or conversa-
tions with co-workers, especially about confi-
dential topics. Approach or speak to every unfamiliar person
who enters the area, and then keep track of those waiting to
see an employee.

If signing in and out, wearing a
badge, or going through a metal scanner is required, make no
exceptions - not even for employees, their friends or guests, or
familiar vendors, repair, delivery, or cleaning personnel.

Keep your site keys and door access
cards secure. Don't make them targets for theft by labeling
them with room numbers or easily deciphered phrases. These
items shouldn't be loaned out or leave the desk area. Lock
them away when you leave the area - even for a few minutes.

It's best to have a
replacement at your post before you leave. Brief him or her

(First Line of Security continued on page 5)

f

=27

The month of October is a great time to

jumpstart or re-commit to a workout
routine.

Why October? The weather is much
cooler. The morning air is so crisp.
The leaves are bursting with
spectacular colors. And, it is a great

time to start a good habit that will hopefully
continue through the rapidly approaching

stress-filled holiday season. So, lace up your sneakers
and get to steppin'!

Free Lunch & Learn

Monday, Oct. 17, 2005 from 11:30 a.m.
until 1:00 p.m.

Topics include:

- Women and Libido
- Pelvic Disease and Concerns
- Stress Management

Lunch will be served. Space is
limited. Call 577-2581 to reserve
space.

Protect Yourself
Protect Your Loved Ones (/' f
October or November is the 7€ﬁ
best time to get vaccinated ’ ‘ (\ q
against the flu. Flu season can y, ‘
begin as early as October and last ‘
as late as May. Contact your private __2___
physician or your local public health
department for vaccine availability.
To ensure that those who are at highest
risk of complications from the flu have access
to the vaccine this season, CDC recommends

that people in certain priority groups receive
the flu shot until October 24, 2005:

Exams

- people aged 65 years and older
- residents of long-term care facilities

- people aged 2+64 years with chronic health
conditions

- children aged 6+23 months

- pregnant women

- health-care personnel who provide direct
patient care

- household contacts, out-of-home caregivers
of children less than 6 months of age.
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Free Pelvic and Breast

Will be offered to
women over age
40 without
health insurance
coverage on
Saturday,
October 22™ at
the Caring
Community
Clinic.

Appointments can
be made by
calling either the
Caring
Community Clinic
at (910) 577-2295
or the
Educational
Department of
Onslow Memorial
Hospital at (910)
577-2568.

Candle Light
Vigils

Thursday, Oc-
tober 13", Candle
Light Vigil Com-
memorating the
Lives of those Lost
to Domestic Vio-
lence at 6:00 p.m.
beginning at the
Onslow Women®©s
Center at 226 New Bridge Street. Light
refreshments will be served. Call 347-
4000 for more information.

Wednesday, Oct. 19" Breast Cancer
Awareness Candle Light Vigil beginning
at 6:00 p.m. until 7:00 p.m. The service
will take place outside of the Women®
Imaging Center at Onslow Memorial
Hospital. Call 577-2568, 577-2581 or
577-2690 for additional information. Re-
freshments will be served following the
service.
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Back to School Backpack Raffle Winners

Rhonda Parker
Onslow County Health Department

Sholanthé Gordon
City of Jacksonville

Backpacks contained school supplies such as loose leaf pa-
per, three prong double pocket folders, one binder, tab divid-
ers, individual pencil sharpeners, pencils, red, blue, and black
ink pens, color pencils and highlighters.

JOL Offers Newsletter
Advertising Space
for a Mere Pittance

Your Camera Ready
Business Card Ad,
Logo or Artwork

Business Card Sized
$25 per month

Quarter Page Sized
$50 per month

Half Page Sized
$75 per month

Full Page Sized
$100 per month
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Your Organization Needs...

aJoining together is a beginning, staying together is progress,
working together is success!®
- Henry Ford

The JOL chapter currently has ten committees however not
all are contiguously active. Each committee has a chairperson
or co-chairpersons. For continuity purposes members are ex-
pected to serve at least a year from July to June. JOL's cur-
rent committees are:

- Bylaws and Standing Rules

. Nomination

- Installation

. Media/Newsletter/Website

- Membership

- Program

- Ways and Means

. CPS®/CAP® Service and Education
. Community Services and Social

- Budget

Ways and Means. Money isn't everything however it
can help to make or break an organization. A successful
organization has goals it wants to achieve. For JOL, some
of its goals are to offer timely seminars for it's members
and other administrative professionals in the area, be able
to help sponsor its officers' attendance at the wonderful
conferences offered at the Division and International levels,
and offer student scholarships, etc. Simply, to be able to
fully participate in various activities when called upon. JOL
has the will to do all of these things and more; however
there must be ways to generate the means (funds) needed
to operate activities of the Chapter.

It takes creative minds to come up with great fundraising
ideas that people will want to support which in turn will
make money for the organization.

(First Line of Security continued from page 4)

about who's waiting and who's expected. If you do have to
leave the desk unattended for a short time, close down your
computer and put away any documentations you were work-
ing on.

Don't allow visitors or delivery
people access to the workplace without escorts. Summon the
employee the visitor wishes to see to the reception area, and
have the visitor wait there until the employee arrives. The
employee should then stay with the visitor during his or her
entire stay.

Computers and office equipment
are prime targets for thieves. Consider requiring each em-
ployee who uses a company laptop or a personal one - and
each visitor bringing one in - to register the serial number at
the front desk. To make sure everything is on the up-and-up,
cross check the list when someone wants to take a laptop out.

Lighthouse News



Customer Service Management
Excerpts from article by Matt Krumrie
Monster Contributing Writer

It's hard for customer-service representatives to remain
positive when they spend so much time talking to unhappy
customers. It can be even more difficult for managers to
coach, train and motivate employees accustomed to being
treated rudely. But assigning employees to handle customer
service needn't be similar to throwing them to the consumer
wolves and hoping for the best. In fact, teaching these
employees effective strategies can help them turn angry
customers into company converts.

Some of your most loyal customers will be ones that have
been rude in the past. However, if you resolve the issue to
the customer's satisfaction, you may turn this rude,
demanding customer into a lifelong customer who will praise
your company to the world.

Even if members of your team don't have the title of
"customer-service representative” or "customer-service
manager,” all employees must show strong customer-
service skills, no matter what the business. Whether that
business is retail sales, construction, professional services,
medical, finance, or IT customers or clients will demand
service. Use these tips to develop a crack, efficient
customer-service team that delivers prompt, reliable service:

Foster the Right Attitude. Itis always helpful to start
with the perspective that the customer is a normally nice
person who is experiencing unusually high frustration or
stress in this particular circumstance. By teaching
employees to give the customer the benefit of the doubt, it is
easier to facilitate a win-win solution to whatever is upsetting
the customer. Be flexible and considerate.

It's important to teach employees as much as possible
about the company's product or service because the more
knowledgeable they are, the more confident and comfortable
they'll feel dealing with problems.

Every relationship with a customer should be a LASTing
(listen, apologize, solve and thank) one. Employees should
keep these tips in mind when dealing with customers:

- Feel good about yourself. A smile can help here.

Practice habits of courtesy.

- Express genuine care, concern and kindness.

. Communicate in a positive, friendly manner.

- Listen, and ask questions.

Provide guality, accurate work.

Learn more about your customers, company services

and products.
A good manager also must show he's confident in his
employees by letting them make independent decisions.
Some customers, whether they're right or wrong or their
problem has been solved or not, will continue to berate,
hassle and frustrate your customer-service representative.
This is when the employee needs management's support
and permission to say to a dissatisfied customer: "We are
sorry, but given our current business constraints, we don't
seem to be able to resolve this situation in a way that is
acceptable to you. May we assist you in locating a business
that is better able to meet your needs?"
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In this case, the business is cutting its losses rather than
continuing to expend time, energy and money to please
someone who cannot be pleased.

Employees should understand that the business exists to
serve the customer. Employees need to know how to
resolve tense situations:

Defuse from the attack.

Detach from the negative emotions.

Decipher what is needed or wanted from the complaint.
Decide on the appropriate, fair action, which might be a
positive or negative conclusion to the transaction.
Defer if a supervisor or manager could help with the
situation.

Just like economic's supply and demand, business offers
product/service and customer satisfaction. Customer
satisfaction brings repeat business and referrals.

Customer Service Week, October 3-7, 2005

Customer Service Word Search
Locate the words in the puzzle that are underlined in the
Customer Service Management article above. Look up, down,
across, backwards and diagonally.
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Officers 2005 - 2006

President
Sholanthé Gordon
City of Jacksonville

President-Elect
Cynthia Burley
Onslow County Planning & Development

Vice-President
Brenda Brown CAP
Onslow County Health Department

Treasurer
Tina Glover
Marine Federal Credit Union

Secretary
Debra Forney
City of Jacksonville

Committee Chairpersons

Community Services and Social Events
Amber Parker
Onslow Carteret Behavioral Healthcare Services

CPS®/CAP® Service and Education
Norma Bain CPS
Jones-Onslow Electric Membership Corporation

Media/Newsletter/Website
Brenda Brown CAP
Onslow County Health Department

Membership
Julia Clark
Marine Corps Base, Camp Lejeune

Program
Cynthia Burley
Onslow County Planning & Development

Ways and Means
Candace Day
City of Jacksonville

Meets First Tuesday 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

Please contact Julia Clark, Chair, Membership Committee by e-mail:
julia.clark@usmc.mil or call (910) 451-2526, if you would like to join us. A
JOL chapter member will gladly contact you with more information and wel-
come you to your first meeting. JOL Chapter e-mail: jolchapter@yahoo.com

Certify Your Credibility

Future CPS /CAP Exam
Application Deadlines
and
Exam Dates

Deadline Exam

8/15/05 11/4-5/05
2/15/06 5/5-6/06

Www.iaap-hg.org 8/15/06 11/3-4/06

www.iaap-nc.org
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