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LEARNING GOALS

1. Determine the effects of stress in the workplace.
2. |dentify factors that contribute to workplace stress.
3. Determine the purpose of anger and its resolution.
4. Determine how time may be wasted.

5. Describe the relationship among stress, anger, and time.

6. Apply appropriate techniques for managing stress, anger, and time.

D 0 you ever have any of these feelings?
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¢ Exhaustion
* Stress e T =
Have you ever experienced any of these health problems?
¢ Headaches
* Backaches
» Muscular problems
= Sleeping problems
= Heartburn

If you answered yes to several of these questions, you are not alone. In the fast-paced,
changing world in which you live, many people experience these feelings and health issues
all too often. in fact, studies show that between 70 and 80 percent of Americans believe
their jobs are stressful.

in addition to adding stress to your job, these factors can cause negative stress
(factors that cause emotional and mental upset) in your personal life as well as your
professional life. You may have one or more of the following responsibilities:

* Attending college and working 40 hours each week




» Assuming responsibility for elderly parents
who live with you or who are in rest homes
and demand your attention

» Assuming, as a single parent, total respon-
sibility for small children

All of these situations can lead to negative
stress. Additionally, you may be the sole wage
earner in your household. If so, providing
enough money to meet your family’s needs is
often stressful. Add these personal stressors to
the stress of a job, and you may find yourself
having difficulty performing successfully on
the job and at home. For example, administra-
tive professionals must accomplish a myriad
of tasks quickly and accurately in the daily
performance of their duties, while at the same
time dealing with numerous interruptions. Thi
is no easy task for anyone and can lead to
negative stress. No matter how competent and
capable you are, you will encounter workdays
when nothing seems to go right. Everything
you touch seems to fall apart in your hands.
You make one error after another. Days like
this can produce stress. When you add the
demands of a family plus money worries,
stress can become a negative factor that af-
fects your health and relationships, causing
increased work problems and issues.

Stress, however, is not always negative.
In fact, stress can be a positive factor in your
life and work. Part of lessening stress involves
engaging in the following behaviors:
o Recognizing the difference between good

stress and bad stress

e Understanding what bad stress can do to

your body if it continues over a prolonged
period of time

Stress and Its Effects
in the Workplace

Stress is the response of the body to a de-
mand made upon it. Wants, needs, and de-
sires come from stress of some kind. Many
positive accomplishments in life relate to feel-
ings of stress.

» If you did not feel a need to achieve, you
would not take a challenging job.

» If you did not feel a need to learn, you
would not study.

» If you did not feel a need for friends, you
would not join social groups.

All of these situations are examples of stress
that can make a positive impact on your life.
You feel pressure to satisfy needs, wants, or
desires that you have; you respond in a posi-
tive way to obtain satisfaction. This type of
stress is referred to as eustress, a beneficial
stress that enables individuals to strive to
meet challenges.

Now consider negative stress, often re-

* ferred to as distress due to the negative im-
pact it has on your life. For example, if

meone you love is sick, you feel distress.

If you are unable to keep up with new tech-
nology in your office, you feel distress. If you
receive a negative performance review at
your job, you feel distress. Even the stresses
of driving to work in heavy traffic or getting
you and your family ready for work each
morning can cause negative stress.

If you are unable to cope with stresses,
you can become physically, mentally, and/or
emotionally ill. Therefore, you must achieve
an appropriate balance betweén the distress
in your life and the ability to cope with it.
Figure 2-1 graphically illustrates appropriate
and inappropriate balances.

Types of Negative Stress

There are two types of negative stress.
» Acute stress
» Chronic stress

Acute Stress

Acute stress occurs when an individual must
respond instantaneously to a crisis situation.
For example, if your car goes into a skid on
an icy road, you must react quickly. When
you experience acute stress, two chemicals
are produced in your body—adrenaline and
noradrenaline. These chemicals have stimu-
lated people to perform incredible acts in a
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Out of Balance

Distress (Dbls heavier than coping
behaviors (CB).

Distress (D) and coping behaviors
{CB) are appropriately balanced.

FIGURE 2-1 Maintain an Appropriate Baiance

crisis—from lifting extremely heavy objects
off injured people (objects they would not be
able to lift in an ordinary situation) to fight-
ing off ferocious animals. Immediately after
the crisis, however, these heroic people may
become weak, their hands may shake, and
their knees may quiver. They may even col-
lapse. All of these aftereffects are the body's
response to the acute stress event.

Chronic Stress

Chronic stress occurs when a distressful situ-
ation Is prolonged with no rest or recupera-
tion for the body. Chronic stress triggers the
production of different biochemicals in the
body. While your body can break down
adrenaline and noradrenaline, the chemicals
produced by chronic stress cannot be broken

down, and they remain in your system where

they are capable of damaging your body.
Chemicals produced by chronic stress can
cause physical problems such as the ones
listed here.

* High blood pressure

* Cardiovascular disease
® Migraine headaches

* Ulcers

* Elevated cholesterol

* Weakening of the immune system
* Shortness of breath
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¢ Dizziness

® Chest pains

° Back pains

Chronic stress can also cause emotional
problems such as the following:
® Depression

® Withdrawal

® Deep-seated anger

@ Self-rejection

° Anxiety

° Loss of self-esteem

Cost of Stress

qu.\The cost of stress\ is high for both the organi-
?ation and the individual. For the organiza-
tion, the price can be absenteeism, loss of
productivity, and poor work performance. For
the individual, the price can be illness and

temporary loss of work.

To the Organization

\: Y Numerous surveys have shown that employee
/AT
o )

stress is a major expense for businesses. Here

. are some of the statistics reported.
CO ® Stress-related claims cost the nation’s com-

Panies nearly 10 percent of their annual
earnings.

* Annually, organizations pay out $26 billion
in disability claims related to stress.
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o Mental illnesses such as depression, which
can result from workplace stress, cost the
U.S. economy about $30 million each year.

» industrial accidents caused by on-the-job
stress cost an estimated $32 billion annu-
ally.!

o Forty percent of job turnover is due to
stress.

e Sixty to eighty percent of‘accldentsion the
Job are stress related.?

In an attempt to reduce employee stress,

many organizations offer stress-reduction

programs in the workplace. These programs

include exercise; diet; and stress-reduction
techniques such as meditation, relaxation

ITonl Knott, “Stress in the Workplace,” accessed May 13,
2002; avallable from www.cspp.edu/news/stress/htm.
2«Job Stress,” accessed May 13, 2002; avallable from
wurw. stress.org/job. htm,

Many organizations offer stress-reduction programs at the workplace.
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training (including biofeedback techniques),
and a change in lifestyle management. Some
organizations even offer programs designed
to increase fun in the workplace.

To the Individual

The vast majority of workers in the United

States say they experience stress on the job.

A recent Gallup Poll survey revealed the fol-

lowing:

© Sixty-five percent of workers believe work-
place stress causes difficulties.

© Twenty-nine percent of workers have ad-
mitted to yelling at coworkers because of
workplace stress.

® Fourteen percent said they work where
damage to machinery or equipment oc-
curred because of workplace rage.

® Two percent admitted they had actually
struck someone.
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* Sixty-two percent found that they routinely lent of an extra 40-hour workweek in 2000
ended the day with work-related neck pain, compared to 10 years previously.*
44 percent reported tired eyes, 38 percent * In a recent survey, nearly 40 percent of
complained of hurting hands, and 34 per- workers described their work environment
cent reported difficulty in sleeping due to to be “like a real-life survivor program.”s
stress.

® Over half said they often spend 12-hour
days on work-related duties, and an equal i
number frequently skip lunch because of the Factors cunt"buting to
stress of job demands.? U.S. workers put in workpl a c e stress

more hours on the job than the labor force

of any other industrialized nation. The trend Some of the factors that contribute to stress i
for the number of hours worked has been on the job are these:
decreasing in other nations, while the trend * Role ambiguity
in the United States has been increasing. * Job insecurity
* According to an International Labor Organi- ® Working conditions and relationships

zation study, Americans put in the equiva-

. +bid.
31bid. 5lbid.
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Americans are working more today than they did 10 years ago,




» Dual-career families, single parenthood,
and extended families

o Anger
= Time
* Money

Role Ambiguity prode a z)
als have

Role ambiguity exists when indiv
inadequate information about their work
roles—when there is lack of clarity about
work objectives and expectations. As an ad-
ministrative professional, you may experience
role ambiguity. You may not understand ex-
actly what is expected of you. When this sit-
uation occurs, you have the responsibility to
find out what your job is. Many companies
write job descriptions detailing the duties to
be performed on the job. If a job description
exists for your position, read it carefully. If
there is no job description, ask your employer
what he or she expects of you.

Job Insecurity

Another factor that contributes to stress on
the job is job insecurity. In a volatile econ-
omy, organizations are often in the process
of downsizing. If your organization is doing
so, it is normal to wonder, Will I be the next to
go? If you have these thoughts, you probably
are not able to give your best efforts to the
job. Your productivity may suffer.

Working Conditions and Relationships

A number of studies have shown a relation-

ship between working conditions and an em-

ployee’s physical and mental health. The

following conditions impair health:

* A dehumanizing environment—one in which
people are treated as objects rather than
individuals

* A poor working relationship with a super-
visor

® An unsatisfactory working relationship with
colleagues

Chapter 2 Anger. Stress, and Time Management
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» Lack of trust among people who must work
together

» Lack of support from coworkers
> Work overload

Dual-GCareer Families, Single Parenthood,
and Extended Families

in the majority of two-parent families, both
parents work. This means that the day-to-
day pressures of the job must be balanced
against spending time with children and
juggling the demands of housework, grocery
shopping, meal preparation, yard work, and
so on.

in soclety, divorce is commonplace, which
means numerous single parents must also
juggle responsibilities of the job, home, and
children. The pressures on these single par-
ents can be tremendous.

i

Workload pressure can cause stress for duai-career
families.
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Another factor that can cause negative
stress is the need to take care of aging par-
ents. People are living longer today than ever
before, and due to advances in medical sci-
ence, longevity is expected to increase. This
phenomenon often means that both children
and aging parents need care. Aging parents
often live in their children's household, which
can result in constant demands on the care-
giver.

~—

Anger

You live in a society in which the terms road
rage, desk rage, and phone rage have become
common terms. According to two studies, the
United States has the dubious distinction of
having the highest violent crime rate of any
industrialized nation. The horror of 9/11 was
followed by the spread of the anthrax virus
through the malil, resulting in postal workers
and others becoming very sick, with some
people dying. There has been violence in
schools, with teenagers killing other teenagers
and themselves. Many people find themselves
yelling at someone over the phone for a per-
celved injustice or misunderstanding. The
United States is an angry nation in many
ways.

Time

People never seem to have enough time to
satisfy the following needs and demands:

* Job demands of an employer

e Children’s needs

® Spouse's needs

e Social needs

® Extended family’s needs

People are stressed because they think they do

not have enough time. They often make these
or similar statements.

® Stop the clock; I need more time.

® Stop the world; I need to get off for awhile.
° There is never enough time in the day.

If only I had more time, I could. . . .

* Please slow down. (to anyone who Is in voice
range)

Money

There is a very real relationship between time
and money. The more money you spend, the
more you need to work. The average person
is in debt several thousand dollars, as re-
flected by national credit card statistics. Many
people live from one paycheck to the next.
Thus, individuals work more to have more
money to pay their debts. They have less time
to spend with family or on activities outside
work. Their stress mounts higher, just as their
debts do. it is a vicious cycle that millions in
America have trouble breaking.

Anger—Its Purpose and
Its Resolution

You have already learned that anger is preva-
lent in society. Administrative professionals
may encounter anger or become angry on the
Job. Your role as an administrative profes-
sional is a complex one. You must have com-
mand of the very latest technology, be able to
deal with all types of people (even the ones
who are angry), and be able to satisfy your
employer’s needs for efficiency and effective-
ness in turning out paperwork. You are ex-
pected to keep a stoic face and perform well
when your employer is upset or angry—not
an easy task, one that requires you to grow
and learn continually. You must learn how to
deal with your anger and how to help diffuse
the anger of coworkers, customers, and clients
with whom you come in contact.

Its Purpose

To understand the purpose of anger, consider
the following situation:

Margaret and Jose have been married for three
years. Margaret has a teenage brother, Rob, who
is living with them. Rob has had a rough home
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There is a reiationship between time and money. individuais often nee

d to work more in order to have enough maney to

pay their debts, frequently resuiting in not having enough time for family or relaxation.

life. Margaret and Rob’s mother and father are
divorced. The mother has remarried, but Rob
does not get along with his stepfather. Margaret
loves her brother and is trying to help him by
offering him a place to live, but the third person
in the household is interfering with Margaret and
lose’s relationship. Jose is a very controlling per-
son and insists on telling Rob how to think, act,
and behave. As a teenager, Rob resents being
told what to do. Margaret finds she is often an-
81y with Jose because she does not like the way
he treats Rob. In fact, she gets so angry that
she yells and screams at him. In her anger, she
threatens to divorce him. Margaret loves Jose and
she knows he loves her. Neither of them wants a
divorce, but she is afraid that her anger, which
she cannot seem to get under control, is going to
drive Jose away, resulting in a divorce.

What purpose Is Margaret’s anger playing?
Anger is a messenger and a shield. Anger as

a messenger tells Margaret something is
wrong. Anger as a shield helps Margaret
hide her true feelings. In other words, people
respond with anger because it is easier than
trying to understand the real problem and
dealing with it. However, whenever people use
anger to mask a problem, they take a step
closer to becoming angry individuals who see
the world through a lens of anger that blinds
them from being able to live a peaceful and
happy life.

Its Resolution

How can Margaret deal with the problem?
She can use an intervention model coupled
with the problem-solving model introduced
in Chapter i. Figure 2-2 shows this model
graphically. Controlling anger is actually a
problem-solving process. It allows you to take
a time-out to focus on what the real message
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INTERVENTION MODEL

Recognize Your Emotion
(it it Is anger, recognize the anger.)

Evaiuate
What s the situation? Are you being threatened
w ph{flcal harm? if you are, deal with the threat,
If there is no threat of physical harm, you
know you are dealing with anger,)

intervene
(Take action to control the anger.)

PROBLEM-SOLVING MODEL

Recognize anger as a messenger.

Define the problem by discovering underlying emations.

Soive the probiem.

Excerpted from Mirlam M. Gottlieb, The Angry Self
(Phoenix: Zieg, Tucker & Co., 1999), 101.

FIGURE 2~2 Intervention and Probiem-Soiving Modeis

is underneath the anger. It allows you to
question what situation the anger is shielding.
Such an approach is not easy. It is much
easier to get angry and yell about something
than it is to understand anger as a message
and strip the anger away to find and deal
with the real problem. However, the results of
such an approach are well worth it for you as
an individual. Such an approach contributes
to your long-term health and growth. Not
dealing with a problem merely takes you one
step closer to becoming an angry person.

Administrative
Professionals and
Time Wasters

Time is a precious commodity for most peo-
ple. They never have enough time to get
everything done they want or need to do.
Administrative professionals are no exception.
You, as a busy person in a world of change,
will find yourself often lamenting the fact that
you do not have enough time—not enough
time to do all the tasks at your job, not
enough time to handle all the stressors of
your professional life and your personal life,
and not enough time to relax and enjoy life.

Time—A Resource

In order to control time more effectively, you
must understand something about time. You
never seem to have the time you need; yet
you have all the time there is. Time is a re-
source you cannot buy, sell, rent, borrow,
save, or manufacture. You cannot change it,
convert it, or control it. it can only be spent.
Everyone receives an equal amount of time
every day. You spend it even if you accom-
plish nothing. The term managing time is a
misnomer. In actuality, managing time means
managing yourself in relation to your time.

Time Wasters

Every day you waste time in a variety of
ways. If you understand your own time
wasters, you can become more effective in
managing yourself in relation to your time.
Listed here are several common time wasters.

Chatter

if you presently have a job, do you go to
work and get busy accomplishing the tasks of
the day? Or do you report to work promptly
and then spend the first 30 minutes of your
workday talking to coworkers about what
happened the night before? Certainly, it is
important to have some time to talk about
topics other than business, but socializing is
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more appropriate on breaks or at lunch. in
most organizations, too much time is wasted
in excessive soctalizing, when employees
should be accomplishing the work of the or-
ganization.

Disorganization
I had that letter just a few minutes ago, but now |
can't find it. It couldn’t have disappeared into thin
air. Have you ever made such a statement
and then proceeded to rummage through the
clutter on your desk for 30 minutes in an at-
tempt to find the paper you never should
have misplaced? A disorganized and cluttered
desk can be a major time waster for adminis-
trative professionals. You should know what
goes into your desk, what stays on top of
your desk, and what goes into your file. Do
not clutter your desk with papers that should
be filed electronically or manually.

Part of organization is also organizing
your day appropriately. For example, if you

A cluttered desk can be a major time waster.
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try to prepare a report, plan a meeting, and
do a month’s filing all at the most hectic part
of the day (when the telephone is ringing
constantly and callers are coming and going),
the result will be wasted time, nothing accom-
plished, frayed nerves, and a stressed out or
angry feeling. When you have a detailed task
to accomplish, plan to do it during a time
when interruptions are minimal.

"“oxinametlve Communication

As an administrative professional, you will
communicate orally and in writing with people
within and outside the workplace—your em-
ployer, coworkers, and customers or clients. It
is important that the lines of communication
between you and others be open and easily
understood. Communication in today’'s work-
place is complex, in part due to the various
modes of communication that are available.
The different modes of communication in-
clude email; fax; telephones (with cell phones
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being a constant companion for many people);
voice mail; the Web; hard copy (paper) such
as letters, reports, and organizational news-
letters; in addition to face-to-face communi-
cation. Studies have shown that employees
communicate with an average of 24 people
each day.

Lack of communication or misunderstood
communication can cause confusion and loss
of productivity. For example, think of the time
you waste when you key and format a report
incorrectly because you misunderstood in-
structions from your employer. Or think of
the profits a company loses when customers
become so unhappy due to ineffective com-
munication that they take their business
elsewhere,

Procrastination

Procrastination means trying to avoid a task
by putting it aside with the intention of doing
it later. Procrastination can be a big time
waster. Procrastination takes many forms, but
people who habitually procrastinate actually
invite interruptions. They prolong telephone
conversations, talk with coworkers, take long
coffee breaks, or seek excuses to avoid doing
their tasks.

Stress, Anger, and
Time—The Relationship

Stress, anger, and time are closely related. For
example, you get stressed out because you
do not have enough time to do your job; you
become angry with your husband or children
because they are demanding your attention
when you are already running as fast as you
can in an attempt to keep up with all the de-
mands made on you. in the next sections of
this book, you will examine how you spend
your time, what your stressors are, and what
triggers your anger. You will learn techniques
to help manage your stress, anger, and time.
Notice that the word manage was used since
it is impossible to eliminate all stressors or
all anger and equally impossible to add more
time to the day. Your task is to learn how to

—_—

manage these factors so you can live your life
as productively and happily as possible.

Techniques for
Managing Stress, Anger,
and Time

The stress, anger, and time management cycle
can become a vicious one. Figure 2-3 illus-
trates the cycle. Being aware of the relation-
ship between stress, anger, and time and
using the techniques listed here can help you
lead a less stressful life. These techniques are
geared to your professional life; however, they
can be used successfully in your personal life
as well. Practice them daily and you will reap
the rewards.

o e s

A e e

STRESS, ANGER, AND TIME ARE
INTERRELATED

S
-

FIGURE 2-3 The Interrelationship of Stress, Anger, and
Time

Conduct Audits

To help manage stress, anger, and time, you

need to know as much as you can about how
you spend your time, what your major stres-
sors are, and what makes you angry. An




effective way to discover these factors is to
take the time to do an audit. “What?” you
may ask. “I don’t have time to do these audits.
I'm already too busy.” Sometimes you need
to get off the treadmill of life and take time to
analyze what you are doing. In “Workplace
Applications” at the end of this chapter, you
will complete stress, anger, and time audits.
To learn from these audits, you must do the
following:
e Determine how often you are stressed
and/or angry.
° Determine how much time you are spend-
ing in various activities each day.

° Determine positive steps you can take to
decrease your stress and anger and to use
your time more productively.

® Practice effective stress, anger, and time
management techniques.

By looking closely at how often you are
stressed, angry, and short of time, you can
determine what is and what is not working for
you. You will then be able to develop plans
periodically to help you control the out-of-
control factors.

Clarify Values

Even though you might not give it much
thought, you live by a set of values. Generally,
you developed these values at an early age.
You acquired your values through the teach-
ings of significant others in your life (parents,
other relatives, and close friends) and through
observing their behaviors. Values are principles
that guide your life, such as honesty, fairness,
love, security, and belief in a higher being. If
you have not given much thought to your val-
ues recently, try answering these questions:

* What are the highest priorities in my life?

* Of these priorities, which are the most im-
portant?

Your thoughtful answers to these questions
will help you identify your values. In people’s
hectic everyday lives, they often lose track of
what is most important to them. They may
find that their reality has little to do with their
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core values. However, psychologists say that
when people bring together what they do or
how they live with what they really value,
they experience an inner peace and happiness
that impacts every area of their life.

Set Priorities

Many times you will not be able to do every-"'}""

st

thing you are asked to do in one day. You
must be able to distinguish the most impor-
tant items, tasks that should be done first,
from less important items, tasks that can wait
until a later date. If you are new to a job, you
may need help from your employer to deter-
mine what items are most important. But
once you learn more about the job and your
employer, you should be able to establish pri-
orities on your own.

Prepare Daily To-Do Lists

Each afternoon before you leave work, you
should prepare a to-do list for the next day.
List all tasks, activities, and projects you need
to accomplish the next day. Then review your
list. Mark the items in this manner:

® Most important matters—A

® Less important items—B

* Remaining items—C

Projects that have a deadline of the following
day will be in Category A. In addition, you
may have a very-large project due next week.
In order to get the project done on time, you
must break it into parts. One part might be
given a Category A priority to be completed
tomorrow. On the following day, another part
might be given a Category A priority to be
completed. By breaking the project into parts
and assigning priorities to those parts, the
project becomes manageable. What once
seemed overwhelming has been accomplished
in an orderly and timely fashion.

Category B consists of those items that
may be completed the next day, but no seri-
ous consequences will result if they are not.
Category C consists of items that are fairly
unimportant or that may be delegated. If you
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are going to delegate the items, be clear with
the individual who will be doing the task ex-
actly what is expected of him or her. If the
project is a complex one, you may want to
give the person written instructions.

If you have trouble setting priorities, try
the procedure given in Figure 2-4.

Distinguish hetween Achievement
and Perfection

Perfectionism is defined as “a propensity for
setting extremely high standards and being

displeased with anything else.” Some people
believe they must do everything perfectly.
Certainly, they must achieve and perform
well; however, no human being can be per-
fect. if you blame yourself continually for not
doing everything perfectly, you are engaging
in energy-draining behavior. Ruiz, in his book
The Four Agreements, gives this advice:

Under any circumstance, always do your best,
o more and no less. But keep in mind that your
best is never going to be the same from one
moment to the next. . . . your best will sometimes
be high quality, and other times it will not be as

Space to clrcle the numbers.)
Step 1
glve each item a number 1 through 10.

Step 2

Step 3

Step 4

that is most Important,

Steps 5-10

Continue to go through the items on your list, com
most Important number of each set of two.

Last Step

that you circled the least number of times.

SETTING PRIORITIES

This tool can be useful if you are having difficulty setting priorities. It Is not Intended to be used daily.
However, if you are new to the process of setting priorities or are having difficulty, the steps help you break
down the process Into small increments, (Note: When keying your llst, triple-space so you wlll have enough

Make a list of 10 things for which you must set prioritles. Order is not important at this polnt. However, do

Compare Number 1 with Number 2, and clrcle the number you belleve Is most important.

CGompare Number 2 with Number 3, and clrcle the numb
probably will be circling a number several times. When
bigger; this will help later when you must count the nu

er you believe is most important. (Note: You
you clrcle a number a second time, make the circle
mber of times you circled sach item.)

Compare Number 3 with Number 4. Clrcle the most Important number of this pair. Compare Number 2 with
Number 4; clrcle the number that is most important. Compare Number 1 with Number 4; clrcle the number

paring each item with every other item and circling the

Count the number of ones, number of twos, number of threes, and so on, Your priority llst will begin with the

number you circled the most. The last item on your iist (least important item) will be the number on the list

FIGURE 2~-4 Setting Priorities
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good. When you wake up refreshed and ener-
gized in the morning, your best will be better
than when you are tired at night. Your best will
be different when you are healthy as opposed to

sick. .. .5

Sometimes mistakes can be beneficial. Thomas
Edison was asked how he came to hold so
many patents. He answered that he dared to
make more mistakes than 10 other people
and that he learned from each mistake.
Thomas Edison understood that the creative
process involves trial and error—failure and
SUCCess.

Use Down Time

If you have down time, you should use it pro-
ductively. Accomplish those tasks you have
been unable to do during your peak workload
periods. These tasks may be cleaning out your
desk, rearranging files, organizing supplies, or
reading articles related to your business or to
the technology you use on your job.

Handle Paperwork as Few Times
as Possible

Handling paper over and over—putting it in
piles on your desk, reshuffling, rehandling,
rereading—can be the biggest paperwork time
waster. The basic rule is this: Handle paper
once. Read it, route it, file it, or answer it—
but get it off your desk as quickly as possible
without handling it repeatedly.

Complete Work Gorrectly the First Time

At times, as an administrative professional,
you may need to redo work you should have
done correctly the first time. How do you pre-
vent the need to redo work? Here are several
suggestions:

* Get appropriate instructions or procedures
before beginning the work.

» Read the file on similar correspondence.

®Don Miguel Ruiz, The Four Agreements (California: Amber-
Allen Publishing, Inc., 1997), 76.
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o Understand the scope of the task. What is
the final product to be? What expectations
does your supervisor have?

= If it is a new task for you, talk with the
person (if possible) who did the task before
you. Listen carefully to any pointers or sug-
gestions that person gives you.

Organize Your Workstation

Organizing your workstation may not be an
easy task, but it must be done if you are to
make the most efficient use of your time.
When you are working on a project, clear
your desk of materials that relate to other
projects. Put these materials in a file folder,
label the folder with the name of the project,
and place the folder in a drawer. Label in/out
trays so you know what is incoming material
and what is outgoing material. Keep the
drawers of your desk organized so you have
frequently used supplies in the top drawers.

Practice Speed-Reading

Numerous items that you must read will pass
your desk. Before reading correspondence
and other materials, organize the material in
order of importance. Prepare folders, noting
the dates when the materials must be read.

Practice speed-reading. Read for the main
thought or idea. If you are reading periodicals
or company literature, scan the table of con-
tents first. Then selectively read the articles.
Read carefully only the sections that will en-
hance your knowledge of your job and your
organization.

Use Electronic Time Management Systems

A number of time management systems and
equipment allow you to organize your work
quickly and efficiently.

PIM (Personal Information Management)
software allows you to manage a wide variety
of information. For example, with PIM soft-
ware, you can access the following:

* Calendar software, which manages your
schedule, address book, and to-do list
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s information database software, which han-
dles documents you have downloaded from
the Internet or from another source

A number of software packages are available.

The three listed below are popular packages.

* Microsoft® Outlook®

s Lotus® Organizer™

» Above & Beyond® 2000

In addition, PDAs (personal digital assistants)

help you manage time. The PDA, at its most

basic, serves as an appointment book, an
address book, a to-do list, and a calculator.

The functions a PDA performs continue to

increase as technology advances. The follow-
ing list includes several capabilities of PDAs:

o Check email.

o Retrieve telephone calls.

e Transfer data from PIM software.
e Check financial markets.

» Key short letters or reports.
s Access the Web.

Additionally, PDA and cell phone combination
units are now available.

Use Good Communication Techniques

Chapters 5 through 9 in this textbook are
devoted to a discussion of effective communi-
cation techniques, including verbal, written,
telecommunications, and presentation skills.
You should study these chapters carefully
and practice the techniques given to help you
become a better communicator. Here are a
few suggestions.

e Transmit ideas in simple, clear terms.
o Define terms if necessary.
o Listen carefully.

e Repeat what you think you heard, and ask
for clarification if necessary.

© GETTY IMAGES/EYEWIRE




o Be sensitive to the communicator’s body
language as well as to the words being
spoken.

e Keep your mind open to new ideas.

Maintain a Proper Diet

What you eat or do not eat affects your over-
all health. Excessive intake of fat, sugar, salt,
and caffeine contributes to poor health and to
certain diseases such as hypertension and
heart disease. The average cup of regular cof-

fee contains 100 to 150 milligrams of caffeine.

As little as 250 milligrams of caffeine can
cause nervousness, insomnia, and headaches.
The average American consumes more

than 126 pounds of sugar a year. Excessive
sugar consumption can result in an increase
in triglyceride levels in the blood, which can
lead to cardiovascular disease. Too much salt

'Chap'ter 2: Anger, Stress,

When communicating with others, remain open to new ideas.

can lead to an increase in blood pressure and
the development of hypertension. The wisest
course of action is to lower the intake of fat,
sugar, salt, and caffeine in your diet.

Maintaining a diet rich in fruits and veg-
etables is also important. Eating fiber-rich
vegetables, fruits, cereals, and legumes helps
you maintain a high level of fiber in your
diet. A number of these foods are listed in
Figure 2-5.

Set Up an Exercise Program

Cardiovascular specialists have found that
regular exercise can do the following:

» Lower blood pressure

» Decrease fats in the blood
» Reduce joint stiffness

® Lessen appetite

s Decrease fatigue

D




HIGH-FIBER FOODS

Vegetables Frulls Cereals Lagumes
Artichokes Strawberries QOat bran Lima beans
Sweet potatoes Figs Oatmeal Butter beans
Turnips Oranges Black beans
Acorn squash Pears Navy beans
Brussel sprouts Blackberries Lentlis
Broccoli Mangos

Carrots Plums

FIGURE 2-5 High-Fiber Foods

A few of the many exercises good for your
body are swimming, bicycling, jogging, and
walking. Participate in an exercise you enjoy.
Determine a regular time of day to exercise
and do it. When you begin exercising, go
slowly. Train your body; do not strain it. If
you have any medical problems, consult your
doctor about the type of exercise that is best
for you.

Get the Proper Amount of Sleep

In India, there is a saying that sleep “nurses
all living beings.”” The proper amount of
sleep is essential to mental and physical
health. Although the amount of sleep needed
varies by indlvidual, studies have shown that
people who sleep seven to eight hours a night
tend to live longer than people whose sleep
is longer or shorter.® Yet a number of people
have problems getting the proper amount of
sleep due to busy schedules and stressful
lives.

Even if you do go to bed at the proper
hour, you may have difficulty falling asleep.
You often have trouble turning off your mind.
You rethink what went wrong in your day or
begin to plan for the next day. Practicing the
following techniques will help you fall asleep:

7Edward Claflin, ed., Age Protectors {Pennsylvania: Rodale
Press, Inc., 1998), 143,
8ibid.

® Set aside the hour before bed for quiet ac-
tivities such as reading,

® Take a hot bath.

® Turn off the TV in the bedroom and/or turn
down the TV in an adjoining room.

® Practice deep-breathing exercises.

® Create a relaxing scene in your head—
waves rolling up on a beach or a mountain
stream.

* Be certain your mattress and pillow are right
for you—the proper firmness or softness.

® Pay attention to the amount of coffee, tea,
cola, and chocolate you are consuming.

S¥hese drinks can lead to sleep deprivation.

5
< Use Visualization

Visualization is using your Imagination to
help you relax. Through visualization, you
block out unwanted thoughts. In order to
achieve the maximum benefits from visualiza-
tion, get into a comfortable position, relax any
muscles that feel tense, and begin to visualize
a pleasant scene. For example, you might
imagine a sky of white fluffy clouds, ocean
waves licking a golden beach, the sun glisten-
ing on a snow-covered mountain, or a beauti-
ful sunset over your favorite lake. Focus on
the scene for several minutes to block out the
tensions of the day. As you visualize, practice
some of the deep-breathing techniques listed
in Figure 2-6.
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DEEP-BREATHING TECHNIQUES

« Sitin a cemfertable pesitien with your back
straight and your eyes lightly closed.

« Focus your attention on your breathing, and
follow the contours of the cycie through Inhala-
tion and exhalation, noting, if you can, the
points at which one phase changes Into the
other.

« Do the breathing exercise for five minutes once
a day.

Excerpted from Andrew Wetl, 8 Weeks to Optimum
Health (New York: Alfred A. Knopf, Inc., 1997).

FIGURE 2~6 Deep-Breathing Techniques

Reduce Organizational Dependency

Do not depend totally on the organization for
which you work for long-term employment.
Educate and train yourself to be employable
by a number of organizations. Engage in con-
tinuing education to keep yourself up to date
on technology and other skills needed in the
workplace. This education may be formal
(from a college or university) or informal (from
professional books and periodicals and atten-
dance at workshops and seminars).

Understand Role Relationships

Be sensitive to the needs of your employer
and your coworkers. Know what they expect
of you. Know how you fit into the organiza-
tional structure. Be familiar with the organi-
zational chart; know who reports to whom.
Accept people; be tolerant. Strive to commu-
nicate openly and honestly.

Balance Work and Play

Many people comment with a sense of pride
that they work a 50- or 60-hour week. Are
these people producing a large amount of
work? Maybe not. Do they have demanding
and challenging jobs? Perhaps. Are they ap-
preciated and respected for their work contri-
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butions? Not necessarily. A relationship does
exist between hours worked and productivity.
Of course, individuals differ in the number of
productive hours they can work. However,
studies show that productivity decreases after
extended periods. Most people realize imme-
diately when they are not being productive.
When they become fatigued, the amount of
work they produce goes down and their error
rate goes up.

You actually can gain new energy by tak-
ing time to play. As an adult, you may have
forgotten how to relax and, with complete
abandon, enjoy the world around you. Some
experts writing in the field of creative energy
recommend joy breaks—stopping for a few

minutes to play when feeling overtired or non-

productive. Another way to gain new energy
is to take a short exercise break. You might
keep athletic shoes at your desk for a short
five- or ten-minute break to climb stairs or
to take a brisk walk. Such physical activity

allows you to release built-up tension, to open
blocked thinking, and to trigger creative ideas.

Relax

Deep-breathing exercises are one of the
quickest ways to relax your body. Begin by
finding a comfortable position, sitting in a
comfortable chair or lying down. You may
close your eyes if that makes you feel more
at ease. Then slowly inhale air through your
nose until you feel your lungs fill with air.
Next, exhale the air slowly, breathing out
through your nose or mouth. Repeat the
process untll you begin to feel a sense of
relaxation.

Use Positive Self-Talk

When you are angry or upset, negative self-
talk can escalate your feelings; positive self-
talk, on the other hand, can produce positive
results. For example, assume you are playing
a game of tennis with a skilled opponent. You
want to play your best. You miss a ball and
say to yourself, That was terrible; I can’t even
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get a ball over the net. You are engaging in
negative self-talk, and negative self-talk on the
tennis court can cause you to miss even more
shots. In other words, your negative self-talk
is a self-fulfilling prophecy. You decide you
are terrible, and you prove yourself right.
Now consider a positive self-talk response.
When you miss a ball, you say to yourself,
No big deal; I’ll get the next one. And you do!
You make a terrific shot that your opponent
is unable to return. When you find yourself
engaging in negative self-talk, turn it around
by engaging in the following behaviors:
° Recognizing the negative self-talk
® Stopping it immediately
° Beginning positive self-talk

Walk Away

If you can, walk away physically from a sit-
uation that makes you angry. If you cannot

walk away physically, walk away emotion-
ally. Consider the following example, a com-
mon situation that often makes people

angry.

You are waiting in line to pay for your groceries.
The checker is slow. In addition, no sackers are
available, so the checker must sack the items.
The person in front of you has forgotten two
items and asks the checker if he can go get them;
the checker agrees. You have an Important ap-
pointment, and you must be on time. Yoy find
yourself getting angry. You are ready to yell at
the person in front of you and at the checker.

What are your choices? You can walk away
mentally—count to 10, envision yourself at
one of your favorite places having a wonder-
ful time, or hum a song. Or if you really are
going to be late for the appointment, you can
walk away physically. You can come back to
the grocery store at another time.

© GETTY IMAGES/PHOTODISC




Talk to a Friend

If a situation at work makes you angry, talk
to a trusted friend about what is bothering
you. That person may be able to help you
understand what is causing your anger and
help you decide what you can do about the
situation.

Solve the Problem

Chapter | presented several problem-solving
steps. These steps are valuable in helping you
manage your anger, stress, and time. When
a situation is causing you to become angry,
stressed, and overwhelmed because of the
time you are wasting on it, stop! Ask yourself
these questions:

® What is the problem?

® What are my alternatives?

® From the alternatives | have generated, what
is the best alternative in this situation?

SUMMARY
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Once you have identified the problem and
determined the best alternative in dealing
with it, act and evaluate!

@ Act on the best alternative—implement it.

® Evaluate the situation: Did the action | im- I
plemented solve the problem? If not, why
not? Did I choose the wrong alternative? If
so, what other alternative can | try?

Success in managing your anger, stress, and

time hinges on these behaviors:

® Constant evaluation of the situations that
are causing you problems

® Thoughtful decisions that will lessen your
stress and anger and help you use your
time more effectively

A tough task? Certainly! However, the energy
you spend in positive activities is well worth
the effort for your mental and emotional
health. &

To reinforce what you have learned in this chapter, study this summary.

© Stress is the response of the body to a demand made upon it. Stress can be either positive or
negative. Eustress is a synonym for positive stress. Distress is negative stress; the two types of
negative stress are acute stress and chronic stress.

® The cost of stress is high for both the organization and the individual.

® Factors contributing to workplace stress are role ambiguity; job insecurity; working conditions
and relationships; dual-career families, single parenthood, and extended families; anger; time;

and money.

® Incidences of anger resulting in violence are prevalent in society and are becoming more common

in the workplace.

® Anger can be turned into a positive force by using it as a message and dealing with the problem

causing the anger.

* Time is a resource that cannot be bought, sold, rented, borrowed, saved, or manufactured. it

can only be spent.

* Time wasters in the workplace include chatter, disorganization, ineffective communication, and

procrastination.

hII----._...___,___

It is important to conduct stress, anger, and time audits periodically. ! |
* Techniques for managing stress, anger, and time include these: clarify values, set priorities, '
prepare daily to-do lists, distinguish between achievement and perfection, use down time, handle
Paperwork as few times as possible, complete work correctly the first time, organize your
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workstation, practice speed-reading, use electronic time management systems, use good com-
munication techniques, maintain a proper diet, set up an exercise program, get the proper _.
amount of sleep, use visualization, reduce organizational dependency, understand role relation- .
ships, balance work and play, relax, use positive self-talk, walk away, talk to a friend, and solve
the problem.
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FIND THE PROBLEM ‘

Tomoko became very angry on her job this past week due to this situation: -‘

On Monday, Mr. Wilkin, Tomoko’s supervisor, reprimanded her for not doing her job well; and in the
process, he called her stupid. Two other people in Tomoko’s work group overheard Mr. Wilkin’s com-
ments. Tomoko was so angry she could think of nothing to say. She merely glared at Mr. Wilkin. Since
Monday, Mr. Wilkin has not spoken to Tomoko, and she has not said anything to him—not even a
“good morning.” Mr. Wilkin had not reprimanded Tomoko before this incident, and she has been work-
ing for him for six months. In fact, he often told her she was doing a good job. She is puzzled and ready
to quit. Before this situation, she was enjoying her job. How should Tomoko handle the problem? What
advice would you give her?

PROFESSIONAL POINTERS

Try these anger, stress, and time management techniques to help you work more productively,

* Keep a journal of situations that make you feel angry or stressed. Writing in a journal and
reviewing your thoughts periodically can be like talking to a trusted friend.

* Balance your professional life with a fulfilling personal life. Make time to pursue personal inter-
ests and to relax apart from your career.

* Do not allow yourself to lose sight of your vision and purpose In life. Take time to sit quietly
and analyze whether you are living your values and being true to your purpose.

* identify the time of day when you are at your peak. Plan to tackle your most difficult jobs during
your peak periods.

* Do not overschedule yourself. Allow an hour or two of uncommitted time each day.

REINFORCEMENT ITEMS

I. Define negative stress and explain its cost to the workplace.
2. List seven factors that can contribute to stress.

3. Describe the purpose of anger.

4. List and explain four time wasters.

5. List eight techniques for managing stress, anger, and time,







