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LEARNlNG GOALS

1. |dentify forces that are changing the workplace environment.
2. |dentify workplace strategies for coping with change.

3. Describe career opportunities available for the administrative professional.
4. Define twenty-first-century workplace requirements.

5. Develop a career plan utilizing effective decision making.

I he constantly changing workplace is a reality today. The consistency of the change
is evident by the technological innovations that confront you as you work and go
about your daily life. Consider the following four examples:

® Today cars have navigation systems that provide graphic directions of how to get from
one point to another and a human voice to give verbal directions.

® The workplace is no longer confined to the traditional office; you are able to operate
via technology from home offices, from cars, from international cities, or from tropical
beaches. JetBlue Alrways™, an airline based at New York’s John F. Kennedy International
Airport, has its entire force of reservation agents working from their homes.

® In the world after 9/11, technology allows individuals to be scanned using patterns of
the iris or fingertip or the shape of the hand or face. Thousands of such systems are
being tested or are already up and running. At a handful of airports, face scanners
scrutinize passengers. The systems can then compare passing faces against a database
of images from FBI lists of suspected terrorists and wanted felons.

® According to some projections, people may be living on Mars by 2017.

in addition to technology, the composition of the workforce is changing constantly.
Whether you are preparing to enter the workplace after finishing your studies or you are
presently employed either full- or part-time, the increased cultural diversity of the environ-
ment is most likely apparent to you. The population of the United States is more diverse
today than it has ever been. According to projections, this diversity will continue to in-
crease due to the following:

® Increases in the Asian and Hispanic populations as a percent of the total population of
the United States

* Continued immigration to the United States from other countries
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We iive in a world of constant technologicai innovation.

» Increased longevity of the population

As an administrative professional employed in

the technological and diverse workplace, your

goals must be as follows:

= Proficlency In the field

e Commitment to lifelong learning

= Development of strong human relations,
critical-thinking, and decision-making skills

This chapter will help you understand more

about the direction of the workplace and the

skills you must acquire to be successful as an
administrative professional.

Forces of Change
in the Workplace

You live in a time when knowledge is explod-
ing dramatically. Terms such as Information
Age and Knowledge Age describe the age in
which you live and work. Continual advances

in technology drive the changes that occur
constantly.

Technological Changes

Technology has spawned the digital era—a
world fueled by numbers. in this world, every-
one wallows in numbers—credit card num-
bers, PINs (personal identification numbers),
Social Security numbers, checking account
numbers, account numbers for utilities, tele-
phone numbers (with many people using cell
phones in addition to regular home and
workplace phones), fax numbers, and email
addresses (which may include numbers).

If you are employed presently or will begin
working soon, you will learn about other
technological innovations that have changed
the way the administrative professional works. |
You will discover that computer technology
influences the following:

» Procedures used to produce work
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e Techniques used to communicate from
within and outside the office

o information available (both amount and
type) for making decisions

A Diverse Environment

You will also discover dramatic changes in
the work environment, including the ones
listed here.

* Greater ethnic diversity

° Increased number of immigrants

* Growth in the number of older workers

® Larger numbers of women in the workforce

Greater Ethnic Diversity
The United States is becoming more ethni-
cally diverse; and based on the statistics of
the country’s young people, ethnic diversity
will continue to increase in the future. For
example, demographers identify the group of
young people born between 1977 and 1995
as Generation Y. Projections are that this
population will increase at twice the rate of
the total population until 2010. By 2020, this
percentage is projected to reach 32 percent.
Generation Y is the most ethnically diverse
generation to date. While minorities make
up 24 percent of baby boomers (individuals
born between 1946 and 1964), minorities
make up 34 percent of Generation Y.'
Another comparison that helps to explain
how ethnic diversity is increasing is the ethnic
diversity of children in 1980 compared to the
projected diversity in 2020. In 1980, nearly
three-quarters (74 percent) of all children in
this country were non-Hispanic whites. Pro-
jections are that by 2020, non-Hispanic
whites will constitute just over one-half (55
percent) of all U.S, children. By the year 2010,
Hispanics are projected to be 19 percent of
the child population, replacing blacks as the
largest minority group in the child population.
The Asian American population is also ex-

1“Faces of the New Millennium,” accessed May 5, 2001;
available from www.pubweb.acns.nwa.edu.

Projections are that by 2020, non-Hispanic whites wiii
constitute just over one-haif (55 percent) of ail U.S.
chlidren.

pected to continue to grow—increasing to 6
percent by the year 2020.2
According to the 2002-2003 Occupational
Outlook Handbook, the ethnic origin of the U.S.
workforce by 2010 will grow as follows:
° The white workforce population will grow
by 0.9 percent.

e The black workforce population will grow
by 1.9 percent.

° The population of Asian and other Pacific
Islanders will grow by 3.7 percent.

* The Hispanic population will grow by 3.1
percent.?

Increased Number of Immigrants

According to projections, the United States
will continue to become home to an increas-
ing number of immigrants. The 2000 census,
the latest census (census figures are gathered
every 10 years), shows that the percentage of

2“Ractal and Ethnic Composition of U.S. Children,” accessed
May 5, 2002; available from www.aspe.hhs.gov/hsp.
3"2002-03 Editlons of The Occupational Outlook Hand-
book and The Career Guide to industries Available on
the Internet,” accessed May 5, 2002; available from
www.ftp://146.142.4.23/pub/news.release/ooh. txt.
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U.S. residents born In another country is the
highest in 70 years. For example, the 1990
census showed that in Texas, 9 percent of the
total population was foreign-born. By com-
parison, the 2000 census revealed that 13.9
percent of the Texas population was foreign-
born. According to the 2000 census, 11.1
percent of the total population of the United
States was forelgn-born. The overall U.S.
population Is projected to grow to more than
300 million by 2010 and to 355 million by
2040. Immigrants are projected to become a
larger share of the population, increasing
steadily until about 2030, when they will level
off at approximately 14 percent of the popu-
lation. The number of children born to immi-
grants Is projected to grow to 45 million by
2040—from roughly i8 percent presently to
27 percent by 2040.* Thus, in addition to
the growth of Hispanics, Asians, and African
Americans in the workforce, this country
can expect an increasingly diverse group of
workers from numerous countries outside the
United States whose native language is not
English.

An Aging Workforce

Baby boomers will begin to reach age 65 by
2010; projectlons are that by 2020, aimost 20
percent of the U.S. population will be 65 or
older. There will be as many Americans of re-
tirement age as there are 20- to 35-year-olds.
According to the Hudson Institute’s Workforce
2020, retirement patterns are likely to change,
with some people who reach age 65 continu-
ing to work due to needing to work or not
wanting to retire.® Since life expectancies will
continue to rise, many financially comfortable
Americans may decide that too much leisure
time Is not the lifestyle they want.

dleffrey S. Passel and Michael Fix, “U.S. Immigration In a
Global Context: Past, Present, and Future,” accessed
May 5, 2002; available from www.l]gis.indiana.edu/
archive/02/01/passel.shtmi.

5Elizabeth Joyce, “Worforce 2020 Predicts More Older
Workers,” accessed May 5, 2002; available from www.ncoa
-org/news/archives/workforce_2020.htm.
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Women in the Workforce

Women, both single and married, continue to
enter the workforce in greater numbers than
in the past. Women who have children are
returning to the workforce while their children
are still preschool age. This is particularly true
for families raised by single women, a group
that is growing significantly.

According to projections, the number of
women in the workforce will continue to
grow. In the next few years, women will
make up 62 percent of new entrants to the
workforce. Women also show an entrepre-
neurial spirit and are launching more busi-
nesses than men. This trend will continue in
the future. In the next few years, women will
own half of small businesses and 50 percent
of all American companies. The number of
women executives and board members will
continue to rise.®

A Global Economy

The global nature of the economy is obvious.
You merely need to listen to the stock market
news each day to understand the interrelat-
edness of the U.S. economy with economies
in Europe, Asia, and other countries around
the world. Observe the makes of cars driven
in the United States, and you become aware
of the number of cars made by companies
based in countries abroad. However, many
of these companies have plants within the
United States and manufacture at least part
of their automobile products or even the en-
tire car in this country. Conversely, many car
manufacturers in the United States have
plants abroad.

Thus, the economy is not only global, but
also multinational. The term multinational
means that a business operates from both
within and outside the United States. As busi-
nesses look for efficient ways to deliver their
products or services, they are considering the

5Dr. Terry ). van der Werff, CMC, *Trends for 1999 and
Beyond,” accessed May 5, 2002; available from www
-globalfuture.com/9901.htm.
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Today women are launching more businesses than men, and the trend is expected to continue.

resources available in other countrles. These
resources Include people and natural re-
sources. U.S. companies can be more prof-
itable when they consider the world as their
marketplace.

Workplace Strategies
for Coping with Change

In order to produce services and products
economically and efficiently, organizations
must analyze the way they perform. This
focus produces a number of changes that ar
common in most organizations. Some of
these changes are presented in the following
sections.

Quality Focus

In a competitive society, businesses must
focus on quality. Competitors surpass organi-

¢

&

zations that fail to provide quality products
and services at reasonable costs. An American
statisticlan, the late Dr. W. Edwards Deming,
began the quality movement. Deming first
introduced his concepts to businesses in the
United States but failed to receive their sup-
port. In the 1950s, he took his concepts to
Japan, where Industrialists received him and
his Ideas enthusiastically. Significant positive
productivity results began to emerge in the
Japanese industries. Japan today is a major
Industrial force, producing quality products
distributed worldwide. In recent years, Ameri-
can organizations have become aware of the
need to focus on the quality of goods and
services produced. As a result, organizations
now apply Deming’s quality principles across
a spectrum of production and service indus-
tries. This approach to organizational im-
provement is referred to as TQM (total
quality management) or CQI (continuous
quality improvement).

DIGITAL VISION



How does TQM affect administrative pro-
fesslonals? How does it change work?

o Administrative professionals are involved
in decisions that affect the direction of the
business.

e Administrative professionals may have
major roles as members of teams that are
responsible for turning out products or
services., :

o Administrative professionals are more In-
volved in meeting the needs of clients and
customers.

® Administrative professionals have the op-
portunity to be creative in helping to solve
the problems of the organization.

Changing Organizational Structures

Traditionally, organizational structures used
some form of departmentalization (subdi-
viding work and workers into organizational
units responsible for a task) as a method of
organizing work. For example, traditional de-
partments were accounting, sales, information
systems, and so on. These departments were
set up in a hierarchical organization (orga-
nized by rank or authority) where vice presi-
dents or the CEO (chief executive officer)
made final decisions on most matters. Orga-
nizations today may use this type of structure
when they are small. However, as organiza-
tions grow, such a structure can lead to
slower decision making and increased compe-
tition between departments. Additionally, the
world is too complex and change is occurring
too rapldly for a few people to be able to
make all decisions. Organizational structures
are dynamic (changing rapidly) rather than
static (staying the same). Employees within
an organization have specialized skills and
knowledge that may be far different from
those of the CEO. Teams—due to their com-
bined knowledge, strength, and expertise—are
often used.

When Cisco’s™ president and CEO was
asked why Cisco was changing its organiza-
tional structure to encompass 11 technology
groups, his reply was as follows:

-C};a;;te_r I: The Workplace—Constantly Changing

Changing customer requirements and the inher-
ent market opportunity are at the heart of the
change. When Cisco created its line of business
structure in April 1997, our enterprise, commer-
clal, and service provider customers were bulld-
Ing separate networks with predominantly unique
product requirements. Today, our customers want
our products to move across all customer seg-
ments. They want a network of networks that Is
seamless and has transparent integration across
extranets, intranets, and the Internet. As our cus-
tomers and the industry evolve, Cisco continues
to evolve its organization.”

The CEO of QUALCOMM™ made a similar
statement when asked about organizational
structure,

Since its founding in 1985, QUALCOMM has
achleved significant growth based on combining
technical Innovation with rapid product develop-
ment, marketing, and customer support. This
corporate realignment provides our businesses
with strong leadership in a responsive organiza-
tlon to encourage and accommodate change and
support the global expansion of the market.®

Notice that both CEOs mention growth
and response to a constantly changing world
as reasons for organizational structure
changes.

Flexible Workweek

Although a number of organizations still ad-
here to the traditional five-day workweek and
8 a.m. or 9 a.m. to 5 p.m. hours, the tradition
is changing. Companies have begun to estab-
lish flexible hours to accommodate changing
family structures and needs. Several alterna-
tives to the traditional workweek are galning
in popularity. These alternatives include the

- compressed workweek, flextime, and job

sharing.

7“News @ Cisco,” accessed November 21, 2002; avail-
able from www.cisco.com.

8“QUALCOMM Announces New Corporate Structure to
Focus on Growth Opportunities,” accessed November 21,
2002; available from www.qualcomm.com.
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With a compressed workweek, employees
work the usual number of hours (35 to 40)
but work fewer than five days. For example, a
40-hour week may consist of four 10-hour
days; a 36-hour week may be made up of
three 12-hour days.

Flextime is another departure from the
eight-to-five workday. With flextime, working
hours are staggered. Each employee must
work the full quota of time but at periods
convenient for the individual and the organi-
zatlon. Under this plan, all employees do not
report to or leave work at the same time. For
example, with a 40-hour week, one employee
may come to work at 7:30 a.m. and work un-
tl 4 p.m. (with 30 minutes for lunch). Core
hours (hours when everyone s in the office)
may be from 9:30 a.m. until 2:30 p.m. Flex-
time helps reduce traffic congestion at the
traditional peak hours and allows employees
flexibility in their schedules.

Still another departure from the traditional
work schedule Is job sharing. Under this
arrangement, two part-time employees per-
form a job that one full-time employee would
hold. For example, job sharing might be two
people working five half days or one person
working two full days and another person
working three full days. Such a plan can be
suitable for parents with small children where
one or both spouses want to work on a part-
time basis. In addition, job sharing can be
suitable for workers who want to ease into
retirement by reducing the length of their
workday or workweek. Both the employees
and the organization can profit from job shar-
ing. Since full-time benefits are generally not
paid to part-time employees, the company
saves on benefit costs.

Downsizing

Downsizing, reducing the number of full-time
employees in an organization, has become a
large corporate movement. All you have to
do is pick up a newspaper, such as The

Wall Street Journal™, or a periodical, such as
Fortune™, to realize the number of organiza-
tlons that are downsizing. Two major reasons

exist for downsizing—streamlining an organi-
zation so it is more manageable and cutting
overhead costs (salary and benefit costs).

Outsourcing

Outsourcing, utilizing an outside company or
a consultant to take over the performance of a
particular part of an organization’s business
or to complete a project, is a cost-cutting
measure used extensively today. This ap-
proach can save the organization money in
salary dollars and benefits often granted to
employees, such as health insurance and re-
tirement options.

With practices such as downsizing and
outsourcing, employees can no longer assume
they will work for one organization their en-
tire career. Your grandparents and even your
parents may have worked for one employer;
however, you cannot expect to do so. Chang-
Ing jobs is commonplace today and will con-
tinue to be a common occurrence in the
future.

Tomorrow’s Workplace

The workplace of the future, whether it is
located in one physical place or in several
places involving teleworkers and multinational
corporations, promises to be very different in
physical appearance. An April 2002 issue of
Newsweek suggests these physical characteris-
tics for the workplace of the future:

® Remote-access tools, with the worker con-
necting to the internet wirelessly over a
broadband link, and images and sounds
projected to distant locations where the
worker is located

® Desks on wheels that can be rearranged for
impromptu meetings

* ID badges that open doors and cloak sensi-
tive on-screen information when unautho-
rized eyes are in range, using a tiny
transmitter

* Music pumped through a downward chan-

nel of sound, letting employees enjoy tunes
privately

Ed
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* Lighting that is adjusted to suit every per-
son’s individual needs

® Temperature and humidity tallored to each
individual’s needs

® Microphones at workstations to record
speech transmission, thus replacing much
of the manual keying done today

® Scenery projected on the wall and changed
to meet an individual's needs

The workpiace of the future is projected to have desks on
wheels that can be rearranged for meetings.

Chupte T The-Workplace—ConstantIy éhanglng i

Employees can no longer assume they wiil work for one organization their entire career.
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® Gel embedded in chair armrests, allowing
conformity to the shape of an individual’s
arms and elbows®

Telework

Many workers have traded in the traditional
work environment for telework, work that Is
performed any place and any time using tech-
nology. The telecommuting-to-work lifestyle
is here to stay. In a few years, according to
projections, there will be 30 million telework-
ers In the United States. You will learn more
about telework in Chapter 13.

Career Opportunities

Numerous career opportunities exist in the
administrative professional field. To make
wise choices, you need to understand these
opportunities, the skills needed for the various
specialty areas, and some of the professional
growth opportunitles available.

One specialty area within the administra-
tive assistant fleld that will have a large in-
crease In employment through 2010 Is

9°The Office of Tomorrow,” Newsweek, April 29, 2002.
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medical records and health information
technicians.'®

Additionally, employment growth in the
health and legal services industries will lead to
average growth for medical and legal assis-
tants and executive administrative assistants.
Fast-growing industries (such as personnel
supply, computer and data processing ser-
vices, health and legal services education,
engineering, and management) will continue
to generate new job opportunities.'!

Becoming an administrative support super-
visor or manager is an advancement possibil-
ity for administrative professionals who have
demonstrated the necessary competence.

10“Fastest Growing Occupations and Occupations Pro-
Jected to Have the Largest Numerical Increases in Em-
ployment between 2000 and 2010 by Level of Education
or Training,” Occupational Outlook Handbook, 2002-2003,
accessed May 6, 2002; available from www.bls.gov/oco/
ocotjl.htm.

ibid.

Medical Records and Health
Information Technicians

Job duties for medical records and health in-
formation techniclans include assembling
patients’ health information, ensuring that all
forms are completed, and inputting necessary
information in the computer. Technicians en-
tering the field often have an associate degree
from a community college. In addition to gen-
eral education, course work includes medical
terminology, legal aspects of health informa-
tion, database management, and computer
tralning.

Medical Assistants

The health occupations industry not only Is

experlencing considerable growth, but also is
changing dramatically due to technology and
increased costs of health services. In addition
to the traditional jobs of working in the office
of a medical doctor and working in a hospital,

The medical records and health information field is expected to show an increase in employment through 2010.

© GETTY IMAGES/PHOTODISC
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positions are also available in health-related
organizations such as insurance companies
and medical departments of large corporations
that provide health-care services.

The American Association for Medical
Transcription (AAMT) sponsors a certification
program, Certified Medical Transcriptionist
(CMT), and publishes a magazine entitled the
Journal of the American Association for Medical
Transcription. The Web address for AAMT is
www.aamt.org.

Legal Assistants

Growth in the legal service industry will offer
employment growth for legal support person-
nel. The legal field is very specialized, with
specialties including criminal, matrimonial,
probate, negligence, environment, patent,
corporate, malpractice, public interest, and
computer law.

Job responsibilities in the legal office in-
clude preparing legal documents such as com-
plaints, motions, subpoenas, affidavits, and
briefs. Typical duties include the following:
® Processing documents; performing adminis-

trative support functions, such as handling
records and telephone calls

® Assisting with legal research, such as veri-
fying quotes and citations in legal briefs

® Filing court papers
® Taking notes on proceedings

An avenue of continual growth and learning
in the legal field is obtaining certification.
Certification information is available from the
following organizations: National Association
of Legal Secretaries™ (NALS) and Legal Secre-
taries International®. NALS sponsors an Ac-
credited Legal Secretary (ALS) examination
and certification program administered by the
Certifying Board of the National Association
of Legal Secretaries. This organization also
administers an examination to certify a legal
secretary with three years of experience as a
Professional Legal Secretary (PLS). Legal Sec-
retaries international confers the designation
of Board Certified Civil Trial Legal Secretary
In specialized areas such as litigation, real

Sde TR R
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estate, probate, and corporation law to indi-
viduals who have five years of law-related
experience and pass the exam. The Web ad-
dress for NALS is www.nals.org; the Web
address for Legal Secretaries International is
www.legalsecretarlas.org.

Administrative Support Supervisors
and Managers

Administrative support supervisors and
managers are employed in virtually every
sector of the economy, working in positions
as varied as customer service managers and
shipping-and-receiving supervisors. The
largest numbers are found in banks, govern-
ment agencies, retail establishments, health-
care facilities, insurance companies, and
business service firms. Although specific
duties vary considerably depending on the
organization, common duties include the
following:
° Performing administrative tasks to ensure
that staff can work efficiently

® Maintaining equipment

® Ordering new equipment and supplies
e Planning the work of the staff

® Supervising the staff

® Overseeing the work of the staff

* Evaluating the individual worker’s perfor-
mance

® Recruiting new employees
® Interviewing prospective employees
* Providing orientation for new employees

® Training new employees in organization
and workplace procedures

® Assisting in the resolution of interpersonal
conflicts among staff

® Knowing the provisions of labor-
management agreements in organizations
covered by union contracts'?

12+Office and Administrative Support Worker Supervisors
and Managers,” Occupational Outlook Handbook, 2002-
2003, accessed May 6, 2002; available from www.bls.gov/
oco/ocos.
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If supervisors and managers are to be suc-
cessful in their jobs, they must continue to
learn and grow. A few organizations that offer
educational assistance and support to people
employed in management occupations include
the ones listed here.

* American Management Association, www
.amanet.org

* National Management Association, www
.nmat.org

@ Association for information Management
Professionals, www.arma.org

Twenty-First-Century
Workplace Requirements

Postsecondary education and various profes-
sional skills and qualities are essential for
success in administrative professional posi-
tions. This section identifies some of the
major workplace requirements needed to be
a successful and productive administrative
professional.

Education

According to the authors of Workforce 2020,
“Upward mobility in the labor force depends,
quite simply, on education.”'? Due to our
ever-increasing technological world, the level
of education for jobs is increasing. Many
employers require an associate degree for ad-
ministrative assistants, and some administra-
tive assistants have a bachelor’s degree. In
addition to education being essential for ob-
taining a job, ongoing education is important
in keeping a job. Lifelong learning is essential
for all individuals who expect to remain pro-
ductive and promotable workers. In addition
to formal education, informal education
through reading, attending seminars and con-
ferences, and being active in professional or-

13“Education Must improve for 2020 Workforce Success,”
accessed May 6, 2002; available from www.heartland.org/
education.

ganizations Is essential for maintaining and
improving the knowledge and skills needed as
work responsibilities change.

You have already learned about several
organizations that provide lifelong learning
possibilities. Another important assoclation is
the international Association of Administrative
Professionals™ (IAAP). This organization is the
world's largest association for administrative
support staff, with nearly 700 chapters and
40,000 members and affiliates worldwide.
IAAP administers certification programs for
entry-level and advanced skills. The entry-
level skills program is available through the
Office Proficiency Assessment and Certifica-
tion program. The advanced-level certification
program awards the Certified Professional
Secretary™ (CPS) designation upon the suc-
cessful passage of the exam plus the required
work experience. The letters CPS after an ad-
ministrative professional's name are indicative
of the achievement of the highest professional
standard within the field. Figure 1-1 gives more
details about this certification. IAAP publishes
a magazine called OfficePro™; the Web address
for IAAP is www.laap-hq.org.

Skills

Certain skills are needed in all administrative
professional positions. These skills include the
following:

® Communication (listening, verbal presenta-
tion, and writing)

® Human relations

® Time management .

e Critical-thinking '

* Decision-making

© Creative-thinking

® Teamwork

°* Technology

® Leadership

* Anger, stress, and time management

Communication Skilis
Administrative professionals spend a large
part of their workday communicating with

R
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WHY CERTIFICATION?

WHO IS ELIGIBLE?

THE CERTIFIED PROFESSIONAL SECRETARY

Job Advancement—The CPS rating gives you a competitive edge for being
promoted and hired,

Professional Skills—You will learn more about workplace operations and bulid
your skilis by studying for and taking the CPS exam.

Salary—An |AAP Membership Profile study shows that CPS holders earn an
average of $2,228 more per year than those who do not have certification.

Estesm—Attaining the GPS certification demonstrates to your employer that
you are committed as a professional.

Coliege Credlt—Many colleges and universities offer course credit for passing
the CPS exam.

You may take the CPS exam if you are employed as an administrative profes-
slonal or have at least two years of work experience as an administrative
professional, varying according to your levei of college educatlon. Students or
teachers In a college business education program also may quailfy.

WHEN AND WHERE The CPS exam Is a one-day exam administered each May and November at over
IS THE EXAM GIVEN? 250 locations across the United States, Canada, and other countries.

WHAT ARE THE PARTS The exam has three parts.

OF THE EXAM? - Finance and Business Law

- Management
Excerpted from www.laap-hq.arg/cps

- Office Systems and Administration

| 877

FIGURE 1~1 CPS Certification

others. Communication takes the form of
emails, letters, faxes, voice mail, telephone
calls, written presentations, verbal presenta-
tions, and one-on-one conversations. Regard-
less of the form communication takes, you
must be proficient in this area. You must ex-
press yourself accurately and concisely in
written correspondence, and you must be
clear, tactful, and straightforward in verbal
communications. Part 2 of this textbook, Ef-
fective Communication, will help you improve
your communication skills.

Human Relations Skilis

As an administrative professional, you inter-
act with many people. Within the company,
you work with coworkers, supervisors, and

other executives. Contacts outside the com-

pany include customers and visitors to the
workplace. The people you encounter are of
different cultures, races, ethnicities, and ages.
If you are to be successful in working with
these diverse individuals, you need to attempt
to understand and accept their needs.
Throughout your life, you must continue to
work on improving your human relations
skills. This area is one in which you never
completely master the skill but should always
attempt to improve. Chapters 2, 3, and 4 will
help you improve these skills.

Time Management Skilis

Another important skill is the ability to orga-
nize your time and work. As an efficient ad-
ministrative professional, you need to
organize your time, paper, electronic files,
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and calendar so work flows smoothly and
tasks are finished on time. Chapter 2 will help
you improve your time management skills.

Criticai-Thinking Skills

Critical thinking is a unique kind of pur-
poseful thinking in which the thinker system-
atically chooses conscious and deliberate
inquiry. Critical comes from the Greek word
krinein, which means “to separate or to
choose.” To think critically about an issue
means to try to see it from all sides before
coming to a conclusion.

As an administrative professional working
in a highly technical and rapidly changing
workplace, you must think critically about the
issues facing you. Doing so can save you
time and make your life easier as an individ-
ual in the workplace. These skills can also
make you a valuable employee for your orga-
nization—one who is recognized and pro-
moted. As you are learning and practicing
critical-thinking skills, a systematic process of
asking appropriate questions will help you.
Figure 1-2 lists several questions. Take a few
moments to read them; then begin to practice
and improve your critical-thinking skills.

CREATIVE-THINKING Q

UESTIONS

* What is the purpose of my thinking?

* What problem or question am | trying to
answer?

* What facts do J need to address this probiem or
this guestion?

* How do | Interpret the facts or information |
receiva?

» What conclusions can | make from the Informa-
tion | receive?

* Are my conclusions defsnsibla?
* Have | dealt with the compiexity of the situation?
* Have | avolded thinking in simple stereotypes?

* What will be the consequences if | put my
conclusions Into practice?

FIGURE 1-~2 Creative-Thinking Questions

Decislon-Making Skilis

in your role as an administrative professional,
you make decisions daily. If you are to be ef-
fective In that process, you must understand
and implement proper decision-making steps,
The next section of this chapter presents
these steps. Study these skills, practicing
them throughout this course so you become

. an effective decision maker in the workplace.

Creative-Thinking Skiiis

Creativity means “having the ability or the
power to cause to exist.” Creativity Is a
process. It is a way of thinking and doing. A
creative person understands that multiple op-
tions exist in most situations and that he or
she is free to choose from a wide variety of
options. Creative individuals use more than
one set of rules or one method for getting a
job done.

Consider this situation. You have decided
to take advantage of your company’s offer to
become a teleworker five days a week. One
expectation of you includes being productive
as you work from your home; you will have
no support from your colleagues. You have
two young children who are in the first and
third grades. You will be the primary care-
giver when they return home from school
each afternoon.

How do you think creatively in this situa-
tion in order to accomplish your job at the
highest level of productivity while meeting
your family obligations? How do you set up
your home work space to provide for maxi-
mum efficiency? How do you provide for your
children’s needs after school and still get your
work done? Take a few minutes to read and
think about the tips given in Figure i-3.
Throughout this course, use these tips as you
make decisions. Then practice the tips on the
Job—at the one you have now or will have in
the future.

Teamwork Skilis

The word team can be traced back to the
indo-European word deuk, meaning “to pull.”
Successful teams in the work environment
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CREATIVE-THI

NKING TIPS
* Have faith In your own creativity.

* Attack barriers to creativity. Self-judgment and
judging others are barriers to creativity.

* Pay attentlon to everything around you.
= Ask questions constantly.

* Tackle tasks that are not easy and that require
effort.

Break tasks Into small pleces.

Do one thing at a time,

Make a game of tasks.

Know when to stop.

Stop worrying.

Block irrelevant thoughts,

Pay attention to your Intultion.

Concentrate Intently on the activity at hand.
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FIGURE 1~3 Creative-Thinking Tips

Teamwork demands that you build strong relationships with team members.

*

include groups of people who need each
other to accomplish a given task. Teamwork
skills are similar to interpersonal skills in that
they demand that you understand, accept,
and respect the differences among your team
members. Teamwork also demands that you
engage in the following behaviors:

® Treat all team members courteously.

° Build strong relationships with individual
members of the team and the team as a
whole.

¢ Learn collectively with the team. Start by
developing self-knowledge and self-mastery;
then look outward in developing knowledge
and alignment with team members.

* Take responsibility for producing high-
quality work as an individual team mem-

ber and encouraging a high-quality team
project.




Technology Skiiis

If you are to succeed in the workplace, you
must be competent and current in your
knowledge and skills of technology as it
applies to your job. You must develop the
following:

* Proficiency with computers and current
software

e Proficiency in telecommunications

e Capability in researching on the Web

® Competency in using printers/coplers/
scanners

° Willingness to research new workforce
technology and utilize this technology in
the workplace

Later chapters of this book will help you de-
velop these important skills.

Leadership Skills

You will develop leadership skills over time.
You begin to develop these skills by seeking
out and accepting leadership opportunities.
Accepting a leadership position in one of your
school’s organizations can help you develop
leadership skills. As you accept leadership
opportunities, learn from each of them. Eval-
uate yourself or ask a close friend to evaluate
you. What did you do well with your leader-
ship opportunity? What did you not do well?
How can you correct your mistakes? In Chap-
ter 20, you will learn more about leadership
and the application of leadership skills to
your job.

Anger, Stress, and Time Management Skiils

You live in such a fast-paced world that you
may find yourself complaining about how
stressed you are. Chronic stress can cause
serious health problems and affect your
work—not only in the way you perform when
you are under stress, but also in the work
you miss due to illness. Anger, stress, and
time management are all closely related. if
you carry around deep-seated anger, you be-
come stressed. in order to be effective in your
work life and personal life, you need to un-
derstand how to manage your anger and time
so you do not become chronically stressed.

Chapter 2 will help you understand how to
manage your time and lead a less stressful
and angry life.

Success Qualities

in addition to the skills just identified, certain
qualities are essential for the success of the
administrative professional. These qualities
include flexibility, adaptability, Integrity, hon-
esty, Initiative, and motivation.

Fiexibility/Adaptablilty

Flexible means “capable of being bent or
pliable.” Adapt means “to make suitable to a
specific use or situation.” The two terms are
closely related. You learned earlier in this
chapter that the workforce is diverse and
constantly changing. You must be able to
adapt to new technology, to be pliable when
new situations occur, to be willing to think in
new ways, and to accommodate the many
changes that occur in your work life.

Integrity/Honesty

in the workplace environment, integrity and
honesty mean that you engage in the follow-
ing behaviors:

* Adherence to a strict ethical code

o Truthfulness

e Sincerity

You do not engage in activities that allow
others to question your morals or values.

initiative/Motivation

The definition of initiative s “the ability to
begin and follow through on a plan or task.”
initiative is taking the tasks you are given and
completing them in an appropriative manner.
initiative also means seeking out tasks beyond
those assigned by your supervisor. The most
highly valued administrative professional has
the ability to analyze a task, establish priori-
ties, and see work through to completion.
Motivation and initiative are closely related.
Motivation provides an incentive for someone
to act. in taking the initiative to begin a task,
you may be motivated extrinsically (from
outside) or intrinsically (from within). For
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DECISION-MAKING STEPS
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FIBURE 1~4 Decision-Making Steps

Define the Probiem or the Purpose

This statement may sound simple, but it is
usually the most difficult step. When attempt-
ing to define the problem or purpose, ask
yourself a series of questions:

e What problem am I trying to solve, or what
purpose am | trying to achieve?

® Why is this decision necessary?
o What will be the outcome of this decision?

Assume you are completing your education
and are ready to look for a position as an
administrative professional. You know you
want to enter the medical field. You have
two job offers—one in a small medical office
in the suburbs, approximately a 15-minute
drive from your home, and one in a large
city hospital, approximately a 40-minute
drive from your home.

The medical office is small, and the ad-
vancement opportunities are limited. However,
you understand you may have an opportunity
to become an administrative manager, over-

seeing the operations. The office environment
is informal, yet professional. People seem to
care for one another. The workload of the
position is heavy; however, the tasks are
varied. The benefits are fair.

The people in the hospital seem very nice,
but the pace appears hectic. The workload of
the position is heavy, but not varied. The per-
sonnel seem too busy to talk with one an-
other. The promotional opportunities appear
excellent and include a number of areas from
which to choose. The benefits are excellent
also. The salary for the hospital position Is
$200 more per month than the medical office.

Your answers to the three questions might
be as follows:

° | am trying to solve the problem of finding
a suitable position in the medical field. i
want a job that provides good promotional
opportunities and challenging work. Since i
have a small child who will be staying with
a baby-sitter, i do not want to drive long
distances to work. | want to be able to




spend as much time as possible with my
child.

» The decision is necessary because (a) | am
finishing my education, (b) i need money to
help support my family, and (c) | want to
be employed where the work is meaningful.

« The outcome of the decision is my employ-
ment in an administrative professional role
where the position provides challenges and
opportunities and an appropriate starting
salary and benefits.

When you finish answering the questions,
you should frame the problem in statement
form. Your statement may be similar to the
following:

My purpose s to find an administration profes-
sional position in the medical field within reason-
able proximity of my home. This position should
be one that provides challenges and opportunities
in addition to satisfying my financial needs.

Establish the Criteria

The next step in the decision-making process
is to determine criteria needed to make a
sound decision. In setting criteria, here are
three questions you may ask.

o What do | want to achieve?

» What do | want to preserve?

e What do | want to avoid?

Your answers to these questions in the situa-
tion given might be as follows:

» | want employment as an administrative
professional in a medical office where pro-
motions are possible.

e | want to use the skills that i have.

» | want to avoid traveling more than 30 min-
utes to and from work each day.

By asking and answering these questions, you

can determine several criteria important to

you as you look for a position.

Generate Alternatives or Possibie Solutions

The next step in the decision-making process
is to begin generating alternatives or possible
solutions. For example, you might list the job

R
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duties of each position, the promotional op-
portunities available, and the starting salaries
and benefits.

Test the Aiternatives and Make the Becision
The effective decision maker tests each alter-
native using this system:

e Eliminate alternatives that are unrealistic or
incompatible with your needs or situation.

e Give additional thought to alternatives ap-
propriate to the situation.

o Select the alternative that appears most re-
alistic, creative, challenging, or satisfying.

For example, one position might have only
one promotional opportunity offering a very
small salary increase. The work environment
in one position might be better than the other
position. if neither position meets your needs,
you may decide to decline both positions and
continue your job search.

Evaluate the Decision

The last step in the decision-making process

is evaluating the decision. Evaluation serves

two purposes:

» it helps you decide if you have made the
right decision for the immediate situation.

o It helps you improve your decision-making
skills for the future.

In evaluating your decision, here are some

questions you can ask yourself.

o What was right about this decision? What
was wrong?

o How did the decision-making process work?

» What improvements are necessary?

» What did | learn from the decision?

o What changes should i make for the future?

Setting appropriate goals and making effective

decisions allow you to move in the direction

you wish in your career. The decision-making

model also helps you deal realistically with

your strengths and weaknesses and to mini-

mize the latter as you strive to reach your

career goals. R
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SUMMARY

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

» The workplace is constantly changing and includes technological changes, a diverse environment,
an aging workforce, additional women in the workforce, and a global economy.

* Workplace strategies for coping with change include a quality focus, changing organizational
structures, flexible workweeks, downsizing, outsourcing, use of technological equipment, and
telework.

» Career opportunities for the administrative professional are expected to be good In medical
records and health information, legal services, and medical assistant fields.

* Promotional opportunities for administrative professionals include supervisors and managers.

° Twenty-first-century workplace requirements include greater levels of education and skills such
as communication; human relations; time management; critical-thinking; decision-making;
creative-thinking; teamwork; technology; leadership; and anger, stress, and time management.

® Success qualities include flexibility/adaptability, integrity/honesty, and initiative/motivation.

* When determining a career plan, set appropriate goals and make effective decisions.

FIND THE PROBLEM

Throughout this course, you will be working for People Pharmaceuticals international. To learn
more about this company, read the material on page 1 of your Applications Workbook. As a part-
time employee, you have had an opportunity to observe some of the human dynamics that occur
in the organization. What is the problem in the following situation?

John accepted his first job as an administrative assistant to Pamela Evian, manager of the
Human Resources Department for People Pharmaceuticals international. When they were intro-
duced, John shook Pamela’s hand vigorously and said, “Hi, Pamela. | am so happy to meet you.”
Although she responded with a smile and a welcome, the look on her face told John he had done
something wrong. Now when he comes to work each morning, he makes a point of going by
Pamela’s office and greeting her. Her response is always a hurried “Good morning.” John wants
to make a good impression on his employer, but he has a feeling Pamela dislikes him. What sug-
gestions would you make to John?

PROFESSIONAL POINTERS

Here are some tips to help you take advantage of the possibilities available to you.

* Practice creative dreaming of where you wish to be in your professional life 10 and 20 years
from now.

* Know your own beliefs and personal goals; pay attention to what you value.
* Focus on your achievements and your strengths.

s Learn from your failures.

* Create a vision for your future.




. Identify forces changing the workplace environment.

. Describe two career opportunities available for the administrative professional.

. List six necessary twenty-first-century skills.

. Explain why flexibility and adaptability are essential for success in the twenty-first century.
. Explain the decision-making model. v

L R S

Roberta McPherson has completed her first year at Lincoln Hills Community College in Fort
Worth, Texas. Roberta was a C student in high school. However, when she started to college,
she decided to concentrate on her studies; as a result, she had a 3.6 grade point average (on a
4-point scale) at the end of the first year. In her first year of college, she had not determined her
career course, so she took general education classes. She enjoyed all of her classes, particularly
her psychology and computer classes. She talked with one of the school counselors at the end
of the year and completed the Myers-Briggs instrument suggested. According to the instrument,
Roberta is an extrovert (likes working with people) and a thinker (makes decisions by logical
reasoning). Roberta worked part-time in the president’s office during the second semester. In
this position, she answered the phone, made appointments, keyed reports on the computer, and
handied complaints. She enjoyed every aspect of the job—especially dealing with people issues.
The president’s assistant complimented her several times on her decision-making ability. She
urged Roberta to take office systems courses in the fall; she told Roberta she thought the field
could be rewarding.

How should Roberta go about deciding what to do? Roberta has never engaged in personal
goal setting. In fact, she has no idea how to begin. However, Roberta is proud of her achieve-
ments this past year and Is ready to make plans for her future. What advice would you give
Roberta about how to set her personal goals? What should she consider? Using the decision-
making model presented on pages 20-21 of your textbook, develop a plan you believe Roberta
should follow.

Complete the Vocabulary Review for Chapter 1 given on page 3 of the Applications Workbook.

Complete the English and Word Usage Drill for Chapter 1 listed on page 5 of the Applications
Workbook.
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Interview one administrative professional who is currently working in the field. You may choose to
do the interview by email. Ask the administrative professional these questions:
* How long have you worked as an administrative professional?
What changes in the workplace environment have you seen since you began working?
- How have you handled these changes?
- What skills do you need to be effective at your job?
» How do you stay current in your field?
* What are the advantages/disadvantages of your current position?
» What advice would you give a student preparing for the same career?
Write a summary of your findings, giving the name of the administrative professional you inter-

viewed and the company affiliation. Present the report to your instructor. Write a thank-you letter
to the interviewee.

A1-2 (Goal 1)

Using the Web, research one business merger that has happened in the last year. Attempt

to answer this question: What impact will this merger have on the business world and the
public? Report your findings to the class. For tips on Websites and Web research, refer to the
Preface in your Applications Workbook.

A1-3 (Goal 2)

interview one manager. You may interview the person by telephone. Ask these questions:
* What changes has your organization faced in the last three to five years?

° What steps have you taken to cope with these changes?

+ Have you helped your employees understand how to cope with change? if so, how?

» What changes does your organization anticipate within the next year? How do you anticipate
the organization will address these changes?

Report your findings to the class.

- as3 dJ4)

Review the five job openings in your Applications Workbook, page 7. Make a list of the types of
opportunities available to the administrative professional and the job requirements. Present your
report to your instructor in writing, using the memorandum form on the Student CD, SCDA-4.

AT al 5)

Complete the self-evaluation chart on page 9 of the Applications Workbook to help you

understand your strengths and weaknesses. Follow the directions given in the Applications
Workbook for completing the self-evaluation. Working with two classmates or on your own, develop
a career plan. if you are working with classmates, discuss with each other your individual strengths
and weaknesses. Each person should voice where he or she wants to be in three years and in five
years. Question each other as to how you make decisions. What type of information do you need
before you make a decision? How do you evaluate a decision? Individually write down where you
plan to be in your career in three years and in five years. Explain how you expect to accomplish
your goals. Explain how you will evaluate the decisions you make. Write a memorandum to your
instructor (using the memorandum form provided on the Student CD, SCDA1-5) explaining how

e



