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Part Five

Secretarial Duties

One of the busiest persons in an office is the secretary. Every day
he/she has lots of things to do. The work mainly includes receiving visi-
tors, making arrangements, receiving and making telephone calls, book-
ings and appointments, daily office routine, taking and passing messages,
answenng or writing letters, telegrams and telexes, drafting documents,
notifications or speeches, filling in forms, filing, typewriting and other
clerical work, and even taking minutes at meetings, etc.

One can not do the work well without trying hard to have all the
qualifications of a secretary. Besides the basic requirements, such as be-
ing punctual in attendence, diligent in discharge of his/her duties and
careful and practical in dealing with everything. It is essential for a secre-
lary to have knowledge of at least one foreign language. A secretary
should be a shorthand-typist with a knowledge of office practice and know
the things about secretarial duties. He/She should receive secretarial
training if he/she hasn’t received before, and acquire proficiency in all
necessary skills, especially the skills in writing and in oral work.

As for skills in writing we have discussed letter writing, telegram
writing and telex writing in the previous parts, and we will touch on docu-
ment writing, speech writing and other practical writings in the next few
parts. In this part, we are to discuss the skills in oral work.

I. RECEIVING VISITORS

The most common work for a secretary is to receive visitors. A secre-

tary who receives visitors is also called a receptionist. In different organi-
. 1 '.



zations, the work of a receptionist is varied. In a large firm, a reception-
ist normally does nothing apart from receiving visitors and making appoint-
ments-and travel arrangements. But in a small firm, the receptionist may
not only have to receive visitors, but also do some typewriting and clerical
work, and even operate switchboard. Anyhow, the reception work is im-
portant because the receptionist is the first person visitors see when they
come to the firm and thus givevthe first impression of the finn to the visi-
tors.

There are different ways of speaking involved in receiving visitors
with an oppointment and without an oppointment. Appropriate ways with
polite manners are always requested.

A receptionist should know all the appointments and whereabouts of
the executives every day. He/She should be notified in advance or at the
beginning of each day. Of course, executives should report their move-
ments (for example, going to see an important client or going to lunch) to
a receptionist throughout the day. With this information in mind, the re-
ceptionist can receive and talk to visitors without any hesitancy.

Conversations between receptionists and visitors can take many
forms. Generally, however, they contain greetings, requests, explana-
tions, suggestions, and apologies, etc.

1.RECEIVING A VISITOR WITH AN APPOINTMENT

Model

Receptionist: Good morning, sir. Can I help you?

Visitor: Good morning. Is this Timberlake & Company?
Receptionist:  Yes, it is.

Visitor: My name is Thomas Ray. I am from Randolph-White

Company. [ have an appointment with Mr. Norton.
Receptionist:  Yes, Mr. Norton is expecting you, Mr. Ray. If you'd
like to take a seat, I'll let him know you’re here.
Visitor: Thank you.
Receptionist:  ( dials Mr. Norton’s extension number.) Mr. Norton?
2.



Mr. Ray of Randoiph-White Company is here. Shall I
send him up? Thank you. (to wvisitor ) Mr. Norton will
come down and see you right away, Mr. Ray.

Visitor: Thank you very much.

Note that Mr. Ray had an appointment and what he introduced a-
grees with that in the appointments list, so the receptionist can say that
Mr. Norton is expecting him.

2.RECEIVING A VISITOR WHO DOESN' T INTRODUCE HERSELF
WELL

Model

Receptionist:  Good morning, madam. Can I help you?
Visitor: Yes. I would like to see Mr. Norton, please.
Receptionist:  Yes. ... You must be Miss White.

Visitor: Yes, ['m Jane White.

Receptionist: Mr. Norton said that you are coming this morning. If
you’ d wait a few seconds, I'll ring his extension. (di-
als. ) Hello, Mr. Norton. This is Reception. Miss White
has come here to see you. Shall I bring her up to your of-
fice? Thank you.

Visitor: Is he free now?

Receptionist: Well, Mr. Norton will come down to take you to his
office in about five minutes, Miss White. There are some
magazines on the table over there if you’d like to read
them.

When the visitor does not introduce herself well, the secretary does
not ask if the visitor has an appointment. At this moment, she could say,
“Do you have an appointment with Mr. Norton?” But this would sound
rather cold. After checking in the appointments list, she says,“You must
be Miss White.” This sounds much better. For it is usually a good idea to
address the visitor by name if he/she has an appointment. This is a
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friendly gesture, and makes the visitor feel that he/ she is welcome. Of
course, if you find no record of an appointment, you may ask the above

question.

If there is a delay, the receptionist should offer the visitor some

reading matter.

3.RECEIVING A VISITOR WITHOUT AN APPOINTMENT

Model

Receptionist :

Visitor:

Receptionist ;

Visitor:

Receptionist:

Visitor:

Receptionist:

Visitor;

Receptionist :

Visitor:

Receptionist:

Visitor:

Secretary :

Receptionist:

Secretary ;

Good moming, sir. Can I help you?

Yes. 1 would like to see your managing director to discuss
sales of duplicators of our new model. Here is my card.
Thank you. (reads the card) Mr. Wilson. Office Ma-
chinery Company. Have you an appointment, Mr. Wil-
son?

Er ... No, I'm afraid I haven’t.

The managing director is now attending a meeting.

Can you let me know when he will be free?

I’ m afraid he won’t be free this moming.

What a pity!

Well,
kind of matter. That’s Mr. Cooper.

the Purchase Manager usually deals with this

Yes? Is it possible to see him now?

Just a minute please. 1’1l phone his secretary to see if
he’s free. Be seated, please.

Thanks. (dials.)

Mr. Cooper’s office .

Hello, Mary. Linda here, Reception. I have a Mr. Wil-
son here. He wants to see Mr. Cooper to discuss sales of
duplicators of their new model. Is Mr. Cooper free to see
him?

Yes, he is. As a matter of fact, he is in the office now.



Receptionist :

Visitor:

Receptionist :
Visitor:

Receptionist

His 9:45 appointment has been cancelled. Send Mr.
Wilson up, please. :

0.K. (puts down the phone and turning to Mr. Wilson )
Mr. Cooper is free, Mr. Wilson. Would you please go
up to his office. It’s Room 12 on the second floor. Mr.
Cooper 13 expecting you.

Room 12 on the second floor.

That’s right. The stairs are over there, on the

right ... or there’s a lift at the end of the corridor.
The second floor ... 1 think I’ 1l take the lift. Thank
vou. Gouod-bye! -

Bve!

When a visttor arrives withoul any appointment, the receptionist

should offer him a seat, and promise to contact the person he wants to

see, or someone else who can deal with the matter.

4. REARRANGING THE APPOINTMENT

Model

Receptionist;
Visitor:
Receptionist ;
Visitor:

Receplionist :

Visitor:
Receplionist:

Visitor:

Receptionist :

Visitor:

Good morning. Can [ help you?

Yes. I have an appointment with Mr. Cooper.

Mr. Edwards?

Yes, that’s right. :

I'm afraid Mr. Cooper is engaged at the moment. He is
in the middle of a meeting. ¥ Would you mind waiting?
Well ... How long will he be?

About half an hour.

Well, it’s a quarter to ten. Oh, that’s too long. I have
another meeting at 10:30.

Can the Assistant Manager deal with it?

No. I got in touch with Mr. Cooper myself on the tele-
phone yesterday and discussed details with him. I doubt

.5.



Receptionist:

Visitor:

Receptionist:

Visitor:

Receptionist:

Visitor;

if anyone else would know about the matter.

Perhaps you would like to make an appointment for some
other time?

Yes, I suppose that’s the best idea in the circumstances.
I’ 1l be in this area on Thursday morning. Thursday mom-
ing at 9:30. Is that all right?

Yes, 1’1l make a note of that and ask Mr. Cooper to con-

-firm. Does he have your telephone number?

Yes, but I’1l leave my card, just in case he has lost the
one | gave him. :

Thank you, Mr. Edwards. I’ m sorry about the confusion
but we’ 1l see you on Thursday.

Yes. Thank you. Good-bye.

* If it is a long delay the visitor would appreciate some form of ex-

planation. The receptionist should apologise for any delay.

5.WHEN THE EXECUTIVE IS ENGAGED

Model

Receptionist:

Visitor:

Receptionist:

Visitor:

Receptionist:

Visitor:

Receptionist:

Good moming. Can I help you?

Yes. I'd like to see Miss Bemstein.

Is Miss Bemstein expecting you, sir?

No, [’ m afraid not.

Could I have your name, please?

Park, Owen Park.

If you’d like to take a seat, Mr. Park, I’ll see if Miss

Bemstein can see you. ( to Miss Bernstein on her exten-

sion)
I have a Mr. Owen Park here, who wants to see you.
Yes, ... you can’t? All right. (to wvisitor) I'm afraid

Miss Bernstein can’t see you at the moment. Would you
like to see someone else who can deal with the matter?



Visitor: No. I must see Miss Bernstein.

Receptionist: I’ m afraid that’s not possible at the moment, sir. Please
leave your card and 1’ 11 ask Miss Bemstein to get in
touch with you herself. Perhaps she can arrange an ap-
pointment for some future date.

Visitor: 0.K. Here you are. Thank you. Goodbye.

If it is necessary to tell a visitor that it is impossible or inconvenient
for an executive to see him, this may have to be done tactfully:

1f the executive is away from the office, it is not too difficult. The
recéptionist may ask if someone else in the office can help.

e.g.“l’m afraid Mr. Norton can’t see you today. He is away from

his office at the moment. Can the Assistant Manager deal with
the matter?”

If the executive is in the middle of a meeting, the receptionist
should explain carefully what is happening.

e.g.“I'm afraid Mr. Norton can’t see you today. He’s in the mid-

dle of a meeting at the moment. Would you like to make an ap-
pointment for next Friday?”

If the executive simply hasn’t enough time or doesn’t want to see
the visitor, then the receptionist has a difficult job and must explain or
make suggestions with tact. A future appointment can be arranged.

If the receptionist accompanies the visitor to the executive’s office,
he/she announces the visitor’ s name, title and the company he repre-
sents. He/She then introduces the executive to the visitor.

e.g. This is Mr. Wilson, the Representative from Office Machinery

Company .
This is Mr. Cooper, the Purchase Manager.

This is Miss White, the Fashion Design Department of MH
Company .
This is Mr. Norton, our Business Manager.



6.

DRILLS

Substitute the underlined parts:

i.

9]

If you’ d like to take a seat, 1'l] let him know you' re here.

1)sit down over there, the secretary will come and bring vou up to the
office

2)be seated here, I'1l contact the managing director

3)wait a few minutes, Mr. Norton will come and see vou

4)come this way, the messenger will show the way to the office

5)wait in the reception room, I'1l see if the director is free

6)wait a few seconds, I 1l phone through to his secretary

.Can you let me know when he will be free?

1)at what time he retums

2)the best time and date for an appointment

3)where Mr. Brown’s office is

4)where the Sales Manager will be on Monday moming
5)who is available in the office

6)how much you can claim for travelling expenses
7)how to fill in the application form .

8)as soon as the director comes back

.Can the Assistant Manager deal with it?

1) the Office Manager

2)the Production Manager

3)the Research and Development Manager
4)the Foreign Department

5)the Engineering Department

6)any other manager

7)the Sales Manager’ s deputy

8)his secretary

.I’m afraid Mr. Cooper is engaged at the moment. He is in the middle

of a meeting.
1)Miss White can’t see you today. She is away on business.

« 8 -



2)the director won’t be able to see you this moming. He’ll be very

busy the whole moming.
3)Mrs. White is too busy to see you at all today.
4)you’ 1l have to wait. He went to have lunch.

5)the managing director won’t be back today. He has gone to see an

important client.

6) the manager’ s deputy cannot be contacted at the moment. He is

out.

7)1 have to say sorry to you. Qur manager is away on business.

8)Our manager hasn’t come to office. He is ill.

II. MAKING APPOINTMENTS

Making appointments is also the common work of a secretary, espe-

cially in big organizations. The executive is always very busy. If he wants

to see any person in other firm or in any firm in a distant city, and if he

is too busy to make appointments himself, he asks the secretary to do it

instead. The same is true with postponement or cancellation .- appoint-

ments. And most of the meetings with his clients or business friends are

also often arranged by the secretary.

1. MAKING AN APPOINTMENT FOR THE EXECUTIVE

Model

Mr. Norton:

Secretary ;

Mr. Norton:

Secretary :
Mary :

Olivia, I’ d like to see Mr. Samson Root of the Quick
Clothing Company sometime tomorrow. Would you phone
him and see whether he is free?

Tomorrow, certainly, Mr. Norton. But what if he is not
free?

The day after tomorrow, then. Anyhow, the earlier the
better.

0.K. Mr. Norton, I'll phone him right away. (dials. )
The Quick Clothing Company. Can I help you?



