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Preface

The role of the administrative assistant has expanded dramarically since the tradi-
tional office of the 1960s began its shift to electronics. Once known solely as
secretaries, whatever the level and nature of their responsibilities, the secretaries
of the 1960s came into their own as administrative assistants in the electronic of-
fice of the 1990s.

The title accurately reflects the role of persons who work in close con-
junction with superiors in carrying out a myriad of administrative functions.
Although the title varies somewhat across organizations, from executive assistant
to administrative secretary or assistant, this text addresses all such persons as
administrative assistants. Regardless of title, however, the same level of pro-
fessionalism and expertise is implied.

Hopetully, all readers, whatever their titles, will find herein information
that will enhance and promote their administrative careers in business. Such was
the author’s intent in writing the text.

The author wishes to thank the following reviewers of the manuscript:

Beverly Amoroso, Kirkwood Community College
Doris A. Edwards, National Education Center
Marian Tancy Finkbiner, Lincoln Trail College
Sheryl Gasaway, St. Philip’s College

Arlene P. Hantjis, Bucks County Community College
Linda Kavanaugh, Robert Morris College

Michael Maki, Katherine Gibbs School

Nancy C. Wilson, University of Kentucky



A special word of appreciation is extended to the many organizations
whose generous contributions of photographs and illustrations have enhanced
the content matter of this text. A courtesy line identifies each of these organiza-
tions, with their contributed materials, throughout the text.

A special acknowledgement is due also to the contributors of chapter-
opening photographs, whose names, together with corresponding chapter num-
bers, are listed below:

CHAPTER COURTESY OF
1 Steelcase, Inc.
2 Apple Computer, Inc.
3 IBM Corporation
4 IBM Corporation
5 NBI Corporation
6 U.S. Postal Service
7 Panel Concepts, L.P., division of Standard Pacific, L.P.
8 TAB Products Company
9 Jeter Systems Corp.
10 KARDEX Systems, Inc.
11 IBM Corporation
12 AT&T Skynet Satellite Services
13 3M Corporation
14 Amtrak
15 Manpower, Inc.
16 Mellon Bank, Pittsburgh, PA.
17 Ad sponsored by Florida PSI chapter; picture by author
18 Eastern lllinois University Charleston, lllinois




Contents

UNIT |

Chapter 1

Chapter 2

Preface ix

THE ADMINISTRATIVE ASSISTANT IN THE
ELECTRONIC OFFICE 1

Role of the Administrative Assistant in a Changing
Environment 3

Introduction 3

Role of the Administrative Assistant 4
The Office Environment 8

Office Layout 8

Work Station Design 11

Furniture Selection 17

Ergonomics and Productivity 22

Equipment and Supplies for the Electronic
Office 27

Introduction 27
Electronic Office Equipment 28
Supplies for the Work Station 40

Budgeting for Supplies 44



iv.  CONTENTS

UNIT 11 COMMUNICATIONS MANAGEMENT: MANUAL
AND ELECTRONIC 53

Chapter 3 Business Letters, Memos, Reports 55

Introduction 55

Composing Business Letters and Memos 56
Letter Formats and Punctuation Styles 58
Types of Letters/Memos 59

International Communications 78
Controlling Costs 78

Business Reports 79

Chapter 4 Dictation/Transcription Procedures
and Equipment 87

Introduction 87

Giving and Taking Dictation 88
Transcription Procedures 93
Dictation/Transcription Equipment 94
Address Format for Envelopes 98

Chapter 5 Word Processing and Desktop Publishing 103

Introduction 103

Word Processing: Cornerstone of Office Automation 104
Scanners and Word Processing 113

Printers for PC-based Word Processors 116

Desktop Publishing 121

Chapter 6 Management of Mail and Postal Services 129

Introduction 129

Mailroom Management 130

The United States Postal Service 187
Role of the Mailroom Manager 144

Chapter 7 Electronic Mail and Local Area Networks 149

Introduction 149
Electronic Mail 149
Local Area Networks 160
Wide Area Networks 163

UNIT I INFORMATION AND RECORDS MANAGEMENT:
MANUAL AND ELECTRONIC 171

Chapter 8 Records Management: Objectives, Equipment,
and Supplies 173

Introduction 173
Objectives of a Records Management Program 175



Chapter 9

Chapter 10

UNIT IV

Chapter 11

Chapter 12

Chapter 13

CONTENTS

Records-Retention Schedules, 176
Filing Equipment and Supplies 184
Role of the Records Manager 188

Paper-based Records: Filing Systems
and Procedures 193

Introduction 193

Preparation and Storage of Records 194
Alphabetic Filing Systems 198

Numeric and Other Filing Systems 205
Organization of Desktop Papers 205

Electronic Storage and Imaging Systems 213

Introduction 213

Electronic Storage Systems 214

Database Management Systems 215
On-line Information Retrieval Services 221
Micrographics 222

Electronic Imaging and Optical Disks 229
Conversion to Automated Records 232

ADMINISTRATIVE SUPPORT SERVICES 241

Reprographics and Photocomposition 243

Introduction 243

Reprographic Systems 243

Photocopiers 244

Electronic Copier/Printers 250

Offset Duplicators 254

Photocomposition and Phototypesetting 254

Telecommunication Skills and Technology 261

Introduction 261

Effective Use of the Telephone 261
Telecommunication Systems 264
Telephone Instruments and Services 269
Long-distance Telecommunications 274

Arranging Meetings and Teleconferences 281

Introduction 281

Organizing Effective Meetings 282
Conferences and Conventions 288
Teleconferences 290

v



vi  CONTENTS

Chapter 14 Travel Plans: Domestic and International 303

Introduction 303

Domestic Travel 304

Airline Travel 305

Train Travel 308

International Travel 310
Travel-related Responsibilities 320

UNIT V ADMINISTRATIVE RESPONSIBILITIES 335

Chapter 15 Personnel Responsibilities 337

Introduction 337

Recruitment of New Personnel 3387

Personnel Selection 340

Orientation of New Employees 345

Training Programs 347

Setting Standards: Appraising Job Performance 351
Supervision of Employees 356

Chapter 16 Banking and Investments 363

Introduction 363

Banking Responsibilities 364
Electronic Banking 372
Investments 377

UNIT VI CAREER PLANNING AND PROFESSIONAL
GROWTH 387

Chapter 17 Certification Programs 389

Introduction 389

Professional Certificates: Awards of Merit 389
Certified Administrative Manager 390
Certified Records Manager 393

Certified Office Automation Professional 394
Professional Legal Secretary 395

Certified Medical Assistant 396

Certified Data Processor and Certified Systems
Professional 397

The Certified Professional Secretaryg 399

Chapter 18 Career Planning and the Job Search 407

Introduction 407
Establishing Career Goals 407



Continuing Education—Key to Growth

Academic Programs 411
Nonacademic Programs 412

First Career Employment of the Graduate
Career Shifts 419

Index 429

CONTENTS

410

416

vii



UNIT

THE ADMINISTRATIVE ASSISTANT
IN THE ELECTRONIC OFFICE

Chapter 1 Role of the Administrative Assistant
in a Changing Environment

Chapter 2 Equipment and Supplies
for the Electronic Office

The administrative assistant of the 1990s demonstrates a remarkable ability to
adapt to the electronic technology impacting so powerfully on business opera-
tions. Assuming more complex responsibilities, the role of an administrative aide
expands as new technologies are integrated into long-standing traditional
procedures.
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Role of the Administrative
Assistant in a Changing
Environment

INTRODUCTION

The administrative assistant of the 1990s enjoys a unique distinction as one who
blends the traditional procedures of the pre-electronic office with the technological
innovations of the 1990s. The electronic “intrusion” into a smoothly functioning
office is welcomed not only because it represents progress, but because the elec-
tronic procedures have reduced the monotony of repetitive work, providing time
for more challenging pursuits.

The role of administrative assistant has been expanded to include major
responsibilities related to supervision, management, and decision-making. Con-
sequently, as a result of electronics, the role has become more diversified, more
challenging, and more rewarding.

Terms and acronyms in this chapter include:

€rgonomics masking systems
facsimile electronic mail
CBMS task lighting
work stations landscaped office



A

ROLE OF THE ADMINISTRATIVE ASSISTANT IN A CHANGING ENVIRONMENT

ROLE OF THE ADMINISTRATIVE ASSISTANT

The administrative assistant plays a key role in helping the organization achieve
a smooth transition from the manual processes of the immediate past to today’s
electronic procedures. Careful blending of conventional with electronic pro-
cedures merges both into an efficient support system for an employer. The
company benefits in two ways: (1) state-of-the-art electronics are applied to those
functions where speed and accuracy are critical, and (2) time-tested procedures
which cannot be computerized are carried out with the administrative assistant’s
usual skill and efficiency.

Together, electronic and conventional procedures meld into an effective
information system where productivity and employee morale are accorded equal
empbhasis.

Management Perceptions of Administrative Assistants

Administrative assistants and executive secretaries are coming into their
own in many offices, accepting major managerial responsibilities delegated to them
by their superiors. In some instances, the executives rely on the insights of their
administrative assistants when weighing the alternatives of important decisions.
Nor is it uncommon for management to encourage their administrative assistants
to attend seminars on time management, assertiveness training, supervision, and
similar topics, underwriting all costs for them to do so.

These and similar evidences of special accord attest to management’s
increased respect for their capable assistants. Growing numbers acknowledge that
their own success is due in large measure to the able assistance and loyal support
of their administrative assistants. Granting their assistants more authority and
responsibility is one way of acknowledging their contributions to the company.

Self-Perceptions of Administrative Assistants

The self-image of administrative assistants is enhanced by their employers’
recognition and trust. Taking pride in their work and in the contributions made
to the company, they are motivated to stretch their professional talents and seek
career advancement through professional growth. The following are typical of
the avenues taken to pursue that goal:

evening courses at local colleges or universities, often with the goal of an academic
degree as the ultimate objective

membership in professional organizations dedicated to special professional
interests

leadership roles in professional organizations

special workshops and seminars designed to build self-confidence and/or “people”
skills

certification as professionals in special fields of interest such as data processing
specialist, paralegal aide, certified professional secretary, and so on
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Figure 1-1 Curved panels, an open staircase, a fully windowed wall, and potted plants
add style to this functional work station. Courtesy of Steelcase, Inc.

According to their own descriptions, administrative assistants during the
course of a typical workday or period of time will

compose memos, letters, and reports, not only for their principals’ signatures, but
on their own initiative and for their own signatures

participate in mutual goal setting with their principals on a regular basis
have a voice in determining ways to increase efficiency and productivity in the
office

attend seminars, workshops, and other forms of continuing education

work toward achieving higher-education degrees when feasible

The Impact of Office Automation

Although electronic systems have imposed fundamental changes in the
way information is processed, administrative assistants have adjusted well to the
changes imposed on them. In most instances, their work has become more in-
teresting, more challenging, and less tedious, thanks to the shift to electronic
processes.

For instance, the shift from typewriters to word processors has brought
about dramatic improvements in the way keyboarding errors are corrected,
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documents are altered, and multiple copies are made. The tedium of endless re-
typing to correct errors or to rearrange paragraphs is in the past. So is the incon-
venience of dealing with carbon packs and carbon-smudged fingers.

Administrative assistants appreciate the help offered by computer systems
and plan for the installation of a full complement of electronic equipment at their
work stations. The fully integrated electronic office reduces the boredom of
repetitive keyboarding, adds variety and interest to the work, provides time for
more challenging and more responsible activities, enables administrative assistants
to contribute substantive input to executive-level sessions, and increases
productivity.

The Electronic Office: Components and Applications

The extent of electronic equipment in the office varies widely from one
business to another, with company requirements and management attitudes ac-
counting for most of the variance. The following electronic applications, however,
are the ones most commonly used in the typical business office.

Electronic mail, in any of several forms

Advanced telecommunication networks

Electronic filing and image processing

Word processing and desktop publishing

Teleconferencing to supplant or enhance face-to-face meetings

Local area networks (LANs) cabling the components together into a total com-
munication system

S e

Each of these components is summarized briefly in this chapter, providing
a cursory view of the office environment in which the administrative assistant
operates. An in-depth exploration of each component is reserved for later chapters.

Electromic Mail One of the most widely used components of the electronic
office, electronic mail is a generic term which encompasses at least five popular
formats:

TWX and Telex, networks which span the globe, used primarily for brief messages
and internal mail, that is, between the main office and branches.

Facsimile machines, a type of long-distance photocopying of documents and im-
ages. Merged with computers, FAX machines transmit images directly from the
computer screen.

CBMS (computer-based message systems), transmitting and receiving messages from
screen to screen of the users’ computers.

Communicating word processors, which enable word processors to act as message
transceivers as well as text editors.

Voice mail which stores and forwards messages via telephone lines.
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Advanced Telecommunication Networks Advanced PBX technology gives
users access to more and better telephone service without operator intervention
or assistance. Upgraded with microprocessor units, the networks accept digital
data as well as voice communications.

Electronic Filing and Image Processing Flectronic filing can be described
as the electronic alternative to the paper storage of records. It takes many forms,
including:

Database management systems which store records magnetically on disks or tape. Once
stored, records can be called up on command, altered, deleted, rearranged, or
reproduced in hard copy by the user.

Micrographics, the process of storing and preserving records on film, then retriev-
ing them electronically if a computer-assisted retrieval (CAR) system is in place.

Image processing which uses laser beams to scan documents and transfer the im-
ages to optical disks. The enormous storage capacity of the disks makes them
especially attractive for library archives and encyclopedic storage.

Word Processing and Desktop Publishing Word processing remains the
cornerstone of office automation as it is known today. With the addition of desktop
publishing features, word processing programs prepare camera-ready copy for
publication, including graphic images, columnar type, and various sizes and styles
of type fonts.

Figure 1-2 Many administrative assistants enjoy the luxury of designer work settings.
In this office, function and style are combined through a btend of traditional architecture
with modular furnishings. Courtesy of Steelcase, Inc.




