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An Important Message from the Reviser

Something is happening in the business world—something of crucial
importance to secretaries everywhere, at every level of expertise That
something, very simply, is called “opportunity.” Every day, businesses and
organizations of all types are adapting to the rapid spread of modern
technology and advanced communications by training their personnel to
function more effectively and more efficiently in this changing
environment.

Secretaries have become prime beneficiaries of our new, modern
business world. For every advanced operation and every streamlined
procedure, a new opportunity arises for you to assume greater respon-
sibility, to enjoy a more exciting and appealing work environment, and to
develop and use your important secretarial skills and creative talents. Best
of all, this new world has an open door to a wider selection of available
positions, more avenues to professional advancement, and better pay for
the secretary who takes advantage of a myriad of professional
opportunities.

Since the previous edition of Complete Secretarys Handbook was
published in 1977, significant—almost revolutionary—changes have oc-
curred in offices nationwide. The increasing emphasis on using the latest
techniques and procedures has had a strong impact on the secretarial
profession. To help you keep in stride with the new look of the eighties,
this edition offers some extensive and timely changes: how to modernize
and improve your secretarial techniques; how to use new and better
procedures; how to select, operate, and maintain modern equipment;
and how to handle new duties and responsibilities. Of course, many of the
principles and techniques described in the previous edition are still
essential and basic to the functioning of any office. All of these time-
tested and proven methods have been retained in this edition and,
combined with the many new and improved practices and procedures
described throughout, they provide everything you need to know to
handle your job easily and successfully.

To hring you the latest information on practices, procedures, and
office equipment and products, it was necessary to expand and reorga-
nize the contents of the previous edition. However, the material is still
arranged in five key parts: Techniques for General Secretarial Duties,
How to Write Good Letters and Memos, How to Write Correctly, the
Secretarys Handy Information Guide, and Glossary of Important Busi-
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ness Terms. These five parts consist of twenty-four chapters, including
five completely new chapters, and introducing a helpful review section at
the end of each chapter that summarizes “Key Points to Remember.”

Part 1 has twelve chapters covering a broad range of practical
information about general secretarial duties: using effective filing and
follow-up techniques, developing good typing and stenographic skills,
handling in and out mail efficiently, using postal information to save
money and time, using the telephone effectively, sending telegrams and
cables, making travel arrangements, using proper business etiquette, and
four all-new chapters on keeping company books and records, preparing
and publishing reports, making meeting arrangements, and developing
personal skills and good human relations. The following are a few
examples of the vast amount of new and updated information in these
chapters:

using computers and other automated processes (page 59)
organizing work and planning ahead (page 81)
researching and writing reports (page 100)

maintaining mailing lists (page 136)

making arrangements for meetings (page 194)

keeping office and company books (page 230)

finding and interviewing new employees (page 300

Today’s secretary must know how to correct the writing of others and
how to prepare her own material. Thus parts 2 and 3 have nine chapters
that show you the fastest and easiest route to good grammar and good
letter writing: mechanics of business correspondence, forms of address
for official or honorary positions, valuable aids for good letter writing,
model letters and memos, correct word usage, spelling and word division,
punctuation, capitalization, and abbreviations. Thoroughly updated and
expanded sections in these chapters describe the most recent styles and
practices, for example:

current forms for addressing women (page 316)

timesaving form letters and memos (page 375)

examples of goodwill letters, reminders, and collection letters (page 379)
troublesome words and phrases (page 413)

tips on improving your spelling (page 464)
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correct use of parentheses and brackets (page 483)
basic rules for capitalizing headings and titles (page 494)

Finding information quickly is a regular duty for most secretaries.
Part 4, therefore, provides two chapters to help you handle this task more
efficiently. Some of the new, expanded, and updated information
includes:

tips fur looking up information (page 526)

basic ubrary reference books (page 527)

a list of desk references for the secretary (page 537)

tables of metric weights, measures, and values (page 548)

a list of Greek letter symbols (page 555)

interest on $100 at various rates for various periods (page 557)

Developing your vocabulary so you recognize and understand
common business terminology is a must for every secretary. Part 5 offers
you a new glossary of easy-to-remember definitions of selected business
terms in three key areas—business law, business management, and
accounting and finance, for example:

bill of exchange ® negotiable instrument ® consignment

® waiver ® rescission ® downtime ® feedback ® merit
rating ® straight loan ® pyramiding ® workmen’s compensa-
tion ® depreciation ® fixed assets ® liabilities ® posting ®
trial balance ® time sharing

Paralleling the sweeping changes taking place in today’s business
office, this fifth edition has undergone the most extensive revision of any
edition to date. The broad scope of coverage has been geared to match
the changing nature and ever widening scope of your own duties.
Everything you need to know to work efficiently and effectively in a
modern office is collected here in the same easy-to-read manner that
characterized the previous editions. Specific directions to follow are given
for each task, and an abundant supply of examples and illustrations
accompanies the step-by-step instructions. Almost every page, in fact,
offers you a practical solution to some problem or question. Thus with a
copy of the Complete Secretarys Handbook on your desk for daily con-
sultation, you can enter the business world of the eighties with a new
sense of assurance, and you can approach the new requirements and
opportunities of your job with confidence and ease.

Mary A. De Vries



Acknowledgments

This fifth edition of the Complete Secretarys Handbook was prepared
with the help of numerous contributors and reviewers who offered an
abundance of expert knowledge and constructive suggestions. In addi-
tion, many business firms, educational institutions, and associations
supplied useful literature and other practical information. My thanks to
all of them for the countless hours of time and the careful attention they
generously gave to this project.

In particular, I want to thank Linda K. Brown, CPS, executive
secretary and former business instructor at North Arkansas Community
College, whose in-depth review of the fourth edition and detailed
recommendations for the fifth edition helped form the basis of the
extensive modernization and wide-ranging improvements contained in
this book. Other invaluable assistance came from Suzanne Wylie, director
of library services at Nathaniel Hawthorne College; Julie A. Dad,
research consultant and co-owner of Research Unlimited; Mary Wolfe,
manager of the Decker International travel agency; Jane M. Fullerton,
account executive, Merrill Lynch, Pierce, Fenner & Smith, Inc.; Jerry
Heitman, executive director, Professional Secretaries International; and
Gayle N. Fedrowitz, administrative assistant in Corporate Communica-
tions at the National Railroad Passenger Corporation.

Through the dedicated efforts of these and other contributors, who
work for many different types of organizations across the country from
New York to Los Angeles, I was able to collect the variety of current data
and opinions essential for a handbook of this scope and depth. I
genuinely appreciate the helpfulness and strong interest shown by so
many individuals and organizations in this fifth edition of the Complete
Secretary’s Handbook.



CONTENTS

An Important Message from the Reviser ....ccceivvieencccannnes 7

PART ONE
Techniques for General Secretarial Duties

1. Using Effective Filing and Follow-up Techniques ............ 31

Basic Filing Systems

Alphabetical Filing 32. Numerical Filing 37. Geographical Filing 37.
Decimal Filing 38. Chronological Filing 38.

Indexing and Alphabetizing
Basic Indexing Rules 39. Basic Alphabetizing Rules 40.

Aids to Fast Filing and Finding

Using Timesaving Equipment and Techniques 44. Typing Index Tabs
and Labels 45. Using Cross-References 46. Preparing Material for Filing
48. Controlling Material Taken from the Files 49. Using Guides in the
Files 50. Retrieving Lost Papers 51.

How to Streamline the Files

Use Hanging Folders and Hanging Pockets 51. Use Special-Purpose
Folders 52. Remove Bulky Follow Blocks 52. Use Portable Drawer and
Dividing Units 53. Eliminate Magazines and Bulky Brochures 53. Elimi-
nate Duplication 53. Remove Thick Backings of Clippings and Photos
54. Transfer Little-Used and Odd-Sized Materials 54. Develop a File-
Retention Program 55. Safeguard Your Files and Important Documents
57. Use Color Coding to Enhance Your Filing System 57. Determine if a
File Is Really Necessary 57.

How to Order and Store Supplies

Purchasing and Distributing Supplies 58. Organizing and Storing Sup-
plies 59.

11



12 CONTENTS

Using Effective Filing and Follow-up Techniques (Cont.)
Computers and Other Automated Procedures

Automated Information Storage and Retrieval 59. Information Process-
ing by Computer 60. Material Storage in Reduced Form 61. Costs and
Benefits of Advanced Techniques 61.

Procedures in Follow-up Filing

Material That Needs Follow-up 62. Basic Follow-up Methods 62. Equip-
ment for Follow-up System 63. Arrangement of Folders for Follow-up
63. Operation of the Follow-up System 63. Daily Follow-up of Mate-
rial 65. Follow-ups on a Small Scale 65. Tickler Card Files for Follow-
up 65. Use of Computers and High-Speed Equipment 66.

Effective Reminder Systems

Calendars You Should Keep 66. How to Make Up the Calendars 67.
Checklist of Recurring Items 68. How to Use the Tickler Card File with
Calendars 68. Indefinite Date Reminders 70. Reminders of Appoint-
ments and Things to Do 70. Reminders Showing Appointments for a
Month 71. Special Reminders 74. How to Prepare a Contact Reminder
File 74.

Review Capsule: Twelve Key Points to Remember ‘15

2. Developing Good Typing and Stenographic Skills ........... 76

Timesaving Equipment and Accessories
Typewriters and Accessories 77. Information-Processing Devices 77.

Basic Tping Rules

Following the Standard Rules for Spacing 79. Typing Numbers in Col-
umns 80. Typing Numbers in Letters or Manuscript 80. Typing Frac-
tions 80. Making Special Characters Not on Your Typewriter 80.

Timesaving Typing Procedures

How to Organize Work and Plan Ahead 81. How to Type on Printed
Forms 82. How to Get the Same Number of Lines on Each Page 82. How
to Draw Lines on Work in the Typewriter 83. How to Type Rush Tele-
grams and Memos 83. How to Type Small Cards 83. How to Type
Narrow Labels 84. How to Address Envelopes Quickly 84. How to Use
the Tabulator 84. How to Type on Ruled Lines 85. How to Type Above
and Below the Line of Type 85. How to Center Headings 85. How to
Feed Numerous Sheets of Paper 86. How to Type Stencils and Masters
86.



CONTENTS 13

Developing Good Typing and Stenographic Skills (Cont.)

Carbon Copies and Photocopies

Modern Photocopy Equipment 88. Multiuses for Photocopies 88. Selec-
tion of Garbon Papers 88. Shortcuts in Using Carbon Papers 89. How to
Type on Carbon Copies Only 90.

Correcting Typing Errors

How to Break Poor Typing Habits 91. How to Correct Typing Errors 91.
How to Make Corrections on Carbons 92. How to Make Corrections on
Stencils and Masters 92. How to Make Corrections at the Bottom of a
Page 93. How to Make Corrections on Bound Pages 93.

Taking and Transcribing Dictation

Dictation and Transcription Equipment 93. How to Take Dictation 94.
How to Transcribe Dictation 95. Typing and Dictation Shortcuts 96.
Background for Good Typing and Stenographic Skills

Secretarial Training and Background 97. Certified Professional Secre-
taries Program 97.

Review Capsule: Twelve Key Points to Remember 98

3. Preparing and Publishing Reports .........ccoveeeieeen... 100

How to Research the Report

Using Outside Sources 101. Using Inside Information 102. Using Com-
puter-Assisted Research 102.

How to Organize and Write a Report

Formal and Informal Reports 103. Parts of the Report 103. Use of
Appropriate Language 105. How to Bind and Fasten Reports 106.
Checklist of Things to Remember 106.

How to Type a Report

Studying the Preliminary Draft 107. Selecting the Right Paper 107.
Using Proper Spacing 108. Setting Margins for an Attractive Ap-
pearance 108. Numbering thePages 108. Numbering Appendices 108.
Numbering Within the Report and Proper Indentation 109, Using the
Right Footnote Style 109. Using the Right Bibliography Style 111. Using
the Right Reference List Style 112. Selecting Levels of Heads and Sub-
heads 112. Setting Up the Title Page 114. Typing the Table of Contents
114. Preparing Tables and Illustrations 114.



14 CONTENTS

Preparing and Publishing Reports (Cont.)
Houw to Handle Printing Arrangements

Typing the Manuscript 119. Checking the Manuscript 120. Arranging
for Design and Typemarking 121. Making Typesetting Arrangements
122. Checking Proofs 122. Arranging for Printing and Binding 122.
Following Copyright Procedure 123,

Review Capsule: Twelve Key Points to Remember 123

4. Handling In and Out Mail Efficiently ...........c0000000.. 125

Incoming Mail

Categories for Sorting the Mail 126. Letters Marked “Personal” and
“Confidential” 126. Correspondence 126. Mail Requiring the Manager’s
Attention 127. Mail Requiring Attention by Others 128. Daily Mail Rec-
ord 129. Mail Requiring Your Attention 130. Newspapers and Periodi-
cals 131. Advertisements and Circulars 131. Bills and Statements 131.
Procedure When the Manager Is Away 131.

Outgoing Mail

Getting Signatures on Outgoing Mail 132. Assembling Mail 133. Folding
and Inserting Letters in Envelopes 133. Handling Enclosures 134. Se-
lecting Addressing and Mailing Equipment 135. Maintaining Mailing
Lists 136. Handling Bulk Mailings 136.

Efficiency in the Mailroom

The Well-Equipped Mail Desk 137. Five Ways to Speed Post Office Proc-
essing 138. How to Cut Rising Mailroom Costs. 138.

Review Capsule: Ten Key Points to Remember 139

5. Using Postal Information to Save Money and Time .......... 140

Sources of Information 141

Domestic Postal Service

Classes of Mail and Special Services 141. Mailable Items and How to
Dispatch Them 142. Minimum-Size Standards 144. Nonstandard Mail
144. Express Mail 144. First-Class Mail 145. First-Class Presort Mail 145.
First-Class Zone-Rated (Priority) Mail 147. Second-Class Mail (News-
papers and Periodicals) 147. Controlled-Circulation Mail 147. Third-
Class Mail (Advertising Mail and Merchandising Weighing Less Than



CONTENTS 15

Using Postal Information to Save Money and Time (Cont.)

One Pound) 148. Fourth-Class Mail (Parcels) 148. Business-Reply Mail
149. Registered Mail 149. Certified Mail 150. Insurance 150. Collect on
Delivery 150. Special Delivery 151. Special Handling 151. Domestic
Money Orders 151. Mailgram Service 151. ECOM 152. Self-Service Pos-
tal Centers 152. Post Office Lockbox and Caller Service 152. Philatelic
Mail Order Service 153. First-Day Cover Service 153. How to Reduce
Postage Costs 153.

Federal Express 154
United Parcel Service 155

International Masl

Postal Union Mail 155. Letters and Letter Packages 155. Aerogrammes
156. Postcards 156. Printed Matter 157. Matter for the Blind 157. Small
Packets 157. Parcel Post 158. Special Services 158.

Zip Codes to Speed Mail Delivery 159
Review Capsule: Ten Key Points to Remember 161

6. Using the Telephone Effectively ....cccveveveacscnsnscacess 163

Your Telephone Personality

Observing the Rules of Telephone Courtesy 164. Placing Calls for the
Manager 164. Answering and Screening Calls 165. Improving Your
Telephone Conversation 165. Placing Local Calls 166. Answering In-
coming Calls 166. Transferring Calls 167. Handling Wrong Numbers
168.

Telephone Service

Making Station-to-Station and Person-to-Person Long-Distance Calls
168. Determining Rate Variations 168. Placing Out-of-Town Calls 169.
Placing Messenger Calls 170. Placing Appointment Calls 170. Placing
Conference Calls 170. Using IDDD (International Direct-Distance Dial-
ing 171. Making Mobile Calls: Air-Land-Marine 171. Using Special
Business Services 171. Selecting Telephone Convenience Aids 173.
Your Telephone Reference Books

The Telephone Directory 173. Your Desk Telephone Book 174.
How to Be More Effective on the Telephone 175
Review Capsule: Ten Key Points to Remember 175



16 CONTENTS

7. Sending Telegrams and Cables ...coveeneencnccnnnsaecancase 177

Domestic Telegraph Service

Territory Covered by Domestic Telegraph Service 178. Classes of Do-
mestic Service 178. Teletypewriter Service 179. Facsimile Service 179.
Telegraph Rates Between Principal Towns 180. How to Type a Telegram
180. How to Send the Same Message to Multiple Addresses 181.

Counting Charges for Telegrams

Addresses 181. Signature and Address of Sender 181. States, Countries,
and Cities 181. Abbreviations 181. Initials 182. Personal Names 182.
Mixed Groups of Letters and Figures 182. Punctuation Marks 182,
Compound Words 182.

Economizing on Telegrams and Cables

Plans for Economy 182. Urgency of Message 183. Time Differentials
183. Wording of Message 183.

International Communications

How Messages Are Sent to Foreign Countries 185. Classes of Interna-
tional Service 185. Shore-to-Ship and Ship-to-Shore Radio 187. Radio
Photo Service 187. Registered Code Addresses 187. Direct International
Services 188. International Time Charts 188.

Counting Charges for Cables
Paid-Service Indicator 188. Signature 191. Word Count 191.

Review Capsule: Ten Key Points to Remember 191

8. Making Meeting Arrangements .......ece0eeeessecsesscsces 193

Making Arrangements for Meetings

Notifying Meeting Participants 194. Preparing the Agenda 194.
Organizing the Managers Meeting Materials 195. Securing a Meeting
Room 195. Making Accommodations for Visitors 196. Preparing the
Meeting Room 196.

What to Do at the Meeting

Relaying Telephone and Other Messages 197. Reading the Meeting
Minutes 197. Following Parliamentary Procedure 197. Taking the Meet-
ing Minutes 198. Typing the Meeting Minutes 199, Correcting the Meet-
ing Minutes 200. Indexing the Minute Book 200.

Review Capsule: Twelve Key Points to Remember 200



