
Skills for the Administrative assistant
A  q u i c k  r e f e r e n e c e  g u i d e

An assertiveness Formula

What Employees Want

Tips for Dealing with Difficult People 

The Four C’s of Writing

Setting Goals with SPIRIT

Your Daily Filling System

Ways to Say No

STEP 01

STEP 02

STEP 03

STEP 04

When you
Non-judgementally describe a specific 
behaviour of the other person

I feel
- Descrive how you feel as a result
- Don’t use the expression 
  “You make me…”

The effects are

I prefer/I would like

Describe as specifically as possible the
effect or practical problems this

behaviour is causing in yourlife

Give the other person a chance to -
state what he or she thinks might  

be done  
Describe what you want -

1.  More opportunities to do what you do best
2. Career development opportunities and training
3. More flexible job conditions
4. Improved cooperation among your coworkers
5. More challenging work
6. Greater clarity about what the organization needs you to do and why
7. A better relationship with your manager
8. Greater clacity about your own work preferences and career goals

- Blend visibly and audibly
- Backtrack or echo some of their own words
- Clarify their meaning, Intent, and criteria
- Summarize what you’ve heard
- Confirm to find out if you got it right
- No one cooperates with anyone who seems to be againts them.
- Express your truth in a way that builds someone up rather than tears 
 them down
- Use “I” languange, because “you” statements can be accusatory
- Be specific about the problem behaviour
- Show them how their behaviour is self=defeating
- Suggest new behaviors or options
- Hold your ground and use deep breathing to saty calm

Also known as a pending file system or a tickler file, the incubator 
will keep all documents  that require follow-up in one place. Here is 
what you will need:

Fisrt, label the haning folders with each month in the year. Arrange them chronologically with 
the current month in front. Then, label the manilla folders from 1 to 31. Put the folders for 
today until the end of the month in this month’s folder. Put the remainder  of the folders in next 
month’s folder
Now, file any items according to when you need to access it in order to complete it on time. At 
the beginning of each day, take the folder for that day. Review its contents. Handle anything that 
you can right away, and place remaining items in your priority tray. Place the date folder in the 
next month. At the end of the day, if there is anything left in your priority tray, re-file it in the 
incubator
When the month and file any stray items by date

Say no firmly and calmly, without saying, “I’m sorry,” which weakens your position
Say no, followed by a straightforward explanation of what you are feeling or what you are 
willing to do

Say no and then clarify your reasons. This does not include long-winded statement filled with 
excuses, justifications, and rationalizations. It’s enough that you do not want to say yes. Your 
clarification is given to provide the receiver more information so that he pr she can better 
understand your position
Use your natural no. you may have developed your own style of saying no based on your past 
experience and personality. If so, use it
Make an empathetic listening statement and then say no. you may paraphrase the content and 
feeling of the request, and then state your no
Example: “I can see that it is important to you that one of my assistants gets your report done. 
I’d like to have someone do it, but my staff is already overburdened with high priority tasks to 
be completed by the end of the day.”
Say yes, and then gice your reasons for not doing it or your alternative solution. This approach 
is very interesting. You may want to use it in situations when you are willing to meet the request, 
but not at the tome or on the way the other person wants it.

You can also use the persistent response. This method of saying no entails using a one-sentence 
refusal statement and persistently repeating it as often as necessary, nomatter what the person 
says. This technique is useful when dealing with people who won’t take no for an answer
It is especially useful when you want to move from the passive mode to the assertive mode, as 
it gives you a specific format to follow. This is also useful for moving yourself away from the 
extreme aggressive end of the continuum if you’re apt to lose control and become verbally 
abusive. The persistent response can be effective in maintaining your refusal while continuing to 
be in charge of your emotions

Say no, and then give a choice or alternative

- A hanging file holder
- 12 hangling folders
- 31 manilla folders
- Felt-tip marker and a pen

- If a one-syllable word will do the job, use it.
- Stay away from jargon or words of the trade the reader might not understand
- Don’t be pretentious
- Make your writing easy to read

Be clear

- Eliminate unnecessary words. Don’t use long, wordy phrases when a single word will do
- Avoid vague words like “better” or “faster”. How much better? How musch faster?
- Don’t create long, complex sentences by stringing phrases and clauses together carelessly

Be concise

- Answer the question: Who? What? Where? When? Why? How?
- Make a checklist of all the important points you want to cover. Check them off when the piece 
 is done
- Empathize with the reader. Ask yourself, “Have I told them everything they need to know?”

Be complete

- We make most of our mechanical mistakes in four areas: grammar, punctuation, usage, and 
 spelling
- Learn the most common errors, how to avoid them, and where to go for help when you need it
- Most problems in grammar are with agreement and misplaced modifiers
- Subject and verbs should agree in number. If the subject (noun or pronoun) is singular, the verb 
 should be singular, too

Be correct

Specific
Be scpecific about what you 

want or don’t want to achieve, 
the result should be tangible 

and measurable. “Look 
gorgeus” is pretty ambiguous; 
“Lose 20 pounds” is specific

Prizes
Reward yourself at different 
point tn the goal, particularly 

if it’s long-term. If your goal is 
to set up a home office, for 

example, you might purchase 
a new desk when the room is 

cleared out and ready

Individual
The goal must be something 
that you want to do. If your 
spuse wants you to lose 20 

pounds but you think you look 
fine, you’re not going to want 

to work towards the goal

Review
Review your progress 

periodically. Does the goal 
make sense? Are you stuck? 
Do you need to adjust certain 

parts of it?

Inspiring
Frame the goal positively. 

Make it fun to accomplish. You 
could make a poster of the 

end result, frame it, and post 
it on the wall

Time-Bound
Give yourself a deadline for 

achieving the goal. Even 
better, split the goal into small 

oarts and give yourself a 
deadline for each item

“I’m uncomfortable doing that.”

 “I’m not willing to do that.”

“I can’t help you now, but I will when I get
this done, which could be in an hour.”

“I don’t have time today, but I could help out
the first thing tomorrow morning.”

“yes, I would be willing to help you out, but
I won’t have time until tomorrow afternoon.”

“yes, I’d be willing to go along with your second 
alternative, but not the third one you suggested.”

“yes, I could have part of your report typed, 
but not all forty pages.”

 “I don’t want to do that.”

“I don’t like to do that.”


