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Teaching Administrative Office Management

By:  Donna Anderson, M.S., CPS

Solano Community College



Teachers of Administrative Office Management will be preparing students for the role of administrative professionals in the workplace of the twenty-first century.  This workplace continues to undergo major technological advances and to grow internationally in scope.  The aim of this site is to assist new or continuing instructors in understanding the knowledge, skills, and qualities that will allow their students to become valued administrative assistants in any organization.

Courses today may carry the name of Office Technology or Office Information Systems instead of Administrative Office Management just as the term Secretary has been changed to Administrative Professional or Administrative Assistant.  However, today the office professional requires greater skills than in the past, which includes the ability to work collaboratively, manage whole projects with little or no intervention by the principals he/she support, and direct other tasks that require management skills.

The office work environment still requires basic skills in communication, human relations, creative thinking, decision-making and time management.  Many of the Internet sites, activities, and resources found in this interactive paper will be useful in a secondary, post-secondary, or certification curriculum.  The emphasis is directed toward the support that administrative assistants provide to one or more managers or executives on a daily or weekly basis.  This broad spectrum of responsibility appears to be growing today as middle management downsizes.

Also included in this paper are approaches for facilitating acquisition of the knowledge of a variety of systems such as the ability to manage mail services, design and build effective presentations, manage paper and computer records, execute travel arrangements and meetings, and manage financial documents.  It is important for the instructor to be able to demonstrate effective use of the Internet, the largest source of information available today.  Opportunities for long-distance collaboration and communication will be emphasized throughout this course.

Teachers will also be exposed to a number of methods for finding global office employment possibilities and for establishing relationships with local employers that will assist students in finding employment.  From these relationships wanted competencies are confirmed which they can pass on to their students.  This timely knowledge is necessary for determining entry-level positions, job applications and placement, curriculum revisions, partnerships with temporary and employment agencies, and student follow-up studies.

It is critical for teachers to continuously update their knowledge of emerging technology as well as stay current in teaching methods that provide learning experiences, whether in the classroom or online, that are relevant for the job market office professionals are preparing to enter.

"The 21st Century Administrative Professional"

www.iaap_hq.org/officepro/
Professional Memberships


Professional business education associations provide a wealth of information about “state-of-the-art” teaching and training techniques through journals, workshops, conferences and networking.  Business educators are strongly encouraged to participate in their professional organizations to keep current and active in the business education arena.  This also provides a network of colleagues who share your goal of preparing students for work in the 21st century.


Suggested Activity 1

Explore the benefits and opportunities of membership in a 

professional business education organization.

Check theses sites:

National Association:
National Business Education Association (NBEA), http://www.nbea.org/
Regional Association:

Western Business & Information Technology Educators (WBITE)

http://www.wbite.org/
Local Association:

California Business Education Association (CBEA),

http://www.cbeaonline.org/
International Association:

International Society for Business Education (ISBE), U.S. Chapter of Societe pour l’Enseignement Commercial (SIEC) http://www.siec-isbe.org/
Each of these associations publishes newsletters throughout the year; some also publish annual journals.  NBEA publishes the Business Education FORUM four times a year.  This is an excellent publication covering all areas of business education and business teacher education.


Suggested Activity 2

Explore the benefits and opportunities of membership in a professional 

Organization related to the specific administrative field.

Check theses sites:

General Office Administration:

IAAP, International Association of Administrative Professionals

10502 NW Ambassador Drive, P. O. Box 20404

Kansas City, MO 64195-0404, 816-891-6600

www.iaap_hq.org/ 

IAAP sponsors the CPS, Certified Professional Secretary,

and the CAP, Certified Administrative Professionals testing.

www.iaap_hq.org/ 

Office Pro magazine, published monthly by IAAp, 816 891.6600, Ext. 236.

www.iaap_hq.org/officepro/ 

NALS, National Association of Legal Secretaries and Legal Secretaries International

314 East 3rd Street, Suite 210

Tulsa, OK 74120

Accredited Legal Secretary, ALS, testing is provided by NALS

www.nals.org 

AAMT, American Association of Medical Transcription

100 Sycamore Avenue

Modesto, CA 95354-0550

800.982.2182 or 209.527.9620

Certified Medical Transcriptionist, CMT, testing for Part I (written) 

and for Part II (practical)is offered by MTCC. 

www.aamt.org
Skills, Competencies, & Standards for Administrative Professionals
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The world and workplace are far different today.  We’ve gone from typewriters to a PC; loose-leaf ledger sheets to Excel spread-sheets; rotary dial telephones to voice mail; dictating and transcribing machines to voice-recognition technology; telegrams to e-mail; and carbon paper to laser printers and scanners.  It's truly amazing all we have not only seen, but mastered through the years.
—IAAP International President Chris Jackel, Office Pro, April 2002.
All curriculum development efforts (whether it is a program, course, or lesson) must begin with a fundamental understanding of what students need to learn and know in order to successfully compete in the job market today.  Through collaboration, research, and development many government agencies, professional organizations, businesses and industrial groups have created a plethora of reports outlining standards, competencies, and skills needed for successful employment in the 21st century.

The administrative professional's job requires skills in managing office functions and technology, including project management, integrated computer software applications, organization and scheduling, document preparation, customer service, and public relations.

As technology advances, global competition increasingly has become a critical factor that all business disciplines must address in order to prepare students to succeed.   Students must be provided experiences that will increase their awareness, understanding, and appreciation of the world, its people, and the opportunities that exist in the world marketplace.  This includes learning how to communicate by telephone and by other means with non-English speaking individuals and/or it may include learning another language.

Competition and new opportunities are as likely to come from across the globe as down the street.  Business is no longer bound by geography, time zones, culture, or language.  It no longer matters where we are or what time it is where we are. It is not the information and data that are crucial but what we do with it.  It is critically important that instructors prepare students to meet all of the challenges of an increasingly global world.  Direct focus on business and  industry skills standards gives teachers a roadmap from which to develop relevant experiences to achieve established outcomes. 


Suggested Activity 3

What standards and competencies have been established and recognized as

 Essential for business employees in the global economy of the 21st century?

Check these resources:

The Goals 2000 SCANS Competencies

http://www.tier.net/schools/tcenters/scans.htm
http://www.scans.jhu.edu/NS/HTML/SkillsDet.htm
Challenge Standards:  Career Preparation – Business Education

http://www.cde.ca.gov/challenge/BusEd.pdf
Technology, Methodology, and Business Education

National Business Education Association Yearbook, No. 40, 2002

http://www.nbea.org/ 

National Standards for Business Education, 2nd Edition.  NBEA, 2001

www.nbea.org
Educational Performance Accountability

In addition to established business and industry work standards, many states throughout the country have established outcome measures for students being trained and educated in vocational areas.  VTEA Core Indicators as established in the state of California measure student and program success.  Federal funding for vocational programs is determined by the degree of progress made on the core standards.   When developing instructional experiences, it is important to incorporate strategies that will enhance opportunities for student success as measured by these core indicators.


Suggested Activity 4

Define the Core Indicators as established in the State of California.

Check these resources:

Vocational and Technical Education Act (VTEA)

Core Indicator Performance

http://www.rsccd.org/research/pdf/VTEA%20Core%20Indicators%202001-02.pdf
Core Indicator Reports

http://webdata2.cccco.edu/VTEA_RPTS.htm
What could you do or provide in your classes to help students succeed?
Textbook Selection

[image: image1.wmf]Once an instructor has established what topics need to be addressed in the instructional setting, the level of knowledge, competencies, and special needs of incoming students, and the outcomes that must be met, textbook evaluation and review for selection can take place.  An adequate office procedures text (as well as other business texts) can have many of the following components:

· Readability level suitable for the level of instruction,

· Current issues and cases relevant in office administration today,

· Activities that incorporate technology and the interdisciplinary approach,

· Content that increases language skills and vocabulary,

· A strong emphasis on ethics and appreciation of diversity,

· An active use of the Internet for research, scheduling, and travel planning,

· Supplements to include videos, interactive simulations, case studies and "what if" situations that use problem-solving skills.

Publishers of textbooks covering administrative procedures, communications, management, and software applications include:

EMCParadigm, www.emcp.com, 800-535-6865

Glencoe/McGraw-Hill, www.glencoe.com, 800-423-9534

South-Western, Thomson Learning, www.swep.com, 800-354-9706

Prentice Hall, Inc. www.prenhall.com, 800-282-0693

National Business Education Association, 1914 Association Drive, Reston, VA 20191 www.nbea.org, 703-860-8300


Suggested Activity 5

Develop a textbook evaluation checklist of components that would be suitable 

for the course and students you teach in Administrative Office Management.

Check the following sites for examples:

Textbook Evaluation

http://www.teflweb-j.org/garinger.html
General Textbook Readability Checklist

http://www.hope.edu/academic/education/wessman/Secondary_Block_Revised/assignments/textbookchecklist.htm
Developing a Course Syllabus


Designing a course for an office procedures class can be quite challenging because of the wide range of information to be covered, but also exciting as you are sharing the daily multi-tasking routines of administrative professionals.  A course syllabus or course outline will establish student expectations, student outcomes, topics to be covered, and any policies and procedures that will affect the participation and evaluation of the student in the class.  The course syllabus is a contract between the student and the teacher.  It establishes the “ground rules” for the class outlining the expectations of the teacher and the learner and should be distributed at the beginning of the term.  The following is an example of a course syllabus for Office Procedures at the lower-division, undergraduate level:

Sample Course Syllabus

	General Course Information

	1a. Course Dept.: 
OT (Office Technology)
1b. Course Number: 
151
2. Course Title: 
Office Systems & Procedures
3. Units: 
4
4. This Course is: 
Assoc Degree Applic. - Not transferable

	

	  Course Format and Duration

	5a. Course Length: 
Full-semester
5b. Weekly Hours: 
3 Lecture + 
   
0 Activities + 
   
0 Lab + 
   
4 By Arrangement =
Total Weekly Hours:
7

	

	Method of Instruction

	6. Instructional methods used to present course content. 
Lecture/Discussion 
Practicum 

	

	Course Preparation

	7a. Prerequisite(s): 
Typing rate of 50 wpm and microcomputer word processing skills
7b. Course Advisory: 
Minimum English and Math Standards

	

	CATALOG DESCRIPTION AND OTHER CATALOG INFORMATION

	8. Catalog Description: 
An advanced level course designed to complete the training of administrative assistants in office systems and procedures.  Course should be taken during the student's final semester of the program or as a refresher for experienced business students.  A 64-hour practicum will be established in the specialty area of the student's major.

9. Student Performance Objectives: 
As a result of successful completion of this course, a student will be able to: 
1. Develop a high degree of competency and a broad knowledge of skills as they relate to general office procedures.
2. Analyze written and oral communications for clarity and conciseness of message.
3. Assume responsibility for tasks assigned.
4. Under timed conditions, evaluate a list of tasks, analyze the importance of each, place in priority order, and perform each task.
5. Compare services available to increase office efficiency.
6. Recognize need for positive human relations in the business environment.
7. Become aware of job requirements for a variety of positions in the business office.
8. Become aware of the implications of technology in all phases of office work.
   
10. Methods of Evaluating Student Achievement: 
1. Realistic tasks are graded based on duties and responsibilities assigned.
2. Objective tests to measure awareness and understanding of services available for office support.
3. Simulations which involve role-playing of daily office routine.
4. Practicum evaluation with employer.
   
11. Student Assignments (Homework): 
a. Required Reading Assignments: 
b. Required Writing Assignments: 
c. Other (Term projects, research papers, portfolios, etc.) 
Assemble portfolio including resume and work samples.
   
12. Course Content Outline: 
The scope of this course provides students with a realistic view of today's office, its procedures, equipment, and activities. Chapter materials allow students to become familiar with modern office procedures, and equipment while realistic office activities provide students with an opportunity to apply their skills. Through simulated office situations, students will assess and solve problems while developing a professional approach to office administrative work.

I. The Professional Office Worker
A. Skills and Background
B. Employment Opportunities
C. Types of Office Organization

II. Basic Duties
A. Communications
1. Oral
2. Telecommunications
B. Computer input
1. Procedures
2. Formatting
C. Reprographics
D. Scheduling; use of PDAs and PMIs
1. Work planning
2. Time management
III. Information Processing
A. Computer hardware and software
B. Written Communications
C. Incoming and Outgoing Mail
D. Filing

IV. Special Duties
A. Helping with Reports
B. Travel Arrangements
C. Financial Records
D. Meetings and Conference Planning

V. Administrative Responsibilities
A. Records Management
B. Supervision
C. Member of the Management Team

VI. A Forward Look
A. Job Seeking
B. Career Planning
C. Professional Growth
   
14a. All textbooks, resources and other materials used in this course are: 
Patsy Fulton-Calkins, Technology and Procedures for Administrative Professionals. 
Southwestern Publishing, 2003. or
Online Training for the Administrative Professional, www.swonlineoffice.com, 2003.

or Susan Jaderstrom, Leonard Kruk, and Joanne Miller, Complete Office Handbook, Second Edition, published by IAAP. 
Student membership in IAAP which includes subscription to Office Pro for one year. 
Optional:  James Clark and Lyn Clark, HOW 9, Handbook for Office Workers, 2001, or 
William A. Sabin,  Gregg Reference Manual. 9th Edition, Gregg/McGraw-Hill, 2001.
 




Suggested Activity 6

Develop a course syllabus for an administrative office management class that is 

pedagogically sound and provides students with a clear description 

of the course content, expectations, and outcomes.

Explore the following sites for more information on syllabus development:

Developing a Course Syllabus

http://www.hcc.hawaii.edu/intranet/committees/FacDevCom/guidebk/teachtip/develsyl.htm
Teaching Tips Index

http://www.hcc.hawaii.edu/intranet/committees/FacDevCom/guidebk/teachtip/teachtip.htm
Developing a Pedagogically Sound Course Syllabushttp://www.hamptonu.edu/CTE/pedagogical.htm
Teaching and Learning Strategies


Suggested Activity 7

Search the Web to determine the answer to the following question, 

“What traits do superior teachers possess that would make you a better instructor?”

The December 2001 issue of Fast Company answers that question in 16 ways after interviewing "all sorts of teachers."  (http://www.fastcompany.com/)    As you teach administrative professionals to be ready for the leadership roles they will assume, consider 9 of the 16 techniques listed by Chuck Salter when he compared the role of teaching with the role of being a leader.

1. Study your students. You need to know the people you're teaching--their talents, prior experience, and needs.

2. Great teachers exude passion as well as purpose.  The difference between a good teacher and a great one isn't expertise.  It comes down to passion; passion for the material; passion for teaching.  The desire is infectious.  If the teacher has it, the students will most likely catch it.

3. Teach from the heart.  The best teaching is personal.

4. Repeat the important points; repeat the important points!

5. You're not passing out information; you're teaching people how to think.

6. Stop talking, and start listening.

7. Learn what to listen for.

8. Let the students teach each other.  You're not the only one your students learn from.

9. "One of the most important ingredients of teaching is loving it."
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What might a typical day for today's administrative assistant include?
· Project management…Organizing staff, planning and executing projects, and setting the schedule of duties; communicating progress or delays to assigned employees; and asking for updates.  Use a problem-solving, solutions-driven approach; take risks and develop alternative courses of action.

· Integrated computer software applications… Document preparation, storage, and retrieval, with emphasis on electronic record keeping; preparing charts, slides, and handouts for a management presentation.

· Arranging a meeting or conference for both large and small groups.

· Internet…Research, scheduling an airline flight and purchasing tickets.

· Customer service and public relations; engage in public speaking to both small and large audiences; effectively represent management at a meeting; assist boards of directors by developing agendas.

· Corresponding via phone, fax, or e-mail with clients all over the world; coordinating a videoconference.

Job Titles Evolving...
Titles are changing to reflect the administrative professional’s growing duties. According to a study of IAAP members, the most popular job title in the field is Administrative Assistant (23.0%). Over 21% carry a broad range of job-specific titles including such words as "coordinator" and "specialist."  Reflecting the evolution of secretarial job titles, members of Professional Secretaries International voted in 1998 to change their association's name to the International Association of Administrative Professionals (IAAP).  www.iaap_hq.org/researchtrends 
Interesting Internet Connections

www.bls.gov/oco/ocos151.htm
Secretaries and administrative assistants held about 3.9 million jobs in 2000, ranking among the largest occupations in the U.S. economy.  Employers increasingly require extensive knowledge of software applications, such as word processing, spreadsheets, and database management.  Secretaries and administrative assistants should be proficient in keyboarding and good at spelling, punctuation, grammar, and oral communication … must be tactful in their dealings with people … good interpersonal skills.  As office automation continues to evolve, retraining and continuing education will remain an integral part of secretarial jobs.

www.iavoa.com 

IAVOA, International Association of Virtual Office Assistants…. Virtual Assistants are currently working as Executive Assistants, Secretaries, Data Entry Personnel, Clerks, Tax Advisors, Accountants, Medical Transcriptionists, Web Design and Promotion, as-well-as, a multitude of other tasks.  VAs perform Information Processing, Internet Research, Bill Paying services, Mail and Email services, Event Planning as well as assist in making travel arrangements. They have worked as secretaries, clerks, executive assistants in the past and have not only succeeded but moved to the very top of the field. They are small business owners who, like any other business owner, define their success by customer satisfaction.
IAVOA is a co-sponsor of VACertification.com. VACertification.com in an independent evaluation authority for the Virtual Assistance Industry sponsored by Virtual Assistance U (VAU), A Virtual Solution (AVS), U4ALL.com and IAVOA.

www.columbia.edu/cu/cup/cgos/idx_basic.html
This site from Columbia University Press will help you determine how to appropriately report a citation whether you're using Chicago, AP, or another style

www.fortune.com/lists/mostadmired/index/html
Fortune's Most Admired seem to perform their best when the heat is on, consistently delivering to shareholders, customers, and employees.  Who is on top this year?  General Electric.  Click here to see who else made the list.

www.westbound1.com
Summer 2001 issue of The Loupe discusses the importance of being aware of the messages colors send in various cultures around the world.  "Blue is the safest global color."

www.iaap-hq.org/researchtrends 

"Office of the Future:  2005" 

http://www.microsoft.com/traincert/mcp/mous/default.asp 

Microsoft Office User Specialist (MOUS) certification, the Microsoft desktop certification, is a recognized standard for demonstrating skills in the Office 2000 and XP suites. The MOUS program is helping meet the demand for qualified and knowledgeable people in the modern workplace.
Mail Services:  www.usps.com, www.fedex.com,  www.ups.com, www.airborneexpress.com 
Search Engines:  www.google.com, www.yahoo.com, www.askjeeves.com
Career Services:  www.monster.com 

www.att.com/telework/artlib/alltime-high.html
"Telework Reaches All Time High at AT&T," Kevin Daniels, David A. Lamond, and Peter Standen, ed., Managing Telework, Thomson Learning, 2000

Corporate Culture, Herman Miller, www.HermanMiller.com
NBEA List Serve offers fast answers to teaching and curriculum problems.  To subscribe, send an e-mail to majordomo@lists.thomsonlearning.com.  In the message, type "subscribe NBEA."  To post a message, send an e-mail to nbea@lists.thomsonlearning.com.

Other Resources

"What's Next," Office Pro, Jan/Feb, 2002, pp. 6-12,

"Incorporating Telecommunication Technologies in the Classroom:  Methodologies and Resources," Linda F. Szul and Manda Buttermore, Business Education Forum, February, 2002, pp. 48-50.

John Kao, Jamming:  The Road to Creativity (New York:  Harper Business, 1996).
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