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THE 37th ANNUAL ADMINISTRATIVE PROFESSIONALS COURSE
From Administrative Assistant to Administrative 
Professional
While some of the “old guard” believes that the 90’s
name change from secretary through administrative
assistant to administrative professional is just another
example of political correctness, it in fact represents
a true paradigm shift. Many of the functions and
responsibilities of management have fallen on the
shoulders of administrative professionals as organizations
have downsized over the past decade. In this important
session, we will discuss this new reality and develop 
those crucial management tools needed to take you to a 
higher level of pro� ciency. You will learn how to:
�s�� ���-�A�K�E���T�H�E���V�I�T�A�L���T�R�A�N�S�I�T�I�O�N���F�R�O�M���A�D�M�I�N�I�S�T�R�A�T�I�V�E���A�S�S�I�S�T�A�N�T��

to administrative professional
�s�� ���5�N�D�E�R�S�T�A�N�D���Y�O�U�R���C�H�A�N�G�I�N�G���R�O�L�E���A�N�D���Y�O�U�R���M�A�N�A�G�E�R���S��

expectations
�s�� �)�N�C�R�E�A�S�E���C�R�E�D�I�B�I�L�I�T�Y���A�S���Y�O�U�R���B�O�S�S�����R�E�P�R�E�S�E�N�T�A�T�I�V�E
�s�� �%�S�T�A�B�L�I�S�H���C�O�M�M�U�N�I�C�A�T�I�O�N���C�H�A�N�N�E�L�S���T�H�A�T���B�U�I�L�D���T�R�U�S�T��
�s�� �2�E�C�O�G�N�I�Z�E���A�N�D���E�L�I�M�I�N�A�T�E���B�O�S�S���A�S�S�I�S�T�A�N�T���P�R�O�B�L�E�M�S
�s�� �)�D�E�N�T�I�F�Y���A�P�P�R�O�P�R�I�A�T�E���I�N�T�R�I�N�S�I�C���A�N�D���E�X�T�R�I�N�S�I�C���M�O�T�I�V�A�T�O�R�S��
�s�� �!�N�T�I�C�I�P�A�T�E���A�N�D���R�E�S�O�L�V�E���C�O�N�m���I�C�T���S�I�T�U�A�T�I�O�N�S��
�s�� �(�O�W���T�O���F�O�C�U�S���O�N���T�H�E���P�R�O�C�E�S�S�����N�O�T���T�H�E���P�E�R�S�O�N�����W�H�E�N��

giving constructive criticism 
�s�� �-�I�N�I�M�I�Z�E���D�E�F�E�N�S�I�V�E�N�E�S�S���I�N���Y�O�U�R�S�E�L�F���A�N�D���O�T�H�E�R�S
�s�� �(�O�W���T�O���C�O�N�D�U�C�T���A���S�U�C�C�E�S�S�F�U�L���D�I�S�C�I�P�L�I�N�A�R�Y���I�N�T�E�R�V�I�E�W
�s�� �)�N�T�E�R�V�I�E�W�I�N�G���W�H�E�N���T�H�E���G�O�A�L���I�S���I�N�F�O�R�M�A�T�I�O�N
�s�� �!�V�O�I�D���T�H�E���G�R�E�A�T�E�S�T���M�I�S�T�A�K�E���A�D�M�I�N�I�S�T�R�A�T�I�V�E���P�R�O�F�E�S�S�I�O�N�A�L�S��

make in interviews 
�s�� �)�M�P�L�E�M�E�N�T���T�H�E���N�I�N�E�
�S�T�E�P���C�O�A�C�H�I�N�G���D�I�S�C�U�S�S�I�O�N���M�O�D�E�L
�s�� �0�E�E�R���C�O�N�m���I�C�T�S�����(�O�W���T�O���D�E�F�U�S�E���T�H�E�M���B�E�F�O�R�E���T�H�E�Y���A�F�F�E�C�T��

the entire work group 
�s�� �$�I�S�C�O�V�E�R���H�O�W���T�O���M�I�N�I�M�I�Z�E���I�N�T�E�R�P�E�R�S�O�N�A�L���C�O�N�m���I�C�T���A�N�D��

foster teamwork 
�s�� �$�I�F�F�E�R�E�N�T�I�A�T�E���A���T�E�A�M���F�R�O�M���A���W�O�R�K�G�R�O�U�P��
�s�� �0�O�S�I�T�I�O�N���Y�O�U�R�S�E�L�F���F�O�R���G�R�E�A�T�E�R���R�E�S�P�O�N�S�I�B�I�L�I�T�Y

Reducing Stress and its Effects
�3�T�R�E�S�S���H�A�S���B�E�E�N���C�A�L�L�E�D���T�H�E���h�D�I�S�E�A�S�E���O�F���T�H�E���T�W�E�N�T�Y�
�l���R�S�T
�C�E�N�T�U�R�Y���v���5�N�Q�U�E�S�T�I�O�N�A�B�L�Y���T�H�E���N�E�X�T���D�E�C�A�D�E���W�I�L�L���B�R�I�N�G���W�I�T�H
it continued change and increased challenges for those
in the role of administrative professional. The pressure
of doing more with fewer resources and tighter timelines
�W�I�L�L���O�N�L�Y���I�N�T�E�N�S�I�F�Y�����0�A�R�A�D�O�X�I�C�A�L�L�Y���S�T�R�E�S�S���C�A�N���B�E���E�I�T�H�E�R���h�T�H�E
spice of life or the kiss of death.” The critical difference
between positive and negative stress lies in the way we
perceive and deal with each stressful situation – in short
�T�H�E���W�A�Y���W�E���C�O�P�E�����!�T���T�H�I�S���I�M�P�O�R�T�A�N�T���S�E�S�S�I�O�N���Y�O�U���W�I�L�L���C�O�M�E
to recognize the sources, symptoms and effects of stress
and will develop strategies for effectively preventing,
reducing, and managing stress. Speci� cally how to:
�s�����2�E�C�O�G�N�I�Z�E���Y�O�U�R���S�T�R�E�S�S���S�Y�M�P�T�O�M�S���A�N�D���C�R�E�A�T�E���S�T�R�A�T�E�G�I�E�S��

to reduce them
�s���'�A�I�N���A�N���U�N�D�E�R�S�T�A�N�D�I�N�G���O�F���W�H�A�T���C�A�U�S�E�S���Y�O�U�R���S�T�R�E�S�S
�s���)�D�E�N�T�I�F�Y���T�H�E���R�O�L�E���A�N�D���I�M�P�A�C�T���O�F���C�H�A�N�G�E���O�N���S�T�R�E�S�S
�s���,�E�A�R�N���T�O���T�U�R�N���S�T�R�E�S�S���I�N�T�O���P�E�R�S�O�N�A�L���E�N�E�R�G�Y
�s���(�O�W���T�O���R�E�C�O�G�N�I�Z�E���A�N�D���D�E�A�L���W�I�T�H���h�4�Y�P�E���!�v���B�E�H�A�V�I�O�U�R
�s���2�O�L�E�
�3�T�R�E�S�S�����5�N�D�E�R�S�T�A�N�D�I�N�G���T�H�E���P�E�R�S�O�N�A�L���P�R�O�F�E�S�S�I�O�N�A�L��

dichotomy
�s�����4�H�R�E�E���L�I�F�E�
�E�N�R�I�C�H�I�N�G���W�A�Y�S���T�O���R�E�D�U�C�E���S�T�R�E�S�S���A�N�D���I�T�S��

effects
�s���%�X�A�M�I�N�I�N�G���Y�O�U�R���C�O�N�m���I�C�T���M�A�N�A�G�E�M�E�N�T���S�T�Y�L�E
�s�����5�N�F�O�U�N�D�E�D���A�T�T�I�T�U�D�E�S�����O�P�I�N�I�O�N�S���A�N�D���I�R�R�A�T�I�O�N�A�L���B�E�L�I�E�F�S���T�H�A�T��

increase stress
�s���&�I�V�E���C�O�M�M�O�N���M�A�N�I�F�E�S�T�A�T�I�O�N�S���O�F���L�O�W���S�E�L�F�
�E�S�T�E�E�M
�s�����7�H�Y���S�U�C�C�E�S�S�F�U�L���A�N�D���C�A�P�A�B�L�E���A�D�M�I�N�I�S�T�R�A�T�I�V�E��

�P�R�O�F�E�S�S�I�O�N�A�L�S���S�T�R�U�G�G�L�E���W�I�T�H���L�O�W���S�E�L�F�
�E�S�T�E�E�M
�s�����'�R�O�W���I�N���T�H�E���C�O�N�V�I�C�T�I�O�N���T�H�A�T���Y�O�U���A�R�E���C�O�M�P�E�T�E�N�T���A�N�D��

worthy of happiness
�s�����$�E�V�E�L�O�P���N�E�W���T�E�C�H�N�I�Q�U�E�S���F�O�R���B�U�I�L�D�I�N�G���S�E�L�F�
�E�S�T�E�E�M���A�N�D��

�A�C�C�E�P�T�I�N�G���Y�O�U�R���O�W�N���S�E�L�F�
�W�O�R�T�H
�s���,�O�S�I�N�G���Y�O�U�R���F�E�A�R���O�F���+�I�N�E�A�H�O�R�A

�s�����7�H�A�T���W�E���C�A�N���L�E�A�R�N���F�R�O�M���!�D�A�M�S�����-�O�N�R�O�E�����0�R�I�N�Z�E���A�N�D��
�0�R�I�O�R

�s���4�E�N���P�R�O�V�E�N���W�A�Y�S���T�O���E�N�H�A�N�C�E���S�E�L�F�
�E�S�T�E�E�M
�s���2�E�L�A�X�A�T�I�O�N���A�N�D���M�E�D�I�T�A�T�I�O�N���T�E�C�H�N�I�Q�U�E�S���T�H�A�T���R�E�A�L�L�Y���W�O�R�K
�s�����4�I�P�S���A�N�D���T�E�C�H�N�I�Q�U�E�S���F�O�R���M�A�N�A�G�I�N�G���h�I�N���T�H�E���M�O�M�E�N�T�v��

stress
�s���!�U�T�O�G�E�N�I�C���E�X�E�R�C�I�S�E�S���Y�O�U���C�A�N���U�S�E���A�N�Y�W�H�E�R�E
�s���(�O�W���T�O���E�V�O�K�E���T�H�E���R�E�L�A�X�A�T�I�O�N���R�E�S�P�O�N�S�E

STRATEGIC EXECUTION: Getting it done 
�%�V�E�R�Y���D�A�Y�����Y�O�U���R�E���J�U�D�G�E�D���B�Y���Y�O�U�R���A�B�I�L�I�T�Y���T�O���M�A�N�A�G�E
�P�R�O�J�E�C�T�S�����P�R�I�O�R�I�T�I�E�S���A�N�D���D�E�A�D�L�I�N�E�S�����!�T���T�H�I�S���E�S�S�E�N�T�I�A�L���S�E�S�S�I�O�N��
you will develop the understanding, skills and con� dence
to put your personal and organizational strategies into
action. You will learn how to identify and deal effectively
with the urgent task, the unimportant task and other
people’s priorities; speci� cally you will learn to:
�s���0�I�N�P�O�I�N�T���W�H�E�R�E���Y�O�U���N�E�E�D���T�O���T�A�K�E���A�C�T�I�O�N
�s�����)�D�E�N�T�I�F�Y���T�H�E���D�E�A�D�L�I�E�S�T���T�R�A�P�S���B�U�S�Y���A�D�M�I�N�I�S�T�R�A�T�I�V�E��

professionals fall into and how you avoid them
�s�����0�L�O�T���T�H�E���D�A�Y���S���W�O�R�K�����$�E�T�E�R�M�I�N�I�N�G���W�H�A�T���S���U�R�G�E�N�T�����W�H�A�T���S��

not and what can wait
�s�����!�N�T�I�C�I�P�A�T�E���A�N�D���D�E�A�L���P�R�O�A�C�T�I�V�E�L�Y���W�I�T�H���T�H�E���N�E�E�D�S���O�F���Y�O�U�R��

boss
�s���$�E�V�E�L�O�P���P�E�R�S�O�N�A�L���P�L�A�N�N�I�N�G���T�E�C�H�N�I�Q�U�E�S���T�H�A�T���M�I�N�I�M�I�Z�E��

�h�l���R�E�
�l���G�H�T�I�N�G�v
�s���$�O�U�B�L�E���Y�O�U�R���P�R�O�D�U�C�T�I�V�I�T�Y���W�I�T�H�O�U�T���D�O�U�B�L�I�N�G���Y�O�U�R���S�T�R�E�S�S
�s���2�E�C�O�G�N�I�Z�E���A�N�D���M�A�N�A�G�E���Y�O�U�R���T�E�N�D�E�N�C�Y���T�O�W�A�R�D��

perfectionism
�s���&�O�C�U�S���Y�O�U�R���E�F�F�O�R�T�S���O�N���W�H�A�T���I�S���M�O�S�T���I�M�P�O�R�T�A�N�T���B�A�S�E�D���O�N��

your role and responsibilities
�s���2�E�C�O�G�N�I�Z�E���T�H�E���-�Y�T�H���O�F���-�U�L�T�I�T�A�S�K�I�N�G
�s���!�V�O�I�D���T�H�E���T�R�A�P���O�F���U�S�I�N�G���U�R�G�E�N�C�Y���A�S���T�H�E���T�I�E�
�B�R�E�A�K�E�R��

between competing priorities
�s���,�E�A�R�N���B�E�S�T���P�R�A�C�T�I�C�E�S���F�O�R���E�F�F�E�C�T�I�V�E�L�Y���P�R�I�O�R�I�T�I�Z�I�N�G���Y�O�U�R���T�I�M�E��

and activities
�s���.�I�X�O�N���V�S�����+�E�N�N�E�D�Y�����T�H�E���0�A�R�E�T�O���0�R�I�N�C�I�P�L�E
�s���0�E�R�F�O�R�M���B�E�T�T�E�R���W�H�E�N���J�U�G�G�L�I�N�G���P�E�O�P�L�E�����P�A�P�E�R���A�N�D��

priorities
�s���0�R�E�S�E�R�V�I�N�G���Y�O�U�R���h�0�R�I�M�E���4�I�M�E�v
�s���2�E�V�E�R�S�E���T�H�E���-�A�N�A�N�A���-�E�N�T�A�L�I�T�Y
�s���!�N�A�L�Y�Z�E���T�H�E���S�O�U�R�C�E�S���A�N�D���I�M�P�A�C�T���O�F���W�O�R�K�P�L�A�C�E���C�H�A�O�S
�s���)�D�E�N�T�I�F�Y���l���V�E���N�E�W���W�A�Y�S���T�O���H�A�N�D�L�E���I�N�T�E�R�R�U�P�T�I�O�N�S���E�F�F�E�C�T�I�V�E�L�Y
�s���4�)�-�%�3�4�9�,�%�����4�H�E���K�E�Y���T�O���I�N�C�R�E�A�S�E�D���P�E�R�S�O�N�A�L���E�F�F�E�C�T�I�V�E�N�E�S�S
�s���!�V�O�I�D���T�H�E���M�A�N�I�P�U�L�A�T�I�V�E���T�I�M�E�
�T�A�C�T�I�C�S���O�F���O�T�H�E�R�S
�s���4�H�E���O�N�E���E�S�S�E�N�T�I�A�L���Q�U�E�S�T�I�O�N���Y�O�U���S�H�O�U�L�D���A�N�S�W�E�R���B�E�F�O�R�E��

ever having a meeting
�s���4�E�N���E�S�S�E�N�T�I�A�L���S�T�E�P�S���T�O���M�O�R�E���S�U�C�C�E�S�S�F�U�L���M�E�E�T�I�N�G�S
�s���%�N�H�A�N�C�E���Y�O�U�R���A�B�I�L�I�T�Y���T�O���A�C�T���M�O�R�E���P�R�O�A�C�T�I�V�E�L�Y���A�N�D���W�I�T�H��

greater independence
�s���.�E�V�E�R���S�A�Y�����h�)���D�O�N���T���H�A�V�E���T�I�M�E�v���A�G�A�I�N��

Memory Skills for Administrative Pros 
To master your memory is to invite success in business, 
�I�N���E�D�U�C�A�T�I�O�N���A�N�D���I�N���Y�O�U�R���R�E�L�A�T�I�O�N�S�H�I�P�S�����!���T�R�A�I�N�E�D���M�E�M�O�R�Y��
is an absolute necessity to today’s administrative 
professional. In your business or professional life as well 
as in your social life, the ability to remember names 
and faces, verbal instructions and numerical data is of 
�I�M�M�E�A�S�U�R�A�B�L�E���I�M�P�O�R�T�A�N�C�E�����!�T���T�H�I�S���R�E�M�A�R�K�A�B�L�E���S�E�S�S�I�O�N����
you will learn how to:

�s�� �!�P�P�L�Y���T�H�E���P�R�O�V�E�N�������S�T�E�P���S�Y�S�T�E�M���F�O�R���R�E�M�E�M�B�E�R�I�N�G��
names and faces

�s�� �2�E�M�E�M�B�E�R���N�U�M�E�R�I�C�A�L���I�N�F�O�R�M�A�T�I�O�N���W�I�T�H�O�U�T���T�I�M�E�

consuming repetition

�s�� �&�O�R�G�E�T���Y�O�U�R���D�A�I�L�Y���P�L�A�N�N�E�R���n���&�I�L�E���Y�O�U�R���W�E�E�K�L�Y��
appointments in your mind

�s�� �$�E�V�E�L�O�P���L�A�S�E�R�
�L�I�K�E���F�O�C�U�S���A�N�D���C�O�N�C�E�N�T�R�A�T�I�O�N
�s�� �0�A�I�N�L�E�S�S�L�Y���R�E�M�E�M�B�E�R���I�N�F�O�R�M�A�T�I�O�N���T�H�A�T���W�I�L�L���B�O�O�S�T���Y�O�U�R��

career
�s�� �2�E�M�E�M�B�E�R���A�N�N�I�V�E�R�S�A�R�I�E�S���A�N�D���H�I�S�T�O�R�I�C�A�L���D�A�T�E�S���W�I�T�H���E�A�S�E
�s�� �-�A�K�E���A���M�O�R�E���P�O�W�E�R�F�U�L���I�M�P�R�E�S�S�I�O�N���A�T���M�E�E�T�I�N�G�S���A�N�D��

presentations
�s�� �2�A�Z�O�R�
�S�H�A�R�P�E�N���Y�O�U�R���B�U�S�I�N�E�S�S���E�D�G�E�����2�E�M�E�M�B�E�R�I�N�G��

verbal instructions and � nancial data
�s�� �2�E�M�E�M�B�E�R���T�H�E���N�A�M�E�S���O�F���H�U�N�D�R�E�D�S���O�F���A�S�S�O�C�I�A�T�E�S����

�C�L�I�E�N�T�S���A�N�D���A�C�Q�U�A�I�N�T�A�N�C�E�S���W�I�T�H�O�U�T���E�V�E�R���H�A�V�I�N�G���T�O���R�E�F�E�R��
�T�O���Y�O�U�R���0�$�!���O�R���R�O�L�O�D�E�X

�s�� �$�I�S�C�O�V�E�R���C�R�E�A�T�I�V�E���P�O�W�E�R�S���Y�O�U���D�I�D�N���T���K�N�O�W���Y�O�U���H�A�D
�s�� �%�N�H�A�N�C�E���Y�O�U�R���I�M�A�G�E���A�S���A���P�R�O�F�E�S�S�I�O�N�A�L��
�s�� �#�U�R�E���A�B�S�E�N�T�M�I�N�D�E�D�N�E�S�S���F�O�R�E�V�E�R��

INFLUENCE: Getting Results with People when 
you are not in Charge
Whether you’re interacting with colleagues, subordinates 
�O�R���M�A�N�A�G�E�M�E�N�T�����G�A�I�N�I�N�G���R�E�S�P�E�C�T���A�N�D���C�U�L�T�I�V�A�T�I�N�G���I�N�m���U�E�N�C�E��
are absolutely essential to your success and effectiveness 
as an administrative professional. In this important 
�S�E�G�M�E�N�T�����Y�O�U���L�L���F�O�C�U�S���O�N���T�H�E���K�E�Y���E�L�E�M�E�N�T�S���O�F���I�N�m���U�E�N�C�I�N�G��
others and improving workplace relationships, speci� cally 
how to:
�s���&�O�S�T�E�R���C�O�L�L�A�B�O�R�A�T�I�O�N���A�N�D���I�N�m���U�E�N�C�E���O�U�T�C�O�M�E�S
�s���)�N�C�R�E�A�S�E���Y�O�U�R���A�B�I�L�I�T�Y���T�O���E�X�E�R�T���I�N�m���U�E�N�C�E���W�I�T�H�O�U�T���A�U�T�H�O�R�I�T�Y
�s���5�N�D�E�R�S�T�A�N�D���T�H�E���P�E�R�S�O�N���Y�O�U���A�R�E���H�O�P�I�N�G���T�O���I�N�m���U�E�N�C�E
�s���%�S�T�A�B�L�I�S�H���I�N�S�T�A�N�T���T�R�U�S�T���A�N�D���R�A�P�P�O�R�T���W�I�T�H���O�T�H�E�R�S
�s���!�N�A�L�Y�Z�E���Y�O�U�R���P�E�R�S�O�N�A�L���"�E�H�A�V�I�O�U�R�A�L���3�T�Y�L�E�S���0�R�O�l���L�E
�s���!�D�A�P�T���Y�O�U�R���"�E�H�A�V�I�O�U�R�A�L���S�T�Y�L�E���T�O���T�H�E���P�E�R�S�O�N���Y�O�U���A�R�E��

dealing with
�s���5�N�D�E�R�S�T�A�N�D���T�H�E���R�O�L�E���"�E�H�A�V�I�O�U�R�A�L���P�A�T�T�E�R�N�S���P�L�A�Y���I�N��

�I�N�m���U�E�N�C�I�N�G���O�T�H�E�R�S
�s���$�I�F�F�U�S�E���V�O�L�A�T�I�L�E���S�I�T�U�A�T�I�O�N�S
�s���#�O�P�E���W�I�T�H���D�I�F�F�E�R�E�N�T���A�N�D���S�O�M�E�T�I�M�E�S���D�I�F�l���C�U�L�T���P�E�O�P�L�E
�s���h�-�A�P�v���D�I�F�l���C�U�L�T���P�E�O�P�L�E���T�O���G�A�I�N���I�N�S�I�G�H�T���I�N�T�O���W�H�A�T���M�A�K�E�S��

them tick
�s���$�E�V�E�L�O�P���I�N�m���U�E�N�C�E���S�T�R�A�T�E�G�I�E�S���F�O�R���T�U�R�N�I�N�G���R�E�S�I�S�T�A�N�C�E���I�N�T�O��

agreement
�s���$�E�A�L���W�I�T�H���N�E�G�A�T�I�V�I�T�Y���I�N���T�H�E���W�O�R�K�P�L�A�C�E
�s���$�E�V�E�L�O�P���T�H�E���l���V�E���C�O�M�M�U�N�I�C�A�T�I�O�N���T�E�C�H�N�I�Q�U�E�S���O�F���A�L�L��

successful administrative professionals
�s���%�X�P�R�E�S�S���Y�O�U�R�S�E�L�F���S�O���Y�O�U���W�I�L�L���B�E���L�I�S�T�E�N�E�D���T�O
�s���,�E�A�R�N���R�E�L�A�T�I�O�N�S�H�I�P���S�T�R�A�T�E�G�I�E�S���T�H�A�T���L�E�A�D���T�O���R�E�C�O�G�N�I�T�I�O�N��

and advancement
�s���!�D�A�P�T���Y�O�U�R���I�N�D�I�V�I�D�U�A�L���S�T�Y�L�E���T�O���T�H�O�S�E���W�I�T�H���D�I�F�F�E�R�I�N�G���S�T�Y�L�E�S
�s���'�E�T���G�R�E�A�T�E�R���R�E�S�U�L�T�S���F�R�O�M���H�A�R�D���T�O���H�A�N�D�L�E���S�T�A�F�F
�s���,�E�A�R�N���T�I�P�S���F�O�R���S�T�O�P�P�I�N�G���T�H�E���h�4�O�U�G�H���'�U�Y�v���C�O�L�D
�s���$�E�A�L���W�I�T�H���T�O�U�C�H�Y���P�E�O�P�L�E���W�H�O���T�A�K�E���T�H�I�N�G�S���P�E�R�S�O�N�A�L�L�Y
�s���#�O�P�E���W�I�T�H���N�E�G�A�T�I�V�E���P�E�O�P�L�E�����E�X�C�U�S�E�
�M�A�K�E�R�S���A�N�D���B�L�A�M�E�R�S
�s���(�A�N�D�L�E���3�U�P�E�R�
�!�G�R�E�E�A�B�L�E�S���W�H�O���J�U�S�T���T�E�L�L���Y�O�U���W�H�A�T���T�H�E�Y��

think you want to hear
�s���$�E�A�L���W�I�T�H���3�N�I�P�E�R�S���T�H�A�T���U�S�E���I�N�N�U�E�N�D�O�E�S���A�N�D���U�N�D�E�R�
�T�H�E�I�R�


breath remarks
�s���#�O�P�E���W�I�T�H���T�H�O�S�E���W�H�O���J�U�S�T���W�A�N�T���T�O���H�E�A�R���T�H�E�M�S�E�L�V�E�S��

speak
�s���7�H�A�T���R�E�A�L�L�Y���T�R�I�G�G�E�R�S���D�I�F�l���C�U�L�T���P�E�O�P�L�E���T�O���B�E�H�A�V�E��

inappropriately
�s���#�O�N�m���I�C�T���M�A�N�A�G�E�M�E�N�T���T�E�C�H�N�I�Q�U�E�S���F�O�R���D�E�A�L�I�N�G���W�I�T�H���T�H�E��

entire range of dif� cult personalities
�s���(�O�W���T�O���D�I�F�F�U�S�E���V�O�L�A�T�I�L�E���S�I�T�U�A�T�I�O�N�S
�s���$�E�A�L���S�U�C�C�E�S�S�F�U�L�L�Y���W�I�T�H���S�A�R�C�A�S�M�����P�U�T�
�D�O�W�N�S���A�N�D���H�O�S�T�I�L�E��

aggressive individuals
�s���%�N�A�B�L�E���"�E�H�A�V�I�O�U�R�A�L���S�T�Y�L�E���D�I�F�F�E�R�E�N�C�E�S���T�O���W�O�R�K���F�O�R���Y�O�U��

and not against you
�s���#�O�P�E���S�U�C�C�E�S�S�F�U�L�L�Y���W�I�T�H���C�O�M�P�L�A�I�N�E�R�S���A�N�D���T�H�O�S�E���W�H�O���W�I�L�L��

not communicate
�s���$�E�V�E�L�O�P���F�O�U�R���N�E�W���M�E�T�H�O�D�S���F�O�R���M�I�N�I�M�I�Z�I�N�G���I�N�T�E�R�P�E�R�S�O�N�A�L��

�C�O�N�m���I�C�T�S
�s���2�E�C�E�I�V�E���F�O�R�T�Y���T�I�P�S���F�O�R���S�U�C�C�E�S�S�F�U�L�L�Y���W�O�R�K�I�N�G���W�I�T�H���O�T�H�E�R�S��

as part of a team
�s���,�E�A�R�N���T�O���W�O�R�K���T�H�R�O�U�G�H���C�O�N�m���I�C�T���S�I�T�U�A�T�I�O�N�S���W�H�I�L�E��

�I�N�m���U�E�N�C�I�N�G���O�T�H�E�R�S
�s���'�E�T���M�O�R�E���P�E�O�P�L�E���T�O���L�I�K�E���Y�O�U

Building Greater Trust, 
Rapport And Credibility

The Douglas Difference

With training budgets stretched tightly today, it is important 
that you obtain the best training available. This intensive three-
day program is intended to explore and develop the intellectual, 
organizational and interpersonal abilities of each participant. Rather 
than focusing on the fundamentals, this program concentrates on the 
knowledge and specialized skills to sustain your career growth. 

1.  Canada’s Original Event for Administrative 
Professionals

This comprehensive program has run continuously since 
the 1970’s. More than 50,000 administrative professionals 
from virtually every major public and private organization 
in North America have attended in that time. The praise 
this course has received over the past thirty-seven years 
re� ects the persistent research and subsequent revision 
which ensures that the program is at the cutting edge.

2.  A True Limited Enrollment Educational Experience
This is NOT a conference in which you will be crammed 
into a ballroom with four or � ve hundred people, to listen 
to a keynote speaker and be lectured to. Rather the 37th 
Annual Administrative Professionals Course is a true 
educational experience

3. This is a Certi� ed Course
This course is taught by quali� ed faculty all of whom hold as a 
minimum, a Masters Degree from a fully accredited university 
and one or more professional quali� cations. In addition to 
your certi� cate of completion, you will receive 2.2 continuing 
educational units (CEU’s).

4. First-Class Accommodation, Meals and Materials
At P.A. Douglas we provide you with � rst-class 
accommodation, meals and materials. The course fee is all 
inclusive so you do not have to negotiate and book your 
hotel accommodation separately. You will receive a 49 page 
workbook and manual, a personal Comprehensive Behavioral  
Styles Inventory (CBSI) and Behavioral Styles Pro� le as well  
as an individual password for online materials to assist you  
after the course is � nished.

5. Canadian Content
Differences in Canadian corporate culture, health care, 
education and the public sector impact on the role of 
the Administrative Professional. This course is uniquely 
Canadian. The cases, materials and faculty are proudly 
Canadian.

Who Should Attend?
Administrative Assistants, Executive Assistants
Of� ce Managers, Team Leaders
Secretaries, Other Support Personnel

THE
ORIGINAL

EVENT

Strategic Management Skills
Success in your present and future 

responsibilities is dependent on a number 
of self-management skills; By improving 

your skills at managing projects, priorities and 
deadlines more effectively, while de� ecting 

job-related stress, and developing your memory 
and concentration, you will gain a deeper sense of 

satisfaction and accomplishment. Speci� cally, at the 
37th Annual Administrative Professionals Course, you 

will learn how to:

�U�Ê�Ê���«�«�•�Þ�Ê�L�i�Ã�Ì�Ê�«�À�>�V�Ì�ˆ�V�i�Ã�Ê�v�œ�À�Ê�i�v�v�i�V�Ì�ˆ�Û�i�•�Þ�Ê�«�À�ˆ�œ�À�ˆ�Ì�ˆ�â�ˆ�˜�}�Ê�Þ�œ�Õ�À
 time and activities

�U�Ê�Ê�	�i�Ì�Ì�i�À�Ê�•�Õ�}�}�•�i�Ê�«�i�œ�«�•�i�]�Ê�«�>�«�i�À�]�Ê�«�À�œ�•�i�V�Ì�Ã�Ê�>�˜�`�Ê�«�À�ˆ�œ�À�ˆ�Ì�ˆ�i�Ã
�U�Ê�Ê���œ�Õ�L�•�i�Ê�Þ�œ�Õ�À�Ê�«�À�œ�`�Õ�V�Ì�ˆ�Û�ˆ�Ì�Þ�Ê�Ü�ˆ�Ì�…�œ�Õ�Ì�Ê�`�œ�Õ�L�•�ˆ�˜�}�Ê�Þ�œ�Õ�À

 stress
�U�Ê�Ê�*�À�œ�Ì�i�V�Ì�Ê�Þ�œ�Õ�À�Ê�“�>�˜�>�}�i�À�½�Ã�Ê�Ì�ˆ�“�i

�U�Ê�Ê���“�«�À�œ�Û�i�Ê�À�i�“�>�À�Ž�>�L�•�Þ�Ê�Þ�œ�Õ�À�Ê�>�L�ˆ�•�ˆ�Ì�Þ�Ê�Ì�œ�Ê�À�i�“�i�“�L�i�À�Ê�˜�>�“�i�Ã
 and faces
�U�Ê�Ê�,�i�“�i�“�L�i�À�Ê�˜�Õ�“�i�À�ˆ�V�>�•�Ê�ˆ�˜�v�œ�À�“�>�Ì�ˆ�œ�˜�Ê�Ü�ˆ�Ì�…�œ�Õ�Ì�Ê�Ì�ˆ�“�i
 consuming repetition
�U�Ê�Ê���i�Û�i�•�œ�«�Ê�Ã�Ì�À�>�Ì�i�}�ˆ�i�Ã�Ê�v�œ�À�Ê�«�À�i�Û�i�˜�Ì�ˆ�˜�}�]�Ê�À�i�`�Õ�V�ˆ�˜�}�]�Ê�>�˜�`
 managing stress. 
�U�Ê�Ê�,�i�V�œ�}�˜�ˆ�â�i�Ê�>�˜�`�Ê�`�i�>�•�Ê�Ü�ˆ�Ì�…�Ê�º�/�Þ�«�i�Ê���»�Ê�L�i�…�>�Û�ˆ�œ�Õ�À
�U�Ê�Ê���œ�Ã�i�Ê�Þ�œ�Õ�À�Ê�v�i�>�À�Ê�œ�v�Ê���ˆ�˜�i�>�…�œ�À�>�Ê�>�˜�`�Ê�ˆ�“�«�À�œ�Û�i�Ê�Þ�œ�Õ�À�Ê�Ã�i�•�v�‡
 esteem
�U�Ê�Ê�
�˜�…�>�˜�V�i�Ê�Þ�œ�Õ�À�Ê�«�À�œ�v�i�Ã�Ã�ˆ�œ�˜�>�•�Ê�ˆ�“�>�}�i

At this intensive seminar you will participate in a signi� cant 
learning experience with others who share the same goals and 
who face the same challenges.

Emotional Intelligence Skills
The most frustrating limitations placed upon you as an 
administrative professional have little to do with your technical 
abilities; rather the most trying aspects of your work often involves 
dealing with people. To be really effective in dealing with others, 
you must perfect your ability to:

�U�Ê�Ê�
�Ã�Ì�>�L�•�ˆ�Ã�…�Ê�}�À�i�>�Ì�i�À�Ê�Ì�À�Õ�Ã�Ì�Ê�>�˜�`�Ê�À�>�«�«�œ�À�Ì�Ê�Ü�ˆ�Ì�…�Ê�œ�Ì�…�i�À�Ã�Ê
�U�Ê�Ê���V�…�ˆ�i�Û�i�Ê�}�À�i�>�Ì�i�À�Ê�Ì�i�>�“�Ê�Ã�Þ�˜�i�À�}�Þ�Ê�>�˜�`�Ê�i�v�v�i�V�Ì�ˆ�Û�i�˜�i�Ã�Ã
�U�Ê�Ê���˜�Ã�«�ˆ�À�i�Ê�•�Õ�˜�ˆ�œ�À�Ã�Ê�Ì�œ�Ê�Ì�>�Ž�i�Ê�ˆ�˜�ˆ�Ì�ˆ�>�Ì�ˆ�Û�i
�U�Ê�Ê�
�œ�«�i�Ê�Ü�ˆ�Ì�…�Ê�`�ˆ�v�v�i�À�i�˜�Ì�Ê�>�˜�`�Ê�Ã�œ�“�i�Ì�ˆ�“�i�Ã�Ê�`�ˆ�v�w�Ê�V�Õ�•�Ì�Ê�«�i�œ�«�•�i�Ê
�U�Ê�Ê���i�>�•�Ê�i�v�v�i�V�Ì�ˆ�Û�i�•�Þ�Ê�Ü�ˆ�Ì�…�Ê�˜�i�}�>�Ì�ˆ�Û�ˆ�Ì�Þ�Ê�ˆ�˜�Ê�Ì�…�i�Ê�Ü�œ�À�Ž�Ê�«�•�>�V�i
�U�Ê�Ê�	�i�V�œ�“�i�Ê�>�Ê�“�œ�À�i�Ê�i�v�v�i�V�Ì�ˆ�Û�i�Ê�Ì�i�>�“�Ê�•�i�>�`�i�À
�U�Ê�Ê���i�•�«�Ê�À�>�ˆ�Ã�i�Ê�•�œ�Ü�Ê�“�œ�À�>�•�i�Ê�>�˜�`�Ê�•�œ�Ü�Ê�«�À�œ�`�Õ�V�Ì�ˆ�Û�ˆ�Ì�Þ
�U�Ê�Ê���i�>�À�˜�Ê�Ì�œ�Ê�«�À�œ�>�V�Ì�ˆ�Û�i�•�Þ�Ê�`�i�>�•�Ê�Ü�ˆ�Ì�…�Ê�V�œ�˜�y�Ê�ˆ�V�Ì
�U�Ê�Ê�
�œ�˜�`�Õ�V�Ì�Ê�V�À�ˆ�Ã�«�]�Ê�Ã�Õ�V�V�i�Ã�Ã�v�Õ�•�Ê�ˆ�˜�Ì�i�À�Û�ˆ�i�Ü�Ã
�U�Ê�Ê���i�>�•�Ê�Ü�ˆ�Ì�…�Ê�ˆ�˜�Ì�i�À�«�i�À�Ã�œ�˜�>�•�Ê�«�À�œ�L�•�i�“�Ã�Ê�Ì�…�>�Ì�Ê�Ì�…�À�i�>�Ì�i�˜
 team cohesiveness 
�U�Ê�Ê���i�Ì�Ê�“�œ�À�i�Ê�Ü�œ�À�Ž�Ê�`�œ�˜�i�Ê�Ü�ˆ�Ì�…�Ê�>�˜�`�Ê�Ì�…�À�œ�Õ�}�…�Ê�œ�Ì�…�i�À�Ã

Course Schedule
Seminar registration will take place in the Foyer between 4:00 
p.m. and 5:00 p.m. on the day of your arrival. The seminar itself 
will begin at 5:00 p.m. with the welcome and introductory 
session. On the Second day of the program, the morning 
session will run from 9:00 a.m. until 12:00 p.m. at which time 
participants will enjoy a luncheon buffet. The afternoon 
session will begin at 1:30 p.m. and conclude at 4:30 p.m.  
On day Three the morning session will begin at 9:00 a.m. 
and end at 12:00 p.m. In the afternoon, participants will 
enjoy a recess. This free time will afford participants an 
opportunity to enjoy the many area attractions as well as 
the � rst class recreational facilities at the host properties 
during daylight hours. An evening session will take place 
between 6:00 p.m. and 8:45 p.m. On the Fourth day 
of the program, the seminar will run from 8:00 a.m. 
until 11:00 a.m. at which time the course will of� cially 
conclude.  
 

 REGISTER TODAY:
www.canadaAP.com

Key Bene� ts
This carefully-tailored, pragmatic course will deliver the tools and 
knowledge you need to be more effective in both your professional 
and personal life. You will improve your communication skills at all 
levels and form winning strategies for dealing with different and 
sometimes dif� cult people. You will adopt effective strategies for 
in� uencing others improving workplace relationships with colleagues, 
subordinates and bosses. You will enhance your memory and 
concentration to a remarkable degree, improving incredibly your 
ability to remember names and faces as well as verbal instructions, 
dates and appointments. You will learn to manage projects, priorities 
and deadlines while maintaining a stress-free work environment. 
In short you will develop the essential skills of highly effective 
administrative professionals.

One Inclusive Fee
One of the greatest bene� ts of attending a true limited enrollment 
residential program comes from the networking and camaraderie that 
takes place outside of the educational sessions. It is for this reason 
that, unlike other conferences and courses, where participants must 
� nd their own accommodations, arrange their own meals etc., the 
37th Annual Administrative Professionals Course is inclusive. The 
�V�œ�Õ�À�Ã�i�Ê�v�i�i�Ê�œ�v�Ê�f�Ê�Ó�]�Ó�™�x�°�ä�ä�Ê�«�•�Õ�Ã�Ê���-�/�Ê�ˆ�˜�V�•�Õ�`�i�Ã�Ê�Þ�œ�Õ�À�Ê�f�Ê�{�ä�ä�°�ä�ä�Ê�À�i�}�ˆ�Ã�Ì�À�>�Ì�ˆ�œ�˜�Ê
fee, tuition, three-nights � rst-class hotel accommodations, luncheon 
on day two, refreshments throughout, 49 page course manual, 
Comprehensive Behavioral Styles Inventory (CBSI) and all course 
materials. As we must guarantee hotel accommodation on your behalf 
the course fee or a purchase order must accompany your registration. 
At P.A. Douglas we are pleased to offer a � exible cancellation/
substitution policy. Should your plans change and you need to cancel 
the registration fee only will be charged providing thirty days notice is 
given, otherwise your tuition is fully transferable to any other session 
this year or next. Substitutions may be made at any time prior to 
attendance upon written noti� cation.

First-Class Accommodation Included
Fairmont Banff Springs
�-�ˆ�Ì�Õ�>�Ì�i�`�Ê�>�“�œ�˜�}�Ã�Ì�Ê�Ì�…�i�Ê�Ã�˜�œ�Ü�‡�V�>�«�«�i�`�Ê�«�i�>�Ž�Ã�Ê�œ�v�Ê�Ì�…�i�Ê�
�>�˜�>�`�ˆ�>�˜�Ê�,�œ�V�Ž�ˆ�i�Ã�]�Ê
�Ì�…�i�Ê���>�ˆ�À�“�œ�˜�Ì�Ê�	�>�˜�v�v�Ê�-�«�À�ˆ�˜�}�Ã�Ê���œ�Ì�i�•�Ê�Ã�Ì�>�˜�`�Ã�Ê�>�Ã�Ê�>�Ê�Ü�œ�À�•�`�‡�À�i�˜�œ�Ü�˜�i�`�Ê�Ã�Þ�“�L�œ�•�Ê
of Canadian hospitality. Its blend of opulence and seclusion has been 
�>�˜�Ê�i�“�L�•�i�“�Ê�œ�v�Ê�,�œ�V�Ž�Þ�Ê���œ�Õ�˜�Ì�>�ˆ�˜�Ê�“�>�•�i�Ã�Ì�Þ�Ê�v�œ�À�Ê�“�œ�À�i�Ê�Ì�…�>�˜�Ê�>�Ê�…�Õ�˜�`�À�i�`�Ê�Þ�i�>�À�Ã�°�Ê
On property there is a world-class 27 hole golf course, � fty shops and 
boutiques, tennis courts, several swimming pools, and Solace, an 
�œ�Õ�Ì�Ã�Ì�>�˜�`�ˆ�˜�}�Ê�
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The Hilton Fallsview
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location, atop the escarpment, offers the most spectacular views of 
�Ì�…�i�Ê�
�ˆ�Ì�Þ�Ê�>�˜�`�Ê�œ�v�Ê�œ�˜�i�Ê�œ�v�Ê�Ì�…�i�Ê�Ü�œ�À�•�`�½�Ã�Ê�“�œ�Ã�Ì�Ê�v�>�“�œ�Õ�Ã�Ê�>�Ì�Ì�À�>�V�Ì�ˆ�œ�˜�Ã�]�Ê� �ˆ�>�}�>�À�>�Ê
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much. For those that long to get up close to the Falls, don the famous 
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hind them. In addition to the numerous restaurants and bars in the ho-
tel, world-class gaming and entertainment is also just moments away 
�Ì�…�À�œ�Õ�}�…�Ê�>�˜�Ê�i�˜�V�•�œ�Ã�i�`�Ê�Ü�>�•�Ž�Ü�>�Þ�Ê�>�Ì�Ê�Ì�…�i�Ê���>�•�•�Ã�Û�ˆ�i�Ü�Ê�
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nightly Falls Fireworks. You will remember this extraordinary course 
�>�˜�`�Ê� �ˆ�>�}�>�À�>�Ê���>�•�•�Ã�Ê�v�œ�À�i�Û�i�À�t�Ê

For further information on your accommodation,
travel assistance and things to see and do, go to www.canadaAP.com
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Continuing Professional Education
Become a member of the Canadian College 
of Administrative Professionals – It’s free and 
membership enters your name for draws (An all 
expenses paid trip to Las Vegas to attend the 
38th Annual Administrative Professional Course) 
as well as articles, surveys and other features of 
interest to today’s Administrative Professional.


