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1. Handling the gatekeeper role

2. Putting visitors at ease

3. Establishing authority

4. 8 ways to handle difficult people 

and situations

5. Secrets to remain calm

6. Too many details to manage

7. Making sure no to-do items slip 

through the cracks

8. Being seen as professional

9. Creating a supportive environment



Keep a hot list.

Remember your manners.

Ask questions.

Offer people options.

Learn about your company.



1. Greet visitors quickly.

2. Offer a sincere welcome.

3. Jot down names.

4. Avoiding bending down to talk to 
someone in a wheelchair.

5. Get them where they want quickly.

Put PeoplePut People



Put PeoplePut People

6. Make the environment comfortable.

7. Keep conversations professional.

8. Avoid overtalking.

9. Provide reading material.

10. Offer refreshments if appropriate.



Passive

Communication StylesCommunication Styles
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Breathe.



Relax and remain calm.



Don’t take it personally.



Mirror actions.



Listen.



Show empathy.



Say no diplomatically.





Work on the things 
you can control.

Give up the things 
you can’t control.



OrganizingOrganizing
Your WorkYour Work



How OthersHow Others

1. Have a firm handshake.

2. Greet them pleasantly.

3. Use professional vocabulary.

4. Set the standard for yourself.

5. Set the standard for how you dress.

6. Be prepared to network.





Notice uncluttered areas vs. cluttered.

Come in early to get set up.

Is there a waiting space?

Is there appropriate decoration?

Does the space look pleasant?

Is there equipment collecting dust?





Take guilt-free breaks.
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Listen.

State your 
understanding.

Ask for 
recommendations.



1. She is not in yet.
2. He’s already left.
3. I don’t know …
4. Who is this?
5. Why do you want to          

talk to her?
6. He’s not taking calls         

right now.

She is away from her desk. May I      
put you through to her voice mail?

He is going to be be in meetings for the 
rest of the day. Can I take a message?

May I call you back with the answer?

May I have your name?

She is away from her desk. How may I 
help you?

He’s aways from his desk. May I put 
you through to his voice mail or take     
a message?





Tool forTool for
1. Think about how you sound.
2. Get a headset.
3. Smile when you speak.
4. Identify yourself early.
5. When leaving a message, speak 

slowly, repeat your name and 
number, and give a time to call back.

6. Hang up last.



Tool forTool for
7. Have a paper, pencil, and calendar 

nearby to jot down notes.
8. Don’t eat or drink.
9. Use a complete greeting.

10. Use the caller’s name.
11. Take complete messages.
12. Answer in 2–3 rings at most.



ManagingManaging
Your WorkYour Work
Color-code each project.

Work on 1 thing at a time.

Allow yourself to be interrupted.

Only have the essentials on your desk.

Get lagging projects back on track.

Organize your desk at the end of the day.



ManagingManaging
Your WorkYour Work
Store each project separately.

Plan 1 week in advance.

Do a Monday morning update.

Place tasks on your calendar.

Keep a journal for each project.

Use electronic reminders.





CredibilityCredibility



CredibilityCredibility
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Stay organized.

Review work styles.

Meet with your supervisor.

Take ownership.

Maintain a positive attitude.

Live a healthy lifestyle.

Change your perception.




