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Attached guide was provided to the CCS admin team as summary and reference of the workshop.  This 

copy is for the managers of those assistants to demonstrate and exhibit the key takeaways learned during 

that time.  If you have any questions or comments, please contact Jessica Durney.  

Thank you. 



Summary of Improvements 

Based on 360 feedback for the CCS Admin team the top ranked opportunities are: 

Communication: 

 Demonstrates ability to provide explanation and/or options to resolve difficult or 

confrontational situations.   

 Clearly and concisely, composes / proofreads / edits documents such as letters, memos and 

emails. 

 Keeps her manager informed about progress and problems; avoids surprises. 

Interpersonal: 

 Expresses disagreement constructively (eg by emphasizing points of agreement, suggesting 

alternatives that may be acceptable to the group.) 

Organization: 

 Develops and uses systems to organize and keep track of information or work progress.   

 Prioritizes tasks in a fast paced, changing environment through frequent interruptions and 

changing deadlines. 

 Identifies what needs to be done and takes action before being asked or required to. 

 

Admin competencies 

  



Honesty ~ Trust ~ Responsibility ~ Accountability ~ Encourage 

Admin meetings – Quorum  
 We must have at least 7 people at the admin meetings or it will be rescheduled 

o Note: Respect & consideration for person(s) not in room will be exercised 
 Meetings will convene on a monthly basis unless otherwise decided 
 Discussions are to remain confidential among the team unless otherwise decided 

Email Communication – Response  
 Allow person 24 hours to respond. 
 If you need timely response – mark in subject line with: 

URGENT, PLEASE ADVISE, and /or ACTION NEEDED! 
 If no response = Call, IM or go see your admin colleague 

Out of Office Notifications 
 Courtesy email to managers with a cc: to entire admin team when going to be out of the office. 
 Post an out of office reply listing your back-up support while you are out of the office. 
 Prior to leaving (if possible – if not sick) provide update on any pending issues or project that may come up 

while you are out. 
 After return to office back-up admin(s) are to provide update on anything that may have transpired while 

admin was out of the office.   
 

Disagreements between party(ies) –  
 Go to the source directly to discuss and come to resolution or compromise. 

o Face to face is best (courageous communication).  IM / Email leave room for misinterpretation.  
 Issues / Disagreements should be between relevant team members.   
 Do not discuss among others on the team if they are not involved.  This will not foster trust, hence going against our 

value.   
 Be considerate and to listen to each person speak.   
 Encourage and challenge each other.  It will only make us grow stronger. 

 
Trust 

 No Triangulation.   

 I will go directly to my fellow teammate should a situation or problem arise. 

 I will only bring another teammate into the situation should I need advice or to test if my reaction is valid.   

 If I am the person brought into a situation for advice or to validate a reaction, I will not fuel the fire, or add 
any negative thoughts.  I will offer my best advice in hopes that the situation resolves on a positive note. 

 
Feedback: 

 Tell the person why you value your working relationship with them. 

 What was the situation with the other person-be specific? 

 How did it impact You? 

 Why did it impact me?  What triggers did the interaction prompt?  (you may decide not to provide feedback 
if you realize your reaction had nothing to do with your teammate. 

 Explain how you feel and that you value the relationship enough to bring it up. 

 Listen- Let the other person respond. Try not to interrupt. 

 Say thank you for the feedback. 

 Sending feedback in an email is okay with this group, but eventually, sooner rather than later, you should 
meet face to face or talk on the phone. 

 Use the 48 hour rule if  you need to. 

 Be objective when providing feedback, no personal attacks.  

 

 



 
# 1 – Absence of Trust 
Members of great teams trust one another on a fundamental, 
emotional level, and they are comfortable being vulnerable 
with each other about their weaknesses, mistakes, fears, and 
behaviors.  They get to a point where they can be completely 
open with one another, without filters.  This is essential 
because …. 
Key Points – Building Trust 

• Trust is the foundation of teamwork. 
• On a team, trust is all about vulnerability, which is difficult 

for most people. 
• Building trust takes time, but the process can be greatly 

accelerated. 
• Like a good marriage, trust on a team is never complete; it 

must be maintained over time. 
 
#2 – Fear of Conflict 
…teams that trust one another are not afraid to engage in 
passionate dialogue around issues and decisions that are key 
to the organization’s success.  They do not hesitate to disagree 
with, challenge, and question one another, all in the spirit of 
finding the best answers, discovering the truth, and making 
great decisions.  This is important because …. 
Key Points – Mastering Conflict 

• Good conflict among team members requires trust, which 
is all about engaging in unfiltered, passionate debate 
around issues. 

• Even among the best teams, conflict will at times be 
uncomfortable. 

• Conflict norms, though they will vary from team to team, 
must be discussed and made clear among the team. 

• The fear of occasional personal conflict should not deter a 
team from having regular, productive debate.   

 
#3 – Lack of Commitment 

…teams that engage in unfiltered conflict are able to achieve 
genuine buy-in around important decisions, even when 
various members of the team initially disagree.  That’s 
because they ensure that all opinions and ideas are put on 
the table and considered, giving confidence to team 
members that no stone has been left unturned.  This is 
critical because …. 
Key Points – Achieving Commitment 

 Commitment requires clarity and buy-in. 

 Clarity requires that teams avoid assumptions and 
ambiguity, and that they end discussions with a clear 
understanding about what they’ve decided upon. 

 Buy-in does not require consensus. Members of great 
teams learn to disagree with one another and still 
commit to a decision.   

 
#4 – Avoidance of Accountability 
…teams that commit to decisions and standards of 
performance do not hesitate to hold one another 
accountable for adhering to those decisions and standards.  
What is more, they don’t rely on the team leader as the 
primary source of accountability, they go directly to their 
peers.  This matters because …. 
Key Points – Embracing Accountability 

• Accountability on a strong team occurs directly 
among peers. 

• For a culture of accountability to thrive, a leader 
must demonstrate a willingness to confront difficult 
issues. 

• The best opportunity for holding on another 
accountable occurs during meetings, and the 
regular review of a team scoreboard provides a 
clear context for doing so. 

 

#5 – Inattention to Results 
…teams that trust one another, engage in conflict, commit 
to decisions, and hold one another accountable are very 
likely to set aside their individual needs and agendas and 
focus almost exclusively on what is best for the team.  They 
do not give in to the temptation to place their departments, 
career aspirations, or ego-driven status ahead of the 
collective results that define team success.   
Key Points – Focusing on Results 

• The true measure of a great team is that it 
accomplishes the results it sets out to achieve. 

• To avoid distractions, team members must 
prioritize the results of the team over their 
individual or departmental needs.   

• To stay focused, teams must publicly clarify their 
desired results and keep them visible.  
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TRIANGULATION 

 

Triangulation is the common (unhealthy) phenomenon when person A and 

person B talk about person C. 

 

 

 

 

 

 

 

 

A HEALTHY RELATIONSHIP (if it is a TRIANGLE): 

. . . is one in which all parties have full knowledge of the interactions, and where 

communication is relative to self (me) in relation to other (you).    

(Not other in relation to other.) (Yes: A goes to C to say “I’m having this problem 

with you.” No:  A goes to B to say “I’m having this problem with C.”) 

USEFUL ROLES FOR B: 

 Listen to A and allow him/her to vent his/her feelings 

 Help A gain perspective and think through his/her feelings fully 

 Go with A to talk to C - not to take sides but to facilitate understanding 

 

ROLES THAT ARE NOT USEFUL FOR B: 

 Taking sides 

 Taking over 

 Doing it for A 

 Taking responsibility for A's issue 
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Why should we care? 

Individual Benefits: Gain insights into personality 

– Reduce your defensiveness when involved in a disagreement 

– Increase your openness to feedback (clues) from what is going on around you 

– Improve your ability to see others more accurately 

– Enhance your ability to appreciate differences in yourself and in others 

– Improve your ability to choose realistic goals 

Staff Benefits: Appreciate others 

– Make constructive use of individual approaches 

• Allow for creative problem-solving; Different types approach problems in 

different, yet valid ways 

– Understand and adapt to leadership’s management style 

– Respect people’s work preferences 

– Improve communication among supervisors, peers, employees, customers 

 

How people prefer to  By using 

 Direct and get energy Extraversion or Introversion 

 Take in information Sensing or iNtution 

 Make decisions Thinking or Feeling 

 Organize their external world Judging or Perceiving 



 



Manager Support:  

 

 

 

 

 

 

 

 

 

Meetings:  

3 Parts 

1) Pre-meeting 

2) The Meeting 

3) Post Meeting 

Tips 

• Learn manager’s appointment preferences. 
• Give manager time between appointments to review e-mail, return calls and work on 

priority items. 
• Avoid appointments for the first thing Monday morning or the last thing Friday 

afternoon. 
• Allow extra time to get from one meeting to the next.   
• Allow time in the mornings for your manager to get organized.  
• Allow time at the end of the day for your manager to wrap up and prepare for the next 

day.   
 

Prioritization – ABC’s of prioritization 

• A – Items of extreme importance. 

• B – Item is important, but could wait until tomorrow if necessary. 

• C – Not necessary to complete today.   

Huddle time.  Daily huddle with your manager. 

• Things to discuss: 

• Daily calendar 

• Phone / email messages 

• Visitors 

• Department issues 

• Status updates (update on projects, 

meetings, items you are working on, etc) 

• Upcoming travel 

• Follow-up items (bring attention to info 

requested from staff that has or has not 

been rec’d, etc) 

• Special projects  

 
  Prepare for huddle time. 

 Prepare.  Bring prioritized notes to the 
meeting. 

 Don’t allow others to interrupt you unless 
absolutely necessary. 

 Stay focused on the topics being discussed. 

 Bring closure or identify the next steps to 
everything you discuss. 

 Clarify and confirm who is taking on which 
responsibility. 

 Give each other quick, clear, status updates on 
previously discussed projects.   



Problem Solving 

 

                   

Stage 1: 
Recognition

•Clearly state the problem.

•List negative effects.

•Assemble relevant information.

•Write 5-10 possible solutions. 

Stage 2: 

Decision Making

•List the positive or negative outcomes of each solution.

•Select the best one.

Stage 3: 
Implementation

•What is the best solution with supporting rationale?

•Consider how you will present this information to those involved: communication 
styles: format (verbal, written, timing)



Communication: 

Emails  - Writing e-mails that gets results 

– Keep it as short as possible 
– Don’t beat around the bush 
– Don’t send mystery messages 
– Number you points 
– Don’t skimp on punctuation 
– Include signature with contact 

details 
 
Constructive Criticism  
• Start off by saying something positive. 
• Identify the behavior that you want to 

criticize.  Direct your criticism at the action, 
not the person. 

• Make criticism specific.  
• Don’t criticize something that cannot and 

should not always be changed. 
• Get right to the point.  Don’t lecture. 
• Don’t set a tone of anger or sarcasm: both 

are counterproductive. 
• Speak in terms of “we” to stress that you 

want to work out the problem together.  
Offer to help the person correct the 
problem. 

• Show the person you understand his 
feelings.  Make sure the other person 
understands the reason for your criticism. 

• If you’re putting your criticism in writing, 
write the letter or memo, put it aside, and 
then look at it a few hours later to make 
sure you didn’t fly off the handle 
unnecessarily.  If you’re still satisfied, send 
the message. 

• At the end, reaffirm your support for, and 
confidence in, the person. 

 
Managing Conflict: 

1. Listen carefully in order to understand 
the other person’s point of view. 

2. Solicit ideas from the other person.  
Ask, “How do you see us working better 
together?” 

3. Be clear on the real issue of conflict.  
Make sure it just isn’t your perception. 

4. Stick to the facts when confronting 
someone. 

5. Acknowledge the other person’s good 
points.  

6. Maintain the other person’s self-
esteem. 

7. Make every effort to approach the 
other person directly. 

8. Be open and honest; don’t hint.   
 
Professional Image & Communication 
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the other person’s point of view. 

2. Solicit ideas from the other person.  

Ask, “How do you see us working better 

together?”  

3. Be clear on the real issue of conflict.  

Make sure it just isn’t your perception. 

4. Stick to the facts when confronting 

someone. 

5. Acknowledge the other person’s good 

points. 

6. Maintain the other person’s self-
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7. Make every effort to approach the 

other person directly. 

8. Be open and honest; don’t hint 

 

 


