
ADVANCED MANAGEMENT 
SKILLS FOR EAs & PAs

Our Expert 
Course 
Instructor

Jacqueline Klauer is in international demand as a leadership expert and 
people development strategist. Having the experience of working in over 
60 countries across the Americas, Africa, the Middle East, Asia and the 
South Pacific, Jacqueline has the enviable ability to provide focus to the 
most complicated of subjects and delivers training that is innovative, fun, 
and highly customised to organisations, business units and individuals.

   Discover practical tools and techniques that will help you manage your workload and 
relationships more successfully and improve productivity

  Explore strategies to reduce conflict and learn to deal effectively with difficult situations and 
people

  Provide a high level of administrative support by enhancing your ability to manage change, plan 
and coordinate workflow, and build an effective team

  Understand how Emotional Intelligence underlies our self-awareness, empathy, leadership and 
resilience

  ‘Do more with less’ – adopt continuous change and effectively collaborate to transform and 
optimise individual and team performance

Key Learning Objectives

REGISTER NOW> www.informa.com.au/executiveassistant

Learn Anywhere, Learn Anytime
Enroll today for Informa Live Online Training

October
Course Parts will commence at 09:00 and end at 13:00 (AEST). There will be short breaks during each course Part.

Part 1: 7th October Part 2: 8th October Part 3: 9th October
Part 4: 14th October Part 5: 15th October Part 6: 16th October

6Part
Series

Live Online Training: Understand how your role as Executive Secretary, PA, Administrator 
or Office Manager contributes to the organisational success.



        Book online
www.informa.com.au/executiveassistant

         Book via email
training@informa.com.au

      Book over the phone
+61 (02) 9080 4395

This Advanced Management Skills for EAs & PAs course 
focuses on equipping you with the necessary professional 
skills required to do your job effectively, contributing to your 
own, your boss’s and your organisation’s success. During 
this course you will work through a series of discussions, 
demonstrations and case studies that will enhance your 
learning experience and show in detail how to optimise your 
‘best practice’ PA management skills.

Learning Outcomes

•  Understand how your role as Executive Secretary, 
PA, Administrator or Office Manager contributes to 
organisational success.

•  Build an effective work team.

•  Plan and coordinate workflow and productivity.

•   Become a change champion and manage change 
effectively.

•   Interact with people in ways which reinforce positive 
working relationships.

•  Manage personal emotions and stress.

•   Manage conflict, difficult situations and people, with ease.

•   Recruit, select and induct new staff who will work 
effectively with your team.

Jacqueline Klauer is in international demand 
as a leadership expert and people development 
strategist. She is an outstanding, polished 
facilitator who is a long-standing Senior 
Associate with Informa. Having the experience 
of working in over 60 countries across the 
Americas, Africa, the Middle East, Asia and the 

South Pacific, Jacqueline has the enviable ability to provide 
focus to the most complicated of subjects and delivers training 
that is innovative, fun, and highly customised to organisations, 
business units and individuals.

With a background in both psychology and education, 
Jacqueline brings a sensitivity to the seminar environment 
rarely experienced by delegates, and her workshops are often 
described as the “best ever attended”. She has an extensive 
background as an international corporate executive, enabling 
her to deeply understand, from a first-hand perspective, 
the challenges experienced by those individuals seeking to 
advance their skills and knowledge in global business.

Now, the Managing Director of her own consulting practice, 
Jacqueline has worked with clients in federal, state and local 
government, education, gas and oil, fast-moving consumer 
goods, banking, telecoms, tourism, healthcare and more. She 
divides her professional time between roles as a management 
consultant, speaker, facilitator, trainer, courseware developer 
and coach.

An award-winning author, Ms. Klauer also delivers courses 
endorsed by Institute of Leadership and Management (ILM) 
in the UK, Chartered Management Institute (UK), Australian 
Institute of Management, and The George Washington 
University, Washington DC. In addition to tertiary qualifications 
she is accredited in the facilitation of proprietary human 
capability assessments including the testing of Emotional 
Intelligence (EI). Described by her clients as “professional, 
energetic, open, inspiring, engaging and empowering”, 
Jacqueline makes learning fun and, more importantly, helps 
delegates get “real-world” results.

COURSE OVERVIEW EXPERT COURSE INSTRUCTOR

The course is suitable for administrative professionals in all 
industries who lend secretarial support or manage an office 
environment, or work as a personal assistant within the 
organisation, including:
• Office Managers
•  Executive PAs
•  Senior Office Administrators
•  Management Secretaries
•  Executive Secretaries
•  Executive Assistants

•  Senior Secretaries
•  Department Co-ordinators
•  Personal Assistants
•  Office Administrators
•   Project Managers and 

Secretaries

WHO WILL BENEFIT

“Jacqueline took the time to explain things and talked 
through the issues we were experiencing. It was very 
tailored to the personalities of the group.”
Executive Assistant, Alfred Health

“Trainer was knowledgeable, interactive, active 
listener, approachable and friendly. Excellent training 
course.”
Personal Assistant, ACT Health

“Jacqueline is a great trainer and I really enjoyed those 
3 days.”
Business Manager, NT Music School

WHAT OUR CLIENTS SAY
Learn Anywhere, Learn Anytime

•  Get high quality practical training from our expert 

instructors

• Learn live online in an interactive environment 

• Invest in yourself. Invest in your team.

Enroll today for Informa Live Online Training

Register today for our Live Online Training courses and fi nd out how 
they can help you transform the way you work. Contact one of our training 
consultants on training@informa.com.au to fi nd out more.
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Course Outline

        Book online
www.informa.com.au/executiveassistant

         Book via email
training@informa.com.au

      Book over the phone
+61 (02) 9080 4395

DAY ONE

The Role Of The Executive Secretary/PA
• Key functions of your role
•  Self assessment

Leadership And Office Management
•  Your leadership style
•   Factors that influence leadership in the 

organisation and in the office
•   Ways in which you can influence your 

team
•   Leadership models – situational 

leadership, transformational leadership 
and results-based leadership

•   Why networking is critical to your 
success

Communicating For Results
•   Why are effective communication skills 

important?
•  What is communication?
•  The communication process
•  Barriers to effective communication
•   Skills for effective communication, 

persuasion and influence
•   Listening – the key to communication 

success
•  Feedback
•  Assertion
•  Building relations and trust

This session incorporates a fun and an 
effective questionnaire titled “What’s My 
Communication Style?” Understanding 
your communication style is an important 
first step in learning how to communicate 
effectively with others. This questionnaire 
will give you a new insight into how you 
communicate every day.

DAY TWO

Interpersonal Relations And Motivation
•  Motivating your team
•  Motivation theories
•  Motivating for performance
•  The importance of goals and objectives
•  Coaching your team

Emotional Intelligence
Emotional Intelligence (EI) is a 
combination of self-management 
and social skills that can transform 
and optimise individual and team 
performance. The construct of Emotional 
Intelligence defines how effectively you 
perceive, understand, reason with and 
manage your own and others’ feelings. 
When applied to your work, EI involves 
your capacity to think “intelligently” 
with your own and others’ emotions 
to intentionally and efficiently deliver 
individual and organisational outcomes.
•   Understand the concept of “Emotional 

Intelligence”
•   Understand why high self-awareness is 

the basic building block of EI, and how 
low selfawareness can handicap your 
actions

 -  Explore critical research findings 
about EI

 -  Appreciate how EI impacts your life 
generally, and your ability to support 
your boss and team

•   Learn the five key domains of Emotional 
Intelligence

•   Consider your own current level of EI 
across these domains

•   Develop skills that help to build your 
emotional awareness of yourself and 
others

•   Embed emotionally-intelligent behaviour 
in your roles

•   Learn how to coach others to better 
understand EI

Managing Work
•  Time management/self management
•  Managing stress
•  Goal setting
•  Priority management
•  Becoming a Quadrant II time manager
•  Dealing with time wasters
•   Maximise effectiveness by managing 

meetings
•  Delegate for maximum effect

Problem Solving And Decision Making In 
The Modern Office
•  Barriers to decision making
•  The six-step problem solving process

DAY THREE

Managing Change
•   Change as a constant in today’s 

workplace
•  Steps for successful change
•  Managing loss
•  Stages of change
•  The change management checklist

Effective Selection And Recruitment 
Techniques
•   How to collect information about a job 

and analyse a position?
•  Writing a position description
•  Writing a person specification
•  Advertising for the job
•  Reviewing applicants
•  Skills for effective interviewing
•  Bias-free selection procedures
•   Induction and orientation of the new 

team member

Managing Conflict
•  What is conflict?
•   Finding an appropriate conflict 

management style
•  Mapping and defining conflict
•  Appropriate assertiveness and empathy
•   Dealing with anger in yourself and 

others
•  Pathways to influence
•  Appropriate negotiation techniques

Summary, Review And Action Planning
Where to go from here? An opportunity 
to consolidate your learning and make 
concrete plans for your future success 
as an Executive Secretary, PA or Office 
Manager.
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Advanced Management Skills for EAs & PAs

Privacy Policy & Updating your Details: 
Please visit us online at www.informa.com.au/privacy for a full privacy policy. Database amendments can be sent to database@informa.com.au 
or phone +61 (0) 2 9080 4017. ABN: 66 086 268 313

Informa Corporate Learning – On-site & Customised Training
Informa Corporate Learning has a long-standing track record of delivering very successful customised learning solutions 
achieving real and measurable value for our clients through our senior training consultants.

If you have 8+ interested people, an on-site course can be the ideal solution – giving you the opportunity to customise our course 
content to your specific training needs, as well as attracting significant savings compared to public course costs.

Why Choose On-site With Informa Corporate Learning?
1.   Custom design – Together, we will identify the best blended learning solution for your culture, your people and your training 

objectives.
2.   Quality assured – We design market-leading training programs, concepts and methodologies, with a 400+ course portfolio. 

Our rigorously selected 900+ instructor faculty are recognised experts in their field. Quality of their content and delivery 
methods is assured through continuous monitoring and evolution.

3.  On-site training is a cost effective way to train your people and achieve your defined outcomes.

Our Long Standing Clients Include:
ActewAGL, Ajilon, Ambulance Victoria,, ANU, Arrow Energy, Australian Super, Barrick, BHP, Chevron Australia, Coffey International, 
ConocoPhillips, CSIRO, Dalrymple Bay Coal Terminal, Department of Education, Department of Planning, Electricity Generating 
Authority of Thailand (EGAT), ENI Australia, EY, Fortescue Metals Group, Health Purchasing Victoria, IBM, IP Australia, Jemena, 
Litmus Group, Metro Trains, Office of the National Rail Safety Regulator, Origin Energy, Pacific National, PT Freeport, Public 
Transport Authority – WA, QGC – BG Group, Queensland Rail, Rio Tinto, Romgaz, SA, South Australia Health, Telstra, 
Transport & Infrastructure, UBS, Woodside and more…

Speak with Anton Long or Holly Baldwin on +61 (02) 9080 4455 to discuss your customised learning solution, or 
email training@informa.com.au
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Web
www.informa.com.au/executiveassistant

Telephone
+61 (02) 9080 4395

Email
training@informa.com.au

Easy Ways to Register Learn Anywhere, Learn Anytime

•  Get high quality practical training from our expert instructors

• Learn live online in an interactive environment 

• Invest in yourself. Invest in your team.

Enroll today for Informa Live Online Training

Register today for our Live Online Training courses and fi nd out how they can help you 
transform the way you work. Contact one of our training consultants on 
training@informa.com.au to fi nd out more.

Course Code Location Course Parts Month Standard Price 4+ Dels Discount

P20GC15SY02V Live Online Training All 6 Parts October 20 $1,995 + $199.50 GST $2,194.5
Great Savings: 
When you book 4 or more participants! Call us today on +61 (2) 9080 4395 or 
email training@informa.com.au to take advantage of the discount offer.
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