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Letter of Welcome
Tēnā koe
Dear AAPNZ Member
The huge changes over the last 10 years indicate that Administrative Professionals may no
longer be complacent in their work role. We are in the 21st century business world of
constant change, new technological developments, social media, redundancies and
restructuring where Administrative Professionals may no longer assume their roles are
secure. Administrative Professionals need to develop career resilience by acquiring new
skills, constantly up-skilling and developing a series of transferable skills.
As Administrative Professionals, we need to be investing in ourselves by being motivated to
seek professional development and take responsibility for our own learning pathway
thereby future proofing our careers. Age is no barrier to up-skilling, new learning and
developing yourself to your potential both professionally and personally.
Therefore, I challenge you to discover your passion, push out of your comfort zone and
accept challenges and opportunities as they present themselves – often in very strange and
unexpected ways. Start your first step by working through this resource to see where your
journey leads you!
I would like to thank and acknowledge the input and support I have received to produce of
this resource from Eth Lloyd (Enderby Associates Ltd), Wendy Rapana (Huirae Management)
and Patti Rizer for her work in proofing the revision of this document.
Best wishes and good luck for your journey!
Nāku noa, na

Lorraine McKeown
AAPNZ National President 2013/2014

Investing in Yourself
Whakangao Whaiaro
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General Information
Association of Administrative Professionals New Zealand Inc
(AAPNZ) – who we are
Our membership includes executive assistants, personal assistants, administration managers,
receptionists, call centre operators, accounts staff, school secretaries, industry trainers – anyone
involved either full- or part-time in Administrative Professional roles, in any industry.
The Association of Administrative Professionals New Zealand Inc is a voluntary national association
administered by its members, for its members.
Many people are making a career in administrative roles and the public and employers increasingly
acknowledge the breadth of demands and skills required of these people.
With our rapidly changing office environment, it is even more important these days to undertake
professional development and stay in touch with your profession through its professional
organisation. Whether within corporates, small- or medium-sized businesses or in the home-based
office, many administrative professionals these days feel more isolated from others in similar roles.
Members include recent newcomers to the profession through to experienced Administrative
Professionals, male and female.
As an employer, providing membership of AAPNZ to your staff is a commitment to a professional
organisation, providing professional development opportunities and a perfect means of giving
recognition. AAPNZ is a supportive local and national network, which will give Administrative
Professionals opportunities for personal and professional growth and career development.

AAPNZ – Te Kawarangi
After three years of consultation and agreement, AAPNZ made Te Kawarangi a part of the official
name at the 2006 AGM held in July in Palmerston North.
‘Kawarangi’ is a term given to a form of plaiting used in ornamental borders of cloaks.
Metaphorically, it relates to our key function as administrators – in our ability to coordinate and
manage a broad range of activities that enhances the overall role of the organisations we work for.
AAPNZ members considered a Māori name in addition to our formal title to add a distinctive cultural
dimension and value to our name, complementing the beautiful logo, which was designed in 1999
and trademarked in 2001.
As an organisation, we are striving to increase our membership and become more inclusive. AAPNZ
hopes that having a Te Reo name and supporting this unique aspect of New Zealand culture, will
lead to our association embracing Māori customs such as karakia/prayer, mihi/greeting and
waiata/song. Further information about Maori customs and protocol is included in the appendices
to this document.
We also acknowledge that:


under the Māori Language Act 1987, Māori became an official language of New Zealand
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the use of Māori language defines who we are as a nation and internationally gives us a
unique global identity
many other organisations, government bodies and associations throughout New Zealand
have bilingual signage.

Te Kawarangi is a name that members of AAPNZ are able to pronounce, write and interpret easily.
Placing value on this name symbolises the significant contribution of our members.
As our membership grows and develops, the Association of Administrative Professionals New
Zealand Inc, Te Kawarangi will endeavour to strengthen the ties of those members1.

Logo
In developing the logo for the association, two key points formed the
basis of the logo concept:



the design should be distinctly New Zealand
the design should be multi-cultural.

The basis of the design was to create forms that suggest a global
linkage while at the same time creating unique New Zealand icons.
The centre of the logo is a circular shape (representing the world),
which curls into the unique shape of a koru. The islands of New
Zealand split this shape to identify clearly our country in the global community. Curling around the
left side of the koru is the unfurled fern, a symbol of new life, new beginnings and vitality. Blue
represents the colours of the Pacific region and silver for its naturally occurring colour of the fern.
Keeping the colour blue also retains a link to our past2.

Professional development – what this means
Professional development is ensuring that you have the skills and knowledge to undertake the work
role that you are employed to do. Professional development is also ensuring your knowledge and
skills are current, relevant and provide you with the opportunity to follow a career pathway.
Gaining new skills and knowledge may be something that is supported by your employer or it may be
something that you need to source and manage for yourself. Being a member of AAPNZ is one way
of ensuring that you have access to professional development opportunities through attending your
local group’s meetings, other AAPNZ organised events such as regional meetings and the
AGM/Conference held at different locations throughout New Zealand each year.
Professional development may be informal where you gain skills that are immediately needed or
skills that you know you are going to need. This professional development is called ad hoc or just-intime training and is a very valuable part of up-skilling. However, formal professional development
may be through gaining a nationally recognised qualification to develop or recognise the wide range
of skills required in your work role.

1
2

AAPNZ Te Reo project information document Oct 2005
AAPNZ Inc – Te Kawarangi: Guidelines – AAPNZ logo in documentation
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Professional development may be undertaken before you started to work in the administrative
profession or while you are working in the field. It is most often available through a Tertiary
Education Organisation (TEO), a Private Training Establishment (PTE), a Polytechnic, a Wananga or
an Industry Training Organisation (ITO) through completing courses through training or workplace
assessment.
This resource provides you with an opportunity to verify you have some of the competencies
required by an Administrative Professional and to learn more about AAPNZ. This resource is a
professional development tool. Achieving these competency certificates gives you tangible evidence
of the value of being a member of AAPNZ. It also acknowledges the pathway you have chosen as an
Administrative Professional.
Whilst this resource is aimed at assisting you to gain or enhance valuable skills and competencies, it
also provides you with an opportunity to start on a pathway to achieving a formal qualification,
which is one of the requirements to then achieve AAPNZ Certification, if that is what you wish to do.

Using this resource
NB: You may complete one, two or three of these modules. You do not have to complete all three.
Using this resource will require you to develop a portfolio for modules two and three to display the
skills and competencies you currently hold, alongside examples and explanations of how and why
you use those skills. You will use the checklist for module one and the portfolios for modules two
and three to present the information requested as part of the formal process to gain the AAPNZ
Competency Certificates. You may complete the modules separately or at the same time, whatever
suits you.
There are three modules contained in the formal process:
A

Participation in Your AAPNZ Group – Module One is a checklist of activities you may be
involved with at your local AAPNZ group. This is an opportunity to feel part of and/or to
participate within the group as well. You need to achieve 8 of the 17 activities stated. You
may achieve these modules separately or at the same time you undertake the other two
modules. You may use activities you have undertaken up to four years previously as long as
you get sign-off from a GMT member or a Group President from the period that you
undertook the activity.

B

You and Your Organisations – Module Two includes a range of discussion points to develop a
portfolio about two organisations you are involved with, one of which is AAPNZ Inc and how
both are structured. Both of these discussions focus on how you fit into these two
organisations and how you contribute to them. Your contribution at AAPNZ may be as
straightforward as being a member and attending meetings or it may be more complex;
however, your contribution at work will lead to the last module of the resource.

C

Systems and Processes – Module Three involves a series of tasks. You need to complete at
least three of the optional tasks listed. To develop your portfolio for this module, you will
need to provide your own written work discussing the questions asked, as well as gathering
any relevant documentation from your workplace.
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Completion and assessment of these three modules will provide you with an AAPNZ Certificate of
Competency for each module. You may apply for each module as you complete it. These AAPNZ
Certificates recognise the knowledge and the skills you have gained or enhanced through your dayto-day work with your employer as well as by you being a member of AAPNZ. Participating in this
process shows a tangible benefit of your membership, primarily for you and for your workplace.
This resource comes as part of your membership fee; however, achieving approval of the three
modules contained within the resource requires the following:









Complete the modules set out in this resource. You may complete these modules in any
order, separately or together.
Complete an application form. The application form is on page 26. You may use the
application form as a tax invoice for Modules 2 and 3 where there is a charge. The
application form must be included with your portfolio when you send it in.
The application form may be accessed online at: http://www.aapnz.org.nz/competencycertificates.aspx or on page 26 of this workbook, completed and submitted electronically to
the Competency Certificates Co-ordinator at AAPNZ’s National Executive Committee (NET):
Email: professional.development@aapnz.org.nz
Subject: AAPNZ Competency Certificate Application
Submit your portfolio, your application form and your fee. Please note:
Module One is free. Modules Two and Three require payment of $60 for each for
the assessment process.
If you wish to send a hard copy of your portfolio, please email the above address and
request a postal address.

AAPNZ independent workplace assessors will verify your portfolio to ensure it meets the
requirements stated.

Review process
Every module submitted assessment (by the AAPNZ Independent Workplace Assessors (IWA)) is
moderated after assessment by the National Moderator to ensure consistency of marking. Full
details of any review process is still being finalised.

Definitions
Mentor refers to an experienced member of AAPNZ who will work alongside new members to induct
them into the organisation and their local group. New members who wish to have a mentor will be
allocated someone who will take this journey into AAPNZ with them. As new members become
confident and involved with the organisation, they will be given the opportunity to mentor other
new members as they join.
Workplace refers to where you work, whether full-time, part-time or temporary. It may also refer to
your home office environment or a place where you undertake relevant voluntary work.
Independent workplace assessor refers to assessors who supply services to AAPNZ Professional
Development Ltd (AAPNZ PDL). They are registered with AAPNZ PDL to undertake assessment of
AAPNZ members for the modules included in this resource.
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Participation in Your AAPNZ Group – Module One
Tasks
These tasks may be completed at any stage of working through the three modules in this resource,
in discussion with and support from your AAPNZ mentor if you have asked for one. Ask a Group
Management Team (GMT) member or Group President (GP) to sign off each task at the time you
complete each of at least 8 of the 17 tasks listed below. NB: You cannot sign off any of the work for
yourself.
Task

Dated and initialled by GMT or GP

Provide registration desk support

………………………………………..

Be responsible for a Group meeting set-up or clean/pack-up

………………………………………..

Meet and greet meeting attendees

………………………………………..

Welcome and look after speaker

………………………………………..

Introduce speaker (own Group)

………………………………………..

Thank speaker and present thank-you gift

………………………………………..

Introduce or thank speaker at regional or national event

………………………………………..

Attend 50% of Group meetings in a 12-month period

………………………………………..

Present own member profile (oral)

………………………………………..

Write article or meeting review for Group newsletter

………………………………………..

Take, resize and submit photographs for Group newsletter

………………………………………..

Bring a guest to a Group meeting and/or introduce a new
member to AAPNZ

………………………………………..

Be a mentor of a new member

………………………………………..

Be a sub-committee or GMT member

………………………………………..

Use MYOB as Financial Officer for your local Group

………………………………………..

Attend an AAPNZ AGM/Conference

………………………………………..

Attend an AAPNZ Regional Gathering

………………………………………..

At the completion and sign-off of 8 of the tasks on this checklist, ask a Group Management Team
member or the Group President to sign and date this form. You may use tasks completed over the
previous four years if you provide evidence and sign-off for these tasks. We believe that undertaking
this module will assist you to feel an integral part of your local Group and AAPNZ through
participation.
…………………………………………………………………….
GMT member or Group President

…………………………………………………….
Date

We hope you will continue to participate in other group project teams or in the Group Management
Team that runs your local AAPNZ group. All these activities will assist you to gain or enhance
valuable skills to use in the workplace and within AAPNZ.
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Checklist for achievement
Once you have completed the checklist for Module One, you may apply for your AAPNZ Competency
Certificate Participation in Your AAPNZ Group – Module One.

Checklist
You have completed at least 8 checkpoints on page 9 and have the appropriate signatures
for the Participation in Your AAPNZ Group - Module One of this resource.
You have completed the application form for your AAPNZ Competency Certificate
Participation in Your AAPNZ Group – Module One.

Submission details:
The application form may be accessed online at: http://www.aapnz.org.nz/competencycertificates.aspx or on page 26 of this workbook, completed and submitted electronically to:
Competency Certificates Co-ordinator
AAPNZ NET:
Email: professional.development@aapnz.org.nz
Subject: AAPNZ Competency Certificate Application
Submit your portfolio and your application form. Please note: Module One is free.
If you wish to send a hard copy of your portfolio, please email the above address and request a
postal address.
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You and Your Organisations - Module Two
Everything you do in either your workplace or AAPNZ usually has an organisational policy and
procedure behind it. There may also be legislation that affects your actions at work. Legislation
relevant to your role might be Health and Safety in Employment Act 1992, Copyright Act 1994, Human
Rights Act 1993, Privacy Act 1993, and their subsequent amendments, and any legislation relating to
your employing industry, particularly public sector employees.

Tasks – your workplace
1. Describe your workplace, the linkages between you and your manager(s) and other parts of
the organisation, the importance of those links, how you maintain them and how work flows
through your workplace and through to you.
NB: You may use a volunteer organisation you belong to in place of paid employment as
long as you have a role that involves administrative work—secretary, chairman, general
administration duties, reception, treasurer, event management. Examples may include
school board of trustees, Dress for Success, Plunket, or Parent Teacher Association.
2. Discuss other relationships that are important to your role, external relationships and
relationships with key stakeholders. Discuss what you do to build and maintain these
relationships and why these relationships are important.
3. Describe your role and where it fits into your workplace and how your role contributes to
the functioning of your workplace. (Documents that you might include in your portfolio: an
organisational chart, strategic plan, mission statement, vision, your department business
plan, your job description, your performance appraisal, key performance indicators).
4. Discuss what effects the policies and procedures in your workplace have on your role as well
as legislation that might be relevant to your role.
5. Discuss three (3) time management practices from the following list and give examples of
how you apply these in your work: analysing activities, prioritising tasks, budgeting time,
identifying time-wasters, reviewing use of time, meeting deadlines, or any others that you
might use.
6. Discuss what confidentiality, discretion and judgement mean to you and to your role at work
and how you manage confidential and personal records, if at all.
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Tasks – you and AAPNZ
Documents that might be included in your portfolio are AAPNZ’s organisational chart, strategic plan,
Guidelines and Rule Book, mission statement, vision, your local group’s business plan and, if you
have a specific role in AAPNZ, your position description.
1

Investigate the structure of the AAPNZ national body and learn how the different parts work
together. You may find these documents on the AAPNZ website under the Resources tab.

2

Describe your role within your local AAPNZ Group (this may be purely as a member or you may
have taken on some other role) and how you fit in and contribute to AAPNZ.

3

Discuss steps you might take to encourage another person to join AAPNZ. Identify and outline
the benefits of belonging are for an Administrative Professional.

4

Discuss the formal meetings listed below – using AAPNZ Inc national meetings:
 annual general meeting (AGM) – (statutory meeting)
 executive committee (NET) – (formal committee meeting)
 sub-committee meeting (PDSC) – (formal committee meeting).
Formal meetings have a recognised and established set of rules that govern the meeting. These
rules are often written and may include organisational requirements of a club or incorporated
society constitution such as AAPNZ.
Using the AAPNZ Rule Book, Guidelines and the AGM Book, identify some of the background
regulations and rules governing these meetings.
These rules usually cover matters like the frequency of meetings, notice of meeting and agenda,
venue, conduct of the meeting (including discussion and decision-making processes), quorum
and any reporting requirements that take place after the meeting. These rules outline the
customary procedures for meetings. Protocols and rules of meetings are outlined.
At the national level, AAPNZ conducts formal meetings. As a member, you have access to this
information. You may need to contact your Group President or Regional Leader to source some
of the documentation that applies to the above formal meetings.

5

Discuss the part that Māori culture might contribute to the Conference proceedings with the
AAPNZ Conference recognising Te Kawarangi as an integral part of AAPNZ’s name. The resource
provides much of this information (see pages 5, 6 and 28).
As an organisation, we are striving to increase our membership and become more inclusive.
Having a Te Reo name and supporting this unique aspect of New Zealand culture encourages
AAPNZ Groups and members to embrace Māori customs such as karakia/prayer, mihi/greeting
and waiata/song.
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Checklist for achievement
Once you have completed all the tasks for Module Two, you may submit your portfolio for approval
for your AAPNZ Competency Certificate You and Your Organisations – Module Two.

Checklist
You have completed all tasks required for You and Your Organisations – Module Two about
you and your organisation and about AAPNZ.
You have included your own notes discussing the points raised and supporting
documentation in your portfolio.
You have completed the application form for the AAPNZ Competency Certificate You and
Your Organisations – Module Two and have included the method of payment for your
portfolio to be assessed.

Submission details:
The application form may be accessed online at: http://www.aapnz.org.nz/competencycertificates.aspx or on page 26 of this workbook, completed and submitted electronically to:
Competency Certificates Co-ordinator
AAPNZ NET:
Email: professional.development@aapnz.org.nz
Subject: AAPNZ Competency Certificate Application
Submit your portfolio, your application form and your fee.
Please note: Module Two requires payment of $60 for the assessment process.
If you wish to send a hard copy of your portfolio, please email the above address and request a
postal address.

AAPNZ Inc (Revised 2016)

© Enderby Associates Ltd, Huirae Management, Mainland Productions 2012
Page 13

Systems and Processes – Module Three
Everything you do as an Administrative Professional in your workplace requires using and managing
systems and processes to achieve the desired outcomes required (the how and why you do the
things you do). Efficient use of these systems and processes best displays the competencies or skills
and knowledge you have.

Tasks (select three of these)
The following are areas you may currently be performing in your role or, given your experience, are
skills you have. These are areas in which you are demonstrating skills and capabilities every day
through efficient use of systems and processes.
Select three (3) areas from the following list of 10. Then provide the information required that
relate to those areas you have selected:
1. Planning and managing meetings – see page 15 for further information. Discuss and provide
documentation for two business meetings, one formal and the other informal, and some of the
processes around those that might include preparing meeting papers, minute taking or
organising attendance (travel, venue, refreshments, accommodation, equipment).
2. Arranging domestic travel and accommodation – see page 16 for further information. Many
Administrative Professionals do this task every day within their daily work.
3. Providing technical skills – word processing – see page 17 for further information. These should be
documents from your day-to-day work. They need to be complex, not just a single-page letter.
4. Managing Conflict – see page 18 for further information. As an Administrative Professional, you
play a critical role in providing a safe and supportive working environment. Having a wellinformed working knowledge of managing conflict within your organisation is valuable.
5. Preparing for an interview (new job or performance appraisal) – see page 19 for further
information. Changing jobs is a reality for today’s Administrative Professional; therefore, being
prepared for a job interview is an important skill. You should also be prepared for your
performance appraisal, which is another important interview situation.
6. Participating in interviews – see page 20 for further information. You may have been part of an
interviewing panel for a potential new staff member in your workplace.
7. Making a presentation – see page 21 for further information. This task might be recognising
skills you have developed from a variety of opportunities like Toastmasters, making a
presentation at your AAPNZ Group or a role within your employing organisation.
8. Preparing communications for management – see page 22 for further information.
Communications such as mail, email, telecommunication, faxes and couriers are often a routine
part of the Administrative Professional’s role.
9. Managing Diary(ies) – see page 23 for further information. For many Administrative
Professionals, being responsible for their manager’s diary (either electronic or hard copy or
sometimes both) is a major part of the role.
10. Preparing monthly financial reports (using a computerised accounting package) – see page 24
for further information. Provide an example of a monthly financial report and an explanation of
what this information is saying about the organisation’s financial situation.
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1 Planning and managing meetings
Organising meetings is a daily activity for most Administrative Professionals and is one of the core
competencies held by those who work in this role. This area demonstrates the day-to-day work that
you do in your employment and the opportunity provided by your membership of AAPNZ to
understand those formal statutory meetings held at board level in which perhaps only a few people
in the workplace are involved.
Please note that there may be some legislation that you need to consider for the meetings that you
are responsible for managing. These might be Health and Safety in Employment Act 1992, Official
Information Act 1982, Privacy Act 1993, Companies Act 1993 and their subsequent amendments.
Definition: A formal business meeting is one in which determination of procedures is by law or by
the rules, regulations, constitution, or policies or procedures of the organisation.

Task
 Discuss the management and/or the running of meetings to demonstrate your competency in
managing arrangements for two (2) business meetings.
 Describe how meetings are arranged for a specific organisation (this might be your employing
organisation or another organisation you are involved with like AAPNZ, Plunket or School Board
of Trustees).
 Describe the arrangements involved with both the meetings. Arrangements for the meeting
might include:
venue booking, travel, car parking, audio visual aids, electronic aids, refreshments,
telecommunications, seating, heating, ventilation, or lighting.
 Describe the documentation required for these meetings. Arrange and provide the
documentation for the meetings. Documentation might include the following:
notice of meeting, agenda, chairperson's agenda, minutes of previous meeting, briefing
papers, supplementary papers, action schedules, resolution register, or other types of
relevant documentation. Provide documents in your portfolio for four (4) of those listed
for each meeting.


Take the minutes or notes and actions from the meetings.
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2 Arranging domestic travel
Domestic travel is a task that is performed in almost every Administrative Professional’s role.
Today’s travel is often booked directly by the Administrative Professional online without going
through a travel agent. However, there are still expectations of the workplace that must be met.
Travel arrangements in each organisation vary. Usually there is a written travel policy. However, the
procedures may not be documented. In that case you would need to refer to these processes “as is
normally done here”. If agreements have been made with travel agents, it is important, if possible,
that the Administrative Professional knows what these are and what the organisation and the
traveller should expect from those agreements.
If possible, include domestic travel that requires more than a single flight, involving several meeting
arrangements and/or an overnight stay and/or more than one stop within the trip.

Task
 Explain the processes that are usual for your organisation for requesting travel including
authorisation for the travel, if required.
 Outline the processes for confirming the actual travel with the traveller. Ensure that any
additional services (car hire, accommodation, taxi bookings) are explained and how you keep in
touch with the traveller and how changes to travel plans are handled while they are away.
 Develop and provide a copy of a detailed itinerary for each of the two trips you use for this
discussion. These itineraries may be a specialised document, including e-tickets or could be a
possible calendar printout of the day including the above. The itinerary includes details of time
arriving at the airport for departure, arrival at the destination, business meeting times and
location, how the traveller is to get to these meetings (taxi, rental car or being met), any details
if staying over, departure times and arrival back home.
 Explain how payment for the travel is made and any reporting requirements your organisation
has for travel.
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3 Technical skills – word processing
Another core competency for Administrative Professionals is technical skills in word processing. Using
the work that you do day to day, provide documents that will show evidence of those skills.
Be aware of complying with occupational health and safety guidelines and recommendations relating
to your working environment and work practices. A good reference for ensuring that you meet
occupational health and safety guidelines is the Guidelines for Using Computers. This reference is
available at the Occupational Safety and Health Service: Department of Labour,
http://www.osh.dol.govt.nz/order/catalogue/computers.shtml.
Definition: Conventions in word processing as used in the information below, refers to accepted
practices of display and design for page layout, font selection and size, use of proportional font, text
formatting, use of lines, boxes, borders, shading, tables and columns, and margin alignment.
Conventions used must produce documents that are appropriate for their intended use and meet
organisational style requirements.

Task
Provide evidence of the technical skills you have in word-processing.






Provide two (2) complex documents from your workplace (reports, proposals, legal documents,
your desk file, agendas and minutes of meetings). However, you may use other documents if they
are to the same standard as those from your workplace for instance a report for an organisation
you are involved in outside of your employment, like AAPNZ.
Prepare your documents using spelling, grammar, vocabulary and punctuation, consistent with
the complex nature and purpose required.
Create your documents using page layout, format and design consistent with established
conventions, the output required and that meet your organisational style requirements.
Demonstrate six (6) of the techniques listed below. Each technique might be shown only once over
both the documents. One document might show almost all of the techniques requested; for
example, an electronic desk file.
Demonstrate six (6) of the following advanced formatting features:
1
2
3
4
5
6
7

8
9

create and apply styles and table of contents
create complex tables, multiple columns and tabulated material
create macros
use outline numbering, page and section breaks
import/embed data from another software application (Excel spreadsheet or Visio
diagram into a Word document)
produce documents using mail merge options
prepare document summary sheets for file management to be able to search, locate
and manipulate word processing files, folders and subfolders (perhaps your DMS
system)
integrate text and graphics
access documents using hyperlinks.
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4 Managing conflict
As an Administrative Professional, knowledge of how to handle conflict between others in a general
sense and what the formal processes are within your organisation is important.
The main ways, or strategies, for managing conflict usually include consultation, negotiation,
mediation and facilitation
The following definitions are useful to understand the type of conflict you discuss in this task:
1

2

3

Conflict refers to perceived differences between two or more individuals resulting in strong
disagreement. The confidentiality and privacy of all people involved in the conflict requires
respect at all times.
Conflict causes could involve differences of opinion, personal animosity, expression of
sexism or racism, inappropriate modulation and use of language, or non-compliance with a
group or team’s values
Voice modulation refers to the variation of the quality of one's voice regarding inflection,
tone, pitch and intensity.

Evidence might include:
your organisations policies or procedures regarding conflict management, material you might have
gathered in your research.

Task
There are several steps to this task:






Describe and list the causes of conflict and using a specific conflict what might have caused
that conflict.
Discuss what steps you took to manage the conflict, if any, what your organisation expects
to happen when there is conflict and how your organisation expects conflict to be managed.
In particular, consider and outline steps to take when you are not the right person to be
managing the conflict.
Outline what the outcome was and how effective the steps taken were in managing the
situation.
Discuss lessons learnt by either yourself and/or your organisation.
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5 Preparing for an interview (new job or performance appraisal)
Most Administrative Professionals will have been involved in an interview as part of their role. This
interview might be their annual performance appraisal, or it may be an interview for a new role
within or external to their current employer.

Evidence might include:
your research, questions you wish to ask, sample response or performance appraisal
documentation.

Task
Being prepared for an interview may and in most cases should, involve research.
If the interview is for a new job, researching the company you are hoping to work for can give you an
edge. Check to see if you know anyone who works there. Ask questions about the organisation.
Develop questions you wish to ask your interviewer about the organisation. Plan some responses to
interview questions based on the competencies the job description outlines.
If the interview is for your annual performance appraisal, gather feedback from people you have
provided administrative services to over the past 12 months. Complete a performance
appraisal/review form before the interview. Plan some professional development you would like to
request, if this is part of the appraisal process.






Describe what the interview is for.
Outline the steps you need to take to prepare for the interview.
Provide documentation you gathered to prepare for the interview.
Discuss how the interview went and reflect how you feel you handled it.
Outline steps to change or improve your own performance during the interview.
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6 Participating in an interview
Many Administrative Professionals are asked to be part of an interview panel when a new
administrative staff member is being sought. This request is usually because you have expert
knowledge in the administrative field. You may also be asked for other reasons and for positions
other than that of an Administrative Professional. You should see these requests as a vote of
confidence in your ability.
Being aware of legislation that may be relevant to the task you are undertaking is important. In this
situation, it might include Health and Safety in Employment Act 1992, Employment Relations Act
2000, Human Rights Act 1993, Privacy Act 1993 and any other legislation relating to your
organisation and/or its operations.

Evidence might include:
your organisations documentation supporting the interview process, documents from an interview
including questions to be asked.

Task
 Discuss the processes used to select potential new staff within your organisation. Provide at
least two (2) methods used for assessing applicants’ suitability to be interviewed or selected.
These may include screening, short-listing, interviewing, reference assessing, reference checking
and selection testing.
 Explain how the interview process was conducted.
 Explain the next steps in the process toward finalising an appointment.
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7 Making a presentation
For some Administrative Professionals, making a presentation is a routine task they do. For others, it
is a considerable challenge. You may have presented a profile of yourself at an AAPNZ meeting as a
new member or be a member of Toastmasters International. You may routinely have to present to
your team at work.

Evidence might include:
your initial notes or planning outline including definition of audience, hard copy of your actual
presentation (e.g. power point slides), two completed confirmation forms (as provided on page 27).

Task
 Make a presentation at least seven minutes long presented to at least four people.
 Outline who your audience was and why you were presenting the information to that particular
audience.
 Include your initial notes or planning outline for this presentation and the hard copy of what you
actually presented (handouts, power point slides, written paper for presentation) as your
evidence.
 Include two (2) completed confirmation forms from people who were present at your
presentation. You will find a confirmation form on page 27 of this resource.
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8 Managing communications
Communications may come to the Administrative Professional in a variety of ways. It might be
posted mail (hard copy), email or text (electronic copies), telecommunications (phone, fax). How
Administrative Professionals manage these communications is a critical part of their role. An
Administrative Professional’s desk file or job procedures file might hold much of the information
required for the task below.

Evidence might include:
A mail log, a screen dump (copy) of your email filing system, or a screen dump (copy) showing more
than one email system and how they are differentiated if managing more than one person’s email,
faxes documentation, courier documentation.

Task
Discuss and provide supporting documentation where possible for your portfolio for three (3) of the
following five (5) communications:
1
2
3

4

5

Posted (hard copy mail) – Evidence might be a mail log.
Email or text (electronic copies) – Explain how you manage incoming and outgoing email. Your
explanation might be through using Microsoft Outlook (or similar) tools (flags, folders).
Telecommunications (phone) – If you are the first point of contact for your organisation, explain
what processes you have to handle and re-direct incoming calls. You may be part of a larger
organisation but receive your manager’s(s’) calls directly. What process do you have to handle
these and ensure messages get through or calls are re-directed appropriately? If you have other
ways you manage telecommunications in your role, describe these processes.
Telecommunications (faxes) – Describe the processes to handle faxes.
a Are faxes received recorded?
b Are faxes common?
c How are faxes replied to? By fax, by phone, by email, by letter?
Couriers – Describe the processes you have to manage couriers.
a What type of documentation would you normally use couriers for?
b How do you handle these documents?
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9 Managing a diary
Diary management may be a significant part of the day-to-day work for Administrative Professionals.
Recognising the skills involved in managing a busy diary is something that is often absorbed on the
job as part of learning the skills required for the role. The task below is your opportunity to discuss
what you have learnt and how you manage a diary for your manager(s).

Evidence might include:
a screen dump (copy) of your manager’s diary page showing examples of how you manage this diary,
or a screen dump (copy) showing more than one diary and how they are differentiated if managing
more than one diary.

Task
 Describe what part diary management plays in your day-to-day work.
 Discuss how you manage your manager’s(s’) diaries.
 Outline the specifics of diary management whether it is electronic or hard copy or both.
 Provide examples of your diary management and discuss any specialist requirements that might
be involved in this process in your role.
 Describe the risks involved in managing someone’s diary, if any.
 Outline the impact when you are given the responsibility of more than one manager’s diary.
 What are the risks of managing more than one person’s diary?
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10

Preparing monthly financial reports (using a computerised
accounting package)
For many Administrative Professionals who work in small organisations, providing monthly financial
reports using a computerised accounting package is a routine task. If you hold the position of
Financial Officer within AAPNZ, you provide the monthly financial report for the Group Management
Team (GMT). Being Financial Officer provides an opportunity to learn a new skill through your
membership of AAPNZ.
A resource for completing this task may be your desk file. A desk file may provide much of the
information required for this task or be included in the position description for AAPNZ Group
Financial Officer or on the AAPNZ website.

Evidence might include:
A copy of the monthly financial report.

Task
Using the computerised accounting package that you are familiar with:




Explain what processes you use to provide a financial report at the end of each month and how
you carry out these processes.
Include a copy of the monthly financial report for the organisation you have selected (your
employer or AAPNZ, or both if you wish).
Explain what these financial reports are telling the organisation about their financial position.
Your explanation might be a written memo or statement that you provide to your employer or
to the AAPNZ GMT that accompanies the report, which has been provided through the
computerised accounting package.
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Check list for achievement
Once you have completed all the tasks for Module Three, you may submit your portfolio for
approval for your AAPNZ Competency Certificate Systems and Processes – Module Three.

Checklist
You have completed three (3) of the ten (10) tasks from the list provided on page 15.
You have included your own notes discussing the points raised and supporting
documentation in your portfolio.
You have completed the application form for the AAPNZ Competency Certificate Systems
and Processes – Module Three and have included the method of payment for your portfolio
to be assessed.

Submission details:
The application form may be accessed online at: http://www.aapnz.org.nz/competencycertificates.aspx or on page 26 of this workbook, completed and submitted electronically to:
Competency Certificates Co-ordinator
AAPNZ NET:
Email: professional.development@aapnz.org.nz
Subject: AAPNZ Competency Certificate Application
Submit your portfolio, your application form and your fee.
Please note: Module Three requires payment of $60 for the assessment process.
If you wish to send a hard copy of your portfolio, please email the above address and request a
postal address.
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Appendices
AAPNZ Competency Certificate application form
Check also http://www.aapnz.org.nz/resources.aspx
Last name:

First name(s):

Preferred name:
AAPNZ membership number:

Date joined AAPNZ Inc.

Address:

Post code:
Application for AAPNZ Competency Certificate: Participation in your AAPNZ Group – Module One
You and Your Organisations – Module Two
Systems and Processes – Module Three

(No charge)
($60.00 charge)
($60.00 charge)

Email address:
Phone:
Mobile:

This form is a tax invoice: AAPNZ Inc
A/c Number: 03 0104 0384627 00

GST Number: 29-916-420

AAPNZ Competency Certificate application fee is $60.00 (incl. GST component $7.83) for each of Module Two
and Module Three. If applied for together the fee is $120.00 (incl. GST component of $15.66)

I include my cheque for $
Or
I paid $

by direct credit on (date):

Details, code and reference information for your payment: CompCert.

Surname

Membership No.

Declaration
I wish to apply for my AAPNZ Competency Certificate as a member of AAPNZ, based on the information
provided here, which I affirm as being true and correct.
I authorise AAPNZ to publish my name in connection with administering and promoting AAPNZ
membership.
I authorise AAPNZ to contact persons named in this application to verify any information provided.
I authorise AAPNZ to answer enquiries from third parties in relation to my AAPNZ Competency Certificate
status.

Signed:
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Confirmation form for making a presentation
Name of presenter:
The above named has undertaken an oral presentation to an audience when you were present. We
require confirmation of the presentation as part of the requirements for the Competency Certificate
for which she is applying. As you were present, would you please provide feedback on this
presentation? Your comments will be valuable.
Confirmer’s name, title and organisation:
Presentation title:
Did the presenter use relevant language, tone and pitch effectively in the presentation?
Yes
Comment:

Did the presenter appropriately modulate his/her voice to keep the audience interested?
Yes

No

No

Were the volume and the pace of his/her speech appropriate?
Yes

No

Yes

No

Did she/he pause at the right times to connect with the audience?
Comment:

Did the presenter use non-verbal communication techniques (stance, gestures, eye contact) to
connect with the audience?
Yes
No
Did these techniques enhance the audience’s understanding of the information provided during the
presentation?
Yes
No
Comment:

Please e-mail your comments to professional.development@aapnz.org.nz
We appreciate your assistance.
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Māori welcome ceremony

TE KARANGA (Call of welcome)
A Māori woman offers an ancient call of welcome. This is the signal for the official party to
commence walking towards the stage.
HAKA POWHIRI (Welcome chants)
MIHI (Welcome speech)
Once the official party is seated on stage a welcome speech is made in the Māori language, with an
English translation.
WAIATA (Song)
Each speech is complemented by a song to add mana and strength to the words of the speaker.
WHAKA-UTU (Reply speeches)
The leader or representatives of the visitors addresses the welcoming group and offers words of
thanks and other items of interest to the gathering.
Co-Convener officially welcomes all attendees.
WAIATA (Song)
The assembled guests will sing a waiata that could be the New Zealand national anthem, “God
Defend New Zealand” in Māori and English, or another waiata chosen for the occasion or specifically
for AAPNZ.
HONGI (Pressing of noses)
Traditional Māori greeting. Hongi is also known as the sharing of a life force; the bringing together
of two breaths becoming one. The official party may represent the visitors.
God Defend New Zealand
E Ihowā Atua,

God of Nations at Thy feet,

O ngā iwi mātou rā

In the bonds of love we meet,

Āta whakarangona;

Hear our voices, we entreat,

Me aroha noa

God defend our free land.

Kia hua ko te pai;

Guard Pacific's triple star

Kia tau tō atawhai;

From the shafts of strife and war,

Manaakitia mai

Make her praises heard afar,

Aotearoa

God defend New Zealand.
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Future Pathways
Workplace assessment – using an integrated assessment
process.
You may undertake workplace assessment using AAPNZ Independent Workplace Assessors (IWAs) and
an integrated assessment process. First you may wish to undertake a Skills Analysis through AAPNZ
which will determine what qualification(s) and at which level will best suit your skills and knowledge.
You can access this through emailing professional.development@aapnz.org.nz and the cost is $300.00 +
GST. You will receive a full report which may help you is presenting a case to for support your employer
to attain this qualification.
Achieving a qualification through workplace assessment will enable you to gain recognition of the skills
you currently hold. You may need to undertake some new formal learning to add areas where your
work history has not provided you with that knowledge.
An integrated assessment process involves developing case studies or stories around the many aspects
of your work that are aligned to unit standards or outcome statements required of nationally
recognised qualifications registered on the NZ Qualifications Framework (NZQF). For example, you may
have been involved in running a large conference for your organisation or even for AAPNZ such as the
International Office Professionals Summit 2011. In the process of organising and running this event, you
will have used many skills and competencies you have developed over your work history. The
story/case study of this major event means you are providing the evidence for your formal business
administration qualification. These skills and competencies are reflected in the requirements of a formal
qualification in business administration.
Many stories may come through from your day-to-day work. Some of these stories might include
running a team at your workplace or at AAPNZ, organising board meetings every six weeks around the
country at different locations where your organisation has work sites, organising board meetings for
directors who are located in different regions and need to come to head office for the meeting,
arranging to move premises, or managing the implementation of a new accounting or human resources
package. Not all of these projects happen for everyone, but some of them are the routine of day-to-day
work for Administrative Professionals.
Workplace assessment is a process in which you reflect on the work that you do. You will work with
either an independent workplace assessor or a facilitator/mentor to develop the case studies or stories
that fit with your day-to-day work role. If there are some gaps in your knowledge due to the field or
environment in which you work, or you wish to gain some new skills for a future career pathway, you
can fill the gaps in your knowledge by undertaking formal new learning through a Tertiary Education
Organisation (TEO) as noted on page 30 or perhaps through undertaking a role at work or at AAPNZ that
develops those skills.
Workplace assessment is a journey that most Administrative Professionals enjoy. This is the time you
get to discuss the skills and competencies of your working life with someone who is interested and
wishes to know the details of the how, the why, the when and what lessons you have learnt through
that experience. The result is, of course, a formal qualification. However, it is also an understanding of
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the skills and knowledge you hold and what you have learnt through your working life. This knowledge
may be very empowering.

Online courses through a Tertiary Education Organisation
If the best pathway for you is to undertake a full formal qualification through your local polytechnic
or through distance learning or online learning through a Tertiary Education Organisation (TEO), that
opportunity is available. Contact the TEO you select to discuss your options.
You may undertake formal new learning as part of workplace assessment to achieve your qualification
through a variety of TEOs; for example, Christchurch Polytechnic and Institute of Technology (CPIT) or
Southern Institute of Technology (SIT)— both provide online learning courses.

Examples of online courses through CPIT
http://www.cpit.ac.nz/study-options/qualifications-and-courses/programmes/Diploma-in-Business.xml

US 23400 Change management
US 16342 Organisational principles
US 11620 Budgeting
US 11624 Financial analysis
US 21335 Leading a team
US 21336 Leading a team
US 8493 Leadership
US 1987 Workplace relationships
US 8496 Safe and supportive working environment
US 19588 Operating professionally, ethically and responsibly
US 8076 Quality initiatives
US 11647 Presenting business information
US 7449 Strategic planning

Examples of online courses through SIT:
http://www.sit.ac.nz/Courses/Invercargill/National_Diploma_in_Business_(Level_5)_(on_site)_5316_FullDetails

US 25695 Describe human resource management in organisations in New Zealand
US 8498 Demonstrate and apply knowledge of managing conflict in the workplace

The above unit standards may be clumped together into a groups of 2 or 3 as a “course” that best
suits the tertiary provider’s experience of what students require.
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AAPNZ Certification
AAPNZ has a future expectation that anyone seeking to employ an administrative professional will
be asking, "Do you have your AAPNZ Certification?" If the candidate does have Certification, this will
demonstrate the skills and competencies she or he has developed. If the candidate doesn’t have
Certification, then we would hope the prospective employer’s response would be, “Certification will
then become your professional development goal”.
What is Certification, how does it work and what will it do for you?
Administrative Professionals today need to be considered as working in a profession and to be
acknowledged as working within a recognised career. The only way this recognition may happen is
through Administrative Professionals holding a recognised qualification as a benchmark of their
skills.
Certification is a statement of the skills you have and take with you from role to role. It is similar in
concept to the professional registration that applies to teachers, nurses, doctors, plumbers and
accountants. Certification gives value to those skills and demonstrates that your skills are up to the
benchmark or standard required to practice your profession.
Holding Certification gives you the opportunity to say to the world at large that your skills are
valuable, they are recognised and they meet the benchmark required for the work you have been
employed to do. This is your chance to value yourself so that others value you.
How is Certification structured?
Certification provides an umbrella over four areas that need to be achieved to show the skills
required by an Administrative Professional. Thus it gives an invaluable benchmark for those in the
role and for employers.
Three areas of achievement are required to gain Certification— formal learning, continuing
professional development (CPD) and work history. Just as a chartered accountant needs to gain a
qualification, undertake a period of practical work experience and undertake continual professional
development, AAPNZ developed Certification to recognise the sum total of an Administrative
Professional’s experience. Certification is not just the formal or in some cases, theoretical or
academic learning; it is also the applied and practical use of that learning in the workplace.
How do I achieve Certification?
To achieve Certification, you must document the following four areas:
Formal Qualification: Under Certification, AAPNZ members will need to hold a formal qualification,
which is registered on the NZQA National Qualifications Framework (NQF) at Level 5 or above.
Continuing Professional Development (CPD): You will need to show 125 points of CPD over the
previous five years. Informal learning comprises courses you have attended relating to your work—
computer applications, negotiation, performance management, time management and a huge
variety of others including relevant conference attendance.
Your attendance at group meetings recognises that many meetings at group level are focused
around professional development and the knowledge gained from being part of a professional
organisation. These meetings and other AAPNZ professional development events (AGM/
Conference, Master Classes, webinars) therefore, provide you with professional development or CPD
and skills for your tool kit to take back to your workplace. These meetings will be allocated a
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number of CPD points and will count towards achieving the 125 points of CPD required to achieve
Certification.
Work History: To meet the work history requirement, you will need to document your work history
through a variety of evidence including job descriptions, letters of proof of employment and
confirmation from your employer of the types of tasks you have undertaken. Your work may be paid
or unpaid, full- or part-time, for at least 1200 hours over the previous three (3) years. Voluntary
hours may be included for those who may have stopped paid work for a while but have taken on a
relevant voluntary role.
Provisional Certification
Certification has an interim step of Provisional Certification. Provisional Certification is achieved
when:


the formal qualification is a Level 4 certificate. If you have (or if you wish to achieve) a Level
4 qualification, then Provisional Certification is achievable.



the other two criteria of CPD and work history, as stated above for Certification, are met.

To upgrade to full Certification once you have achieved a Level 5 qualification, complete the upgrade
renewal form with your higher level qualification and all the other renewal requirements.
Once I have achieved Certification - what then?
To maintain Certification, you will need to renew your Certification every two (2) years. Renewing
your certification requires you to:


Continue to work at least 400 hours each year.



Undertake eight (8) hours of Continuing Professional Development (CPD) over the previous
two years. This may be through attending your AAPNZ group meetings, the
AGM/Conference or participating in various other training opportunities from your
workplace.

NB: These requirements are a very small commitment to maintain your skills base and continue to
improve your capability.
For further information, contact your local AAPNZ Group President or the NET through:
professional.development@aapnz.org.nz
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