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CHAPTER II 

THEORETICAL REVIEW 

 

2.1. SECRETARY 

Secretary holds lots of responsibilities and jobs, as the assistant of the boss, a 

secretary needs to know and understand well all the job desc and also done the job well. 

It takes high consideration to succesfully becoming a good secretary. 

2.1.1. Definition of secretary  

Secretary can be defined in to different ways depends on the context. From the 

language itself secretary derives from the word secretum  means secret, so secretary is 

someone who  is given a work related to the company’s secret (Ig. Wursanto, 2004). 

According to KBBI in the book of Kompetensi Sekretaris Profesional, a  secretary is 

someone who  handle a typing job. But generally secretary known as someone whose 

priority job is to help their boss in doing work. Therefore a secretary should be 

someone who is able to hold secret while running daily work and role as a boss helper  

 

 

 

2.1.2.  Role of secretary  

Related to the boss whose work which is getting more various, it is important to 

have a secretary who is capable to do the job well and also certifiable. Because a leader 
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strives to know the situation of the company and to assure the smoothness and 

accuration of work, it is needed a competent, educated, and capable secretary. It is 

because a secretary should understand well the main job of the organisation and also  

his or her own responsibilities (Ig. Wursanto, 2004). 

2.1.3. Secretary’s Jobs  

Generally, jobs of secretary are equally the same in most company, however 

there are little differences depends on the case and kinds of secretary themselves.  

The daily jobs of secretary are (Sedarmayanti,1997; Ig. Wursanto,2004): 

 Doing correspondence. 

 Receiving incoming letters and sending outgoing letters. 

 Typing. 

 Taking in guest and make appointment to the boss interest. 

 Making telephone service. 

 Telegraming. 

 Sending and receiving faximile. 

 Dictation. 

 Meeting preparation. 

 Reporting. 

 Filing system according to the rules of company or boss. 
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 Making official journey preparation. 

2.1.4. Types of  Secretary  

Type of secretary can be distinguished based on their responsibilities, i.e 

organisation secretary and private secretary, and based on the work experience, i.e  

junior secretary and senior secretary (Ig.Wursanto,2004). 

2.2. TELEPHONING 

Telephone is just a tool without being operated by someone. The effectivity of 

using telephone depends on how people treat and act during the communication in 

telephone. To achieve the main purpose of telephoning and delivering messages or 

informations, a secretary should paying attention on many things in handling telephone 

calls. Telephoning become the most important job need to be noticed by secretary 

because when doing telephone services secretary should understand well what is 

becoming the responsibility, what is the limitation, how to serve communicant 

(Ig.Wursanto,2004). 

 

2.2.1. Definition 

KBBI in the book Kompetensi Sekretaris Profesional defines telephone as an 

instrument with a tool to do conversation betweeen two people in distance. Whereas, 

Drs. Daud Sirait (1970) said that telephone is a communication tools, the activity is 

direct voice or sound, and the use of telephone is better than doing correspondence in 

the way people communicate. 
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Telephone is a communication tools to receive and send information faster than 

letter and the attitude of using this is deeply important and it occurs to all people in all 

companies. The use of telephone is to delivere messages and to make communication to 

others. The communication will run succesfully if two people who talk paying attention 

on a manner of talking because the message can not be run well as Onong U. Effendy 

(1990) mentioned that common language used in the conversation does not necessarily 

lead to similarity of meaning. In telephoning, when the communicator as the person 

who is trusted by the company to be in charge on the case of telephoning, should create 

good impression and shows professionality, so people will appreciate the quality of the 

company you work in. Telephone connection will occur if :  

1. There is one side deliver information through phone which is called communicator. 

2. There is information to deliver which is called message. 

3. There is tool used to deliver message which is called telephone. 

4. There is another side which receive message through phone which is called 

communicant. 

5. There is respon from the receiver. 

2.2.2. Types of Telephone  

 Telephone as a tool to deliver message and information can be differed into 

many kinds (Ig. Wursanto,2004), referring to : 

1) Range  

 External Telephone 

Telephone used to make distance conversation which covers whole of the network, 

whether internal network or extrenal network.  

 Internal Telephone 
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Telephone used to make conversation between offices in the network of the office 

building without disturbing the external telephone network. 

 Intercom Telephone  

Telephone that is used to make conversation interoffice. Intercom only can be used 

to do close communication with a definite range that had been set before.   

2) Prosperity of the tools : 

 Single line Telephone 

This telephone usually used by civil society in house or used by a boss in his office. 

This telephone is equipped by extensions. 

 Multibutton Telephon  

This telephone is usually used by government offices and private offices. 

 Hunting system 

It means one  telephone number can be used all at once. 

3) Place : 

  Tablephone 

Telephone which is put on the table. 

 Wallphone 

Telephone which is hanging on the wall. 

 Moving Phone  

Telephone which is set or put in the movable things like in the car, in the plane, or 

ship.  

4) Function : 

 Informative telephone 

Telephone used to receive and deliver spoken message, whether it is local, interlocal, 

or international, whether it is through the cable network or not. 
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 Faximile Phone 

Telephone used to receive and deliver written message or data through the fax 

machine which is set up to the telephone. A sophisticated machine which can copy 

distance file, and the copied file is totally equal with the original data, document and 

information.   

 

 Internet Telephone 

Telephone which has access to the internet. 

 Short Message Service 

Telephone which functions to deliver and send a short messages. 

 

2.2.3. Preparation of making calls  

 Preparation that a secretary needs to do before making calls are (Ig. Wursanto,2004; 

Sedarmayanti,1997) :  

 Prepare the telephone form and pen then put them near the telephone. 

  Make a list of telephone numbers which need to be called often. 

  Know and understand well how to make an interlocal or international call, write 

down the duration and ask the bill to the telephone office. 

 Make a list of code card. 

 Make and write down all the information well before making calls. 

 

2.2.4. Rules of Telephoning  

To keep the conversation goes well and delivered messages clearly, a secretary needs 

to know rules of telephoning (Sedarmayanti,1997; Ig. Wursanto,2004). such as : 

 Keep a way from crowded. 
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 Be careful and be focus, never try to interrupt and be wise to choose word of sentence. 

 Be friendly and act like the communicant is in front of you. 

 Use simple, clear and a ordered tone or voice.  

 Try to understand the intention. 

 Impress the communicant that they are listened and appreciated by calling name once. 

 Do not show that you are busy. 

 Do not be so fast of talking. 

 Avoid to tell secret things and personal problem. 

 Do not let the telephone ring for many times, most three times had to be answered. 

 Avoid to say “Hello” 

 

2.2.5. Telephone services  

Telephone connection will run smoothly and well if the two sides orderly following the 

rules telephone service (Ig.Wursanto 2004). 

 

 How to receive a call : 

These are the best way for secretary when receive incoming calls : 

 Answer the phone as soon as possible. 

 Introduce your identity (name,institution, and greeting ). 

 Give them personal service. 

 Listen carefully the information and not to interrupt before the information is done 

given. 

 Write down all the information and messages. 

 Ask for some minutes when holding call. 

 Repeat the information all the written messages to make sure there will be no mistake. 
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 Say thank you before closing. 

 Put down the phone carefully, do not make any noise when put it down.  

How to make a call : 

When a secetary will make call, she or he needs to know how to prepare all things, 

such as : 

 Arrange all the information orderly. 

 Prepare the pointed phone number, do not lift the phone when the number is not ready 

yet. 

 Prepare pen and paper to take note. 

 Lift the phone and dial the number. 

 If the line connected already, greet and introduce your identity.  

 Deliver the information politely. 

 Do not forget to say thank you. 

 Put down the phone carefully. 

 

 

 

 

 

2.2.6. The telephone barriers  

Sometimes there will be some barriers that appear when doing telepone services. The 

barriers are (Ig.Wursanto,2004) : 

 Phone numbers. 
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Sometimes people or an institution changes their phone number without giving any 

information. 

 The telephone form is not available. 

This would make secretary receive message uncompletely. 

 Weather 

Bad weather often damage the signal and decrease the effectivity of the message 

delivery. 

 Language 

Foreign or traditional language and the diction which is used here sometimes create 

other means. 

 Voice  

Voice influences respon and impression. 

 

2.2.7. The weaknesses of using telephone  

Sometimes missunderstanding appears in delivering message through telephone, 

this is because receiving or making calls needs a very high carefulness and 

concentration (Ig.Wursanto,2004). Exspression, tone, voice, word stress can influence 

the meaning of the message then missunderstanding will be a serious problem and the 

aim of delivering and getting information is totally fail.  

 

2.2.8. The advantages of using telephone 

The use of telephone in case of communication is more efficient than written 

communication such as letter. Telephone makes everything goes easier, faster and 

cheaper without wasting many times and energy that can be used for doing other things 

(Sedarmayanti,2004). 


