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THE FUTURE OF
BUSINESS SUPPORT:
HOW ROLES

AND SKILLS ARE

EVOLVING

Forward-thinking analysis on how business support roles are
changing, and what emplovers and candidates need to know.

C

Business support is no longer confined to
traditional boundaries.

As businesses face rapid change, increasing
complexity, and growing pressure to achieve
more with less, business support professionals
have stepped up.

They are no longer simply supporting the business;
they are helping to drive it forward.

This feature explores how business support roles
are evolving, the impact of Al, new trends in career
progression, and the often-misunderstood path
from Executive Assistant to Chief of Staff.

It also highlights what employers must consider
to attract, retain, and develop talent and what
candidates can do to stay ahead of the curve.

The Evolution of Business Support

Executive Assistants, Personal Assistants, and Office
Managers are no longer defined by traditional
boundaries. These professionals are increasingly
recognised as strategic enablers, integral to how
businesses run efficiently and effectively.

Expectations are shifting. Business support
professionals are now expected to take ownership
of projects, lead initiatives, and act as trusted
advisers to senior leadership. Whether managing
communications, improving processes, or
coordinating across departments, their influence
has grown.

For candidates, this means stepping beyond
reactive task management and demonstrating
commercial awareness.
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Professionals who can point to specific
projects they have led, improvements they
have delivered, or influence they have had
on decision-making stand out immediately
to emplovers and recruiters.

The Impact of Al on Business Support Roles

Al will not replace business support, but it
will transform it forever.

While some fear that automation could erode roles,
the reality is that Al is elevating them. Tools that
manage repetitive tasks, such as scheduling, inbox
triage and document formatting are freeing up
time and headspace for higher-value work.

Strategic coordination, stakeholder management,
and problem-solving are becoming the core of
the role. For candidates, embracing technology is
no longer optional.

Al should be used as an extension of your
skills, not a replacement for your thinking.

The professionals who stand out are those who can
show they are confident using Al strategically, not
to do the job for them, but to enhance efficiency,
streamline processes, and free up time for more
impactful work.

Employers value individuals who adopt new tools
while continuing to apply their own judgement,
creativity, and emotional intelligence.

It is understandable that some professionals

feel cautious about Al. The pace of change is fast,
and the technology itself can feel overwhelming
or even threatening.

But the reality is that Al is already reshaping
the workplace, and it will continue to do so.

Those who resist adoption risk being left behind,
while those who engage with it thoughtfully will
strengthen their relevance and impact.

Al cannot replace the human qualities

that define great business support: empathy,
discretion, adaptability, and the ability

lo anticipate unspoken needs.

What it can do is strip away the noise, giving
professionals more space to demonstrate
those uniquely human skills that no machine
can replicate.

Career Progression Trends

Career paths in business support are no longer
linear. Progression is no longer defined simply by
supporting a more senior executive or managing
larger teams. Increasingly, we are seeing hybrid
roles that combine business support with
functions such as marketing, operations,

or internal communications.

Loyalty alone is no longer enough to retain talent.
Employers must provide clear, structured frameworks
that show business support professionals how they
can grow within the organisation.

This means designing transparent progression
routes, offering upskilling opportunities, and creating
space for individuals to broaden their responsibilities.

At the same time, employers should recognise

that not every professional aspires to a bigger or
more strategic role. For some, long-term fulfiiment
comes from excelling within their existing remit, but
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this needs to be communicated openly to avoid
assumptions on either side.

Businesses that provide clarity and choice, rather
than a one-size-fits-all approach, will build stronger
trust and retention.For candidates, the onus is also on
taking ownership of career growth where it is desired.
The individuals moving forward fastest are those who
volunteer to lead on strategic projects and actively
build skills that align with business priorities.

Importantly, learning opportunities do not always
need to come at a cost. There are excellent free
courses, groups, and webinars available that can
accelerate professional development.

We have seen first-hand the impact of initiatives
like our free mentoring programme, which has
given candidates the confidence to step into
more strategic work and, in many cases, achieve
promotions as a result.

The Chief of Staff Misconception

The Chief of Staff title is growing in popularity,
particularly in start-ups, scale-ups, and founder-led
businesses. However, it is often misunderstood as the
natural next step for experienced Executive Assistants.

This misconception risks mis-hires, attrition, and
frustrated expectations on both sides. While some
skills overlap, the two roles are fundamentally
different. Executive Assistants excel at enabling
leaders to be more effective, with strengths in
execution, organisation, and anticipating needs.

Chiefs of Staff, by contrast, are strategic operators,
tasked with aligning teams, managing cross-
functional priorities, and often making decisions
on behalf of leadership.

For employers, labelling an EA role as Chief of Staff
without expanding its scope not only misrepresents

the position but undermines credibility in the talent
market. For candidates, making the transition
requires intentional career planning. The most
successful professionals are those who deliberately
build experience in operations, strategy, and

people management.

Candidates who can demonstrate influence at
a cross-functional level, comfort with data-
led decisions, and the ability to think like an

operator will be best placed to make this shift.

The future of business support is defined by
adaptability, technology, and progression. For
employers, that means creating environments
where support professionals are empowered to
contribute strategically, develop new skills, and
progress into roles that align with business needs,
while also recognising that some individuals will

thrive by deepening expertise in their current remit.

For candidates, it means embracing Al as a tool,
volunteering to take on more strategic projects, and
actively investing in professional growth through
both formal and free opportunities. What will not

change is the value of human qualities.

Empathy, judgement, adaptability, and the ability
to anticipate needs remain irreplaceable and will
only become more important as technology

takes on more routine tasks.

If you would like to discuss your recruitment plans
or learn more about how we support business
support professionals to thrive, please get in touch
with the team at Lily Shippen.



