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INTRODUCTION
Welcome to the learning programme

Follow along in the guide as the training practitioner takes you through the material. Make notes and sketches that will help you to understand and remember what you have learnt. Take notes and share information with your colleagues. Important and relevant information and skills are transferred by sharing!

[image: image13.wmf]
This learning programme is divided into sections. Each section is preceded by a description of the required outcomes and assessment criteria as contained in the unit standards specified by the South African Qualifications Authority. These descriptions will define what you have to know and be able to do in order to be awarded the credits attached to this learning programme. These credits are regarded as building blocks towards achieving a National Qualification upon successful assessment and can never be taken away from you!
Programme methodology

[image: image14.wmf]
The programme methodology includes facilitator presentations, readings, individual activities, group discussions and skill application exercises.

Know what you want to get out of the programme from the beginning and start applying your new skills immediately.  Participate as much as possible so that the learning will be interactive and stimulating.

The following principles were applied in designing the course:

· Because the course is designed to maximise interactive learning, you are encouraged and required to participate fully during the group exercises

· As a learner you  will be presented with numerous problems and will be required to fully apply your mind to finding solutions to problems before being presented with the course presenter’s solutions to the problems

· Through participation and interaction the learners can learn as much from each other as they do from the course presenter

· Although learners attending the course may have varied degrees of experience in the subject matter, the course is designed to ensure that all delegates complete the course with the same level of understanding

· Because reflection forms an important component of adult learning, some learning resources will be followed by a self-assessment which is designed so that the learner will reflect on the material just completed.

This approach to course construction will ensure that learners first apply their minds to finding solutions to problems before the answers are provided, which will then maximise the learning process which is further strengthened by reflecting on the material covered by means of the self-assessments.

Different role players in delivery process

· Learner

· Facilitator

· Assessor

· Moderator

What Learning Material you should have

This learning material has also been designed to provide the learner with a comprehensive reference guide.

It is important that you take responsibility for your own learning process; this includes taking care of your learner material.  You should at all times have the following material with you:

	[image: image15.wmf]Learner Guide
	This learner guide is your valuable possession:
This is your textbook and reference material, which provides you with all the information you will require to meet the exit level outcomes. 

During contact sessions, your facilitator will use this guide and will facilitate the learning process. During contact sessions a variety of activities will assist you to gain knowledge and skills. 

Follow along in the guide as the training practitioner takes you through the material. Make notes and sketches that will help you to understand and remember what you have learnt. Take and share information with your colleagues. Important and relevant information and skills are transferred by sharing!

This learning programme is divided into sections. Each section is preceded by a description of the required outcomes and assessment criteria as contained in the unit standards specified by the South African Qualifications Authority. These descriptions will define what you have to know and be able to do in order to be awarded the credits attached to this learning programme. These credits are regarded as building blocks towards achieving a National Qualification upon successful assessment and can never be taken away from you!

	[image: image16.wmf]Formative Assessment Workbook

	The Formative Assessment Workbook supports the Learner Guide and assists you in applying what you have learnt. 
The formative assessment workbook contains classroom activities that you have to complete in the classroom, during contact sessions either in groups or individually.

You are required to complete all activities in the Formative Assessment Workbook. 

The facilitator will assist, lead and coach you through the process.

These activities ensure that you understand the content of the material and that you get an opportunity to test your understanding. 


Different types of activities you can expect

To accommodate your learning preferences, a variety of different types of activities are included in the formative and summative assessments. They will assist you to achieve the outcomes (correct results) and should guide you through the learning process, making learning a positive and pleasant experience.
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The table below provides you with more information related to the types of activities. 

	Types of Activities
	Description
	Purpose

	Knowledge Activities

[image: image17.wmf]
	You are required to complete these activities on your own. 

	These activities normally test your understanding and ability to apply the information.

	Skills Application Activities

[image: image18.wmf]
	You need to complete these activities in the workplace 


	These activities require you to apply the knowledge  and skills  gained in the workplace

	[image: image19.wmf]Natural Occurring Evidence


	You need to collect information and samples of documents from the workplace.
	These activities ensure you get the opportunity to learn from experts in the industry.

Collecting examples demonstrates how to implement knowledge and skills in a practical way


Learner Administration 

[image: image20.wmf]
Attendance Register

You are required to sign the Attendance Register every day you attend training sessions facilitated by a facilitator. 

Programme Evaluation Form 

On completion you will be supplied with a “Learning programme Evaluation Form”. You are required to evaluate your experience in attending the programme.

Please complete the form at the end of the programme, as this will assist us in improving our service and programme material.  Your assistance is highly appreciated.

Assessments

The only way to establish whether a learner is competent and has accomplished the specific outcomes is through the assessment process.  Assessment involves collecting and interpreting evidence about the learners’ ability to perform a task.

To qualify and receive credits towards your qualification, a registered Assessor will conduct an evaluation and assessment of your portfolio of evidence and competency.

This programme has been aligned to registered unit standards.  You will be assessed against the outcomes as stipulated in the unit standard by completing assessments and by compiling a portfolio of evidence that provides proof of your ability to apply the learning to your work situation.

[image: image21.wmf]
How will Assessments commence?

Formative Assessments 

The assessment process is easy to follow. You will be guided by the Facilitator. Your responsibility is to complete all the activities in the Formative Assessment Workbook and submit it to your facilitator. 

Summative Assessments 

You will be required to complete a series of summative assessments. The Summative Assessment Guide will assist you in identifying the evidence required for final assessment purposes. You will be required to complete these activities on your own time, using real life projects in your workplace or business environment in preparing evidence for your Portfolio of Evidence. Your Facilitator will provide more details in this regard.

To qualify and receive credits towards your qualification, a registered Assessor will conduct an evaluation and assessment of your portfolio of evidence and competency.

Learner Support

The responsibility of learning rests with you, so be proactive and ask questions and seek assistance and help from your facilitator, if required.

[image: image22.wmf]
Please remember that this Skills Programme is based on outcomes based education principles which implies the following:

· You are responsible for your own learning – make sure you manage your study, research and workplace time effectively. 

· Learning activities are learner driven – make sure you use the Learner Guide and Formative Assessment Workbook in the manner intended, and are familiar with the workplace requirements.  

· The Facilitator is there to reasonably assist you during contact, practical and workplace time for this programme – make sure that you have his/her contact details.

· You are responsible for the safekeeping of your completed Formative Assessment Workbook and Workplace Guide 

· If you need assistance please contact your facilitator who will gladly assist you.

· If you have any special needs please inform the facilitator 

Learner Expectations 

Please prepare the following information. You will then be asked to introduce yourself to the instructor as well as your fellow learners

[image: image23.wmf]
	Your name: 


	

	

	The organisation you represent: 

	

	

	Your position in organisation: 

	

	

	What do you hope to achieve by attending this course / what are your course expectations?

	

	

	

	

	


UNIT STANDARD 7785
Unit Standard Title 

Function in a business environment
NQF Level

3

Credits
4

Purpose 

Each person should contribute to the smooth running of the office and as such should help others wherever possible. The right attitudes will lead to more efficient operations with greater respect for others. All staff should be able to do basic maintenance and replenishment of consumables.

Learning assumed to be in place

None

Unit standard range

Range statements are included with specific outcomes as necessary.

Specific Outcomes and Assessment Criteria

Specific Outcome 1: Describe safety principles for general operation of electrical equipment
Specific Outcome 2: Describe various Filing systems 

Specific Outcome 3 Explain the importance of all staff understanding the function and use of office equipment 

Specific Outcome 4:  Describe the extent of own responsibility in the office 

Specific Outcome 5: Explain the importance of being sensitive to other people’s needs and cultures
Specific Outcome 6: Describe issues requiring confidentiality
Specific Outcome 7: Decide how one can contribute to the overall effectiveness of the team
Specific Outcome 8: Decide how work should be prioritised
Specific Outcome 9: Operate office equipment effectively 
Specific Outcome 10:  Maintain the security surrounding documentation and equipment and give reasons for doing so

Specific Outcome 11: Describe the range of consumables which may be replenished

Specific Outcome 12: File documents using a recognised filing system

Specific Outcome 13: Site examples of situations where it is acceptable to deviate from establishment procedures.

Specific Outcome 14:  Analyse and distribute business information, ensuring that individual needs are met
Specific Outcome 15: Make arrangements to repair equipment that is not in good working order
Specific Outcome 16: Suggest ways one would learn how the technology operates
Specific Outcome 17: Develop a strategy for maintaining the office equipment

Assessment Criteria applicable to all outcomes:

· Arrange or create environments in which the learner can be fairly assessed against the outcomes.  The unit standard must be assessed in an office environment. (A simulated environment is not acceptable)

· Evaluate the learner’s ability to meet the outcomes consistently.  This unit can be assessed by a combination of observation, questioning and testimonies from third parties, but the emphasis is to be on observation. Observation must occur for at least 2 of the following types of equipment. (Fax, Photocopier, Switchboard). The remaining equipment types may be assessed using any other assessment method. The unit must be assessed in conjunction with at least one other unit standard that deals with team-work or communication

· Provide specific feedback to the learner on assessments and the learner’s ability to meet the outcomes.

· Complete the declaration of competence and inform the appropriate ETQA once the learner has demonstrated the ability to meet all the outcomes

· Counsel the learner on future assessments, necessary learning and further qualifications.

Unit Standard Essential Embedded Knowledge

Essential embedded knowledge is dealt with under the specific outcomes section where "demonstrated knowledge and understanding" is required 

Critical Cross-field Outcomes (CCFO)

Unit Standard CCFO Working: Work effectively with others: 

· Given a particular team of people, decide how one can contribute to the overall effectiveness of the team. 

· Site examples of situations where it is acceptable to deviate from establishment procedures and give reasons why. 

· Analyse and distribute business information, ensuring that individual needs are met

Unit Standard Notes

Recommendations and Exemplars for the design of: Learning / Curriculum: 

· Learning should include the use and day to day maintenance of photocopy and fax machines as well as principles of using electrical equipment. 

· Mock office role-plays are useful exercises for drawing together communication, use of the telephone and functioning in an office. 

· Filing systems should be covered sufficiently enough so that the learner is able to recognise and use an index, numerical and alphabetical filing system. Performance systems: Ongoing performance in this area is desirable.  An appraisal system utilising colleague input is recommended.

SECTION 1: INTRODUCTION TO OFFICE ADMINISTRATION
Outcomes
· Describe various filing systems

· File document using a recognised filing system

Assessment Criteria
· Describe various filing systems

· File document using a recognised filing system

INTRODUCTION TO OFFICE ADMINSTRATION
The way the offices of a business are administered will determine the degree of customer and staff satisfaction experienced on a daily basis.  A well- run office ensures that staff levels remain in check, even during busy periods and as a result, work performance remains at a consistently high standard, ensuring that customers are satisfied at all times.   Customers remember the quality of service they receive long after the price is forgotten.

Office administration is a rewarding and fulfilling position for the person who enjoys making and maintaining order out of chaos.  The person who develops such skills will not only earn the respect of management an colleagues, but will ensure that s/he remains highly sought after in the workplace.
Understanding The Business World
injured on projecting items such as nails; and fires.

Note The aim of the business world is to provide a supported environment where companies can offer goods and services in order to make a profit.

Business/companies/organisations do not exist in a vacuum.  They exist within the economic system that prevails in our country, within specific social and technological conditions.

Our economy is market-orientated.  Any healthy, thriving economy is based on the principles of demand and supply.

The key player in the business world is the consumer, who has certain needs.  If these needs can be met by an entrepreneur, or business-owner, the consumer is satisfied and the entrepreneur makes a profit.  This ongoing process is known as the cycle of economic activity.  Every business or company functions within this cycle, its primary objective being to make a profit.

The Office
The function of an office must always be viewed broadly as part of an broader function, whether that be to support the activities of a business, government department or some other organisation providing certain goods and or services

Specific functions within an office can include:

Receiving and collecting information

· At a personal level – by word of mouth

· By telephone, fax, Internet through a computer

· By written communication – letters, publications, e-mail, memos, notes, etc.  This takes place internally and externally.

Sorting and classifying information

· Analysing the content

· Systematically arranging the information for further processing and distribution
Processing and interpreting information

· Gathering statistics

· Feeding information into a computer

· Interpreting computer printouts

· Costing and budgeting
Recording information for further reference

· By setting up all forms of record systems

· By maintaining all such systems
Communicating information presented in the most effective way

· Verbally on a person-to-person basis

· By telephone

· On paper

· By graphic or visual presentation

· By written correspondence

· By e-mail

Protecting the business and safeguarding its assets

· By taking care of finances

· By taking care of stock and fixtures and fittings

· By insurances

· By statutory obligations

· By maintaining security when working with documents and equipment
These functions will involve the performance of the following office services:

	Receiving mail
	Distributing mail

	Despatching mail
	Receiving visitors

	Receiving and routing telephone calls
	Placing telephone calls

	Arranging meetings
	Arranging and controlling transport

	Typing
	Transcribing from dictation

	Duplication and copying
	Filing

	Keeping records
	Controlling stock

	Processing documentation of all kinds
	Receiving cash

	Paying out cash
	Calculations of all kinds

	Bookkeeping and accounting
	Preparing visual displays

	Record processing
	Word processing

	Data processing
	Ensuring inter-office communications


The Structure of A Business
An average large company has numerous departments:

· Finance

· [image: image24.wmf]Marketing

· Human resources

· Production

· Despatch, etc

In smaller companies, one manager may be responsible for more than one of these functions.

Supporting the manager is a team of supervisors, administrators and secretarial staff, responsible for the following functions (jobs)

Clerical Duties

These are functions carried out by people working in different sections of an office, such as 

· processing wages, 

· orders, 

· sales

· distributing mail

· filing

· answering the telephone

· handling correspondence

Job titles could include:

· administration clerk

· clerical officer

· filing clerk

· telephonist

Looking at jobs advertised under "Clerk" in the employment section of the newspaper can give a very good insight into the nature and scope of this type of work

Secretarial Duties

[image: image25.wmf]These are the duties which are performed by a secretary. They can include any of the things which a clerk does. They almost certainly will include some typing or word processing, copying documents and filing

A secretarial job usually is one of a supporter or assistant to someone in a managerial position. It may involve providing secretarial assistance to more than one person. 

Job titles could include:

· private secretary

· personal assistant

· receptionist

Once again, looking at jobs advertised in a newspaper can provide a good insight into the duties which a secretary would perform
Each person should contribute to the smooth running of the office and as such should help others wherever possible. The right attitudes will lead to more efficient operations with greater respect for others. 

Filing Systems
[image: image26.wmf]Why Do We File? 

To ensure that all records are maintained in a neat and clean environment.

To make information easily accessible: in other words, we file to find

It is very important to keep all incoming documents or copies of outgoing documents on file (sorted and secured in suitably marked folders and placed in convenient storage, for reference and verification (confirmation, certification) purposes. To enable their being found without delay, such documents must be files in a systematic way.

Filing can be done:

· Manually, by means of sorting and storing paper documents (hard copies) by hand

· Electronically, by means of computers, microfilms, tapes or disk
What Is A Good Filing System?
A good filing system has certain essential features:

	1. Simplicity
	2. Appropriate classification

	3. Accessibility
	4. Selection of suitable equipment

	5. Safety in terms of minimizing loss
	6. Safety in terms of avoiding damage by fire, water, dust

	7. Safety in terms of maintaining confidentiality
	8. Compactness – using space efficiently

	9. Elasticity – it must be able to expand if required
	10. Speed of retrieval

	11. Trained staff
	12. Economical in terms of time, cost of equipment and accessories

	13. Sufficient cross-referencing
	14. An “out” guide or “tracer” system should be incorporated

	15. Thinning out should be performed on a regular basis
	16. Daily filing


Methods Of Classification
· Files are grouped alphabetically

Alphabetical Order

· [image: image27.wmf]The file for Mahotsi would be placed before that for Ndengwe, because m comes before n.  Baker would be placed before Barker, as bak comes before bark

· Should more than one client have the same name, their files would be arranged in order of initials: Mahotsi, C would be placed before Mahotsi T

· Short before long: if all the other letters in a name are the same, you arrange the shorter name in front of the longer: Cole will be placed before Coleman.

· Prefixes before surnames, such as de der le van von O, etc are considered part of the name: du Plessis will be placed alphabetically with D and not P, so will van der Merwe be placed with V.

· Should more than one client have the same name and initials, a number could be added after the initials: Mahotsi T1 would be followed by Mahotsi T2

· Impersonal names, such as company names are placed in the order they are written: Gilbert Enterprises will be filed with G and Tiger Brands with T.

· Official or descriptive names: the most important word is the first filing unit: The Hotel Shelly will be filed as Hotel (The) Shelly and City of Durban will be filed as Durban City (of).

Numerical Order

· [image: image28.wmf]A number is allocated to each client, regardless of surname and initials.  This is how banks file our records.

· Files are then arranged numerically

· As it is not possible to remember each client’s number, a separate card index is kept to record clients’ personal details and file numbers

· New clients receive the very next number after the last allocated number.  The new file is placed last in the drawer.

[image: image29.wmf]Alpha-numeric filing

· This consists of a combination of alphabetical and numerical filing systems

· Files are placed alphabetically, but not strictly so

· Each file is labelled with the client’s name and a number, e.g.. J Maxwell could be M5.  The next file could be B Mason, with the number M6

· You will find this form of numbering used for example for spare parts of cars or motorbikes

· A separate index system is used to record files and this will be arranged alphabetically.

Indexes
Indexing is a method whereby the obtaining of information is ensured with the least trouble in the shortest possible time.

Types of Indexes

Index pages

· Usually found in all manuals and reference books, most books and catalogues and similar written material, table of contents is an index page, as in reports and other documents

· This method is not suitable for filing systems; it is not adaptable enough and does not allow for alphabetical expansion.

Index Book

· It has guide pages indented for each letter of the alphabet

· Some free pages are left for each letter of the alphabet

· It is handy for recording telephone numbers and similarly styled information

· It is not flexible, when the page is full new names cannot be added

· Strict alphabetical recording is not possible when new information is added

Visible card index

· This is generally called the Cardex system and it is used for recording as well as indexing

· Cards are placed on top of and slightly overlapping each other in a long, flat metal drawer

· Name and / or other identification details are written on the visible piece of card protruding beyond the next card.

· Other details are entered on the non-visible section of the card

· This method can be maintained in strict alphabetical order as cards are easily removed, replaced or added

Vertical card index

· [image: image30.png]


Consists of postcard size cards

· Cards are arranged strictly alphabetically, with alphabetical guide cards

· Client’s name, address and other details are usually entered on the card

· This system is used particularly with numerical and alpha-numerical systems

· You can reduce reference time by using vowels guide cards: Ma, Me, Mi, Mo, Mu

Wheel index, strip index

· This system consists of frames hung on a wheel which can turn.

· Each letter of the alphabet has its own frame

· Each frame has a place where written or typed strips can be inserted

· It is not meant for storage but rather to enter information, e.g. names of patients in a hospital

· Strips can be kept strictly alphabetical because they can be easily moved.

· [image: image31.png]


Some models consist of cards instead of strips

· Table and standing models are available

Folders

· They are made of card and are usually called Manila folders

· They are supplied with or without holes for filing strips

· They are also supplied with or without tabs for labelling

· Are available in different colours

Suspension files (hanging files)

· [image: image32.png]


The folders have metal strips by which they hang from frames (filing racks), in a filing cabinet

· Lever arch files

· These are large, hard-covered files, board or plastic, available in different colours, for bulk filing

The Process Of Filing
[image: image33.png]


There are eight basic steps in a typical filing routine.

Collecting the items to be filed.  

If this is your responsibility, ensure that you collect the filing every day.

1. Inspecting.  

· Make sure that the items are intended for filing.  

· Also ensure that confidential items do not lie around for everyone to see, they should preferably be placed in a separate folder and filed immediately.

2. Indexing.  

· Which indexing system is used, where will the correspondence be placed?

· Allocating a file reference number to the correspondence, according to the recognized filing system used by your organization. 

· Make very sure that you allocate the correct reference to correspondence, as a document that was indexed incorrectly can be lost for a long period of time.

· Certain files and correspondence will be confidential and only certain staff members will be allowed access to these files.  Ensure that they are coded correctly and also that a notation is made on the outside of the file.

3. [image: image34.png]


Cross referencing. 

· If the correspondence refers to more than one file, use a cross-referencing system, 

· or, depending on the procedure in your company, add a copy of the correspondence to the other file as well.

4. Sorting.  

· Sort the filing in the method of classification used by your organization – alphabetical, numerical, alpha-numerical.  

· Having the filing sorted in the correct order will speed up the filing process.

· There are various types of sorters that can be used to help you sort the correspondence for filing:

· Concertina file: it has 26 partitions, one for each letter of the alphabet.  It is convenient for temporary sorting or storing as the file can expand when it becomes fuller.

· Pigeon hole: this is a shelf with 26 pigeon holes, one for each letter of the alphabet.  It is mainly used in a mail room for sorting mail and is seldom used for general filing.

· Flap sorter, also known as an alphabetical sorter: this commonly called Long John Sorter.  It is a thick cardboard strip with 26 flaps, one for each letter of the alphabet.  Correspondence is sorted in the flaps before being placed in file folders.

5. Filing.  

· File the correspondence, ensuring that you place the documents in the correct file. 

·  Looking for correspondence that has been misfiled is a big waste of time for you and your co-workers looking for the information.

· Ensure that you file confidential documents first

· Documents must be filed chronologically, with the most recent date on top.

· [image: image35.png]


Ensure that you file the documents with their attachments and enclosures

6. Lending of files and file contents.  

· Ensure that the “out” cards are completed and signed for before handing over the files.

· It will also be your responsibility to ensure that the file is returned.  Follow up on outstanding files on a weekly or daily basis, depending on the procedure in your organization.  This is especially important when confidential files are signed out.

· When the file is returned, remember to sign it in again.  

· Make sure that confidential correspondence is not handed to unauthorized personnel

	OUT CARD

	NAME OR SUBJECT
	DATE
	TAKEN BY
	DATE RETURNED AND INITIALS

	Smith James
	15/05/05
	NDP
	31/05/05 NDP

	Tiger Brands
	15/05/05
	BJP
	26/05/05BJP

	ABC Trading Co
	26/05/05
	ISN
	


SECTION 2: ANALYSE AND DISTRIBUTE OFFICE INFORMATION
Outcomes
· Analyse and distribute business information, ensuring that individual needs are met

· Describe how work should be prioritised

Assessment Criteria
· Analyse and distribute business information, ensuring that individual needs are met

· Describe how work should be prioritised

Analyse And Distribute Business Information
Correspondence between organisations is the life-blood of commerce and industry.  A goal that every business should strive for is the ability to transmit information quickly and easily.

While the bulk of all written information still travels the traditional route via the postman, an increasing volume is now sent using e-mail.  Whichever method your organisation uses, you have to be aware of the procedures in order to process mail effectively.

Incoming and outgoing mail could be handled by individual employees, individual departments or, in larger organisations, by the Mail Department or mail Room.

In most organisations, a large amount of mail is handled on a daily basis.  This must be done quickly and efficiently as poor handling of mail can contribute to making any concern less effective and hamper its production and profitability.

Incoming Mail
Mail can be delivered in a number of ways:

Street Deliveries By The Post Office

· Delivered by the postman at a specific address

· It is placed in the post box where available, or at the main reception area

· [image: image36.png]


Mail is not delivered at specific times, and this could result in delays

· Mail could easily be lost

· Telegrams are usually delivered to street addresses, since they usually contain urgent messages

Postal Boxes

· A post box is rented from the Post Office

· A key to the post box is issued to the post box renter

· A number is allocated to the post box

· An employee from the organisation will collect the mail at a specific time of the day

Private Bags

· Are rented from the Post Office in the same way as a post box

· A number is allocated to the private bag

· A lock and key is issued to the private bag renter

· An employee of the organisation takes the bag of outward mail from the organisation to the Post Office.  An official from the Post Office unlocks the bag and removes the mail for dispatch.

· Inward mail is placed in the bag and returned to the employee of the organisation.

· The employee has no key to unlock the bag, this will be done in the Mail Room, by the mail clerk in the presence of a senior clerk.

Poste Restante

· Is used by people who do not have a fixed address for mail delivery.

· Mail is sorted alphabetically into pigeon holes by the Post Office

· The addressee will personally collect the mail over the counter at the Post Office

Handling Incoming Mail

· [image: image37.png]


The mail clerk opens the mail in the presence of a senior clerk

· Letters marked private, personal or confidential are put to one side and not opened

· Other mail is opened, using a paper knife or letter opener

· The contents are removed from the envelope, the mail clerk checks that nothing is left behind

· All enclosures are fixed together with a staple, pin or paper clip

· All enclosures that are mentioned but not included, are reported to senior and noted on the letter

· Every postal article is stamped with a date or date and time stamp.  This date is used as the date of receipt of the letter.

· All incoming mail is recorded in a register.  This is done to ensure that mail arrives at the correct destination within the organisation and that the date the mail was received is noted.

· Cheques and postal orders are crossed and recorded in the remittance register

· The mail clerk makes a note of other correspondence in an Incoming Mail Register.

· The mail is sorted and sent to various departments

· Mail that is intended for more than one department: the mail is photocopied and a list of relevant departments is attached to the mail.  When a department has finished with the correspondence, the relevant person signs and dates next to his/her name and sends the mail to the next department on the list

· When a mail clerk is not employed, the Receptionist or Secretary will deal with incoming mail

Sorting Incoming Mail

The most common ways to sort mail are:

· Manila folders

· Pigeon holes

· Letter baskets

Whichever method is used, the receptacle for incoming mail is suitably labelled for sorting by the mail clerk, receptionist or secretary.

Mail Distribution

· After the mail has been sorted, it is delivered to the various departments immediately.

· Ensure that the appropriate register is signed by the person the mail is delivered to.

Faxes

· Sending or receiving mail by facsimile (fax) machine, is an electronic form of data transmission between correspondents with access to facsimile equipment.

· Faxes are handled the same way as incoming mail, the difference being that faxes are received throughout the day and not just once a day as with mail collected from the Post Office.

· It is important to note that faxes must be processed by the mail department as soon as possible, since they may be urgent.

· Although an employee of the organisation, the mail clerk, receptionist or secretary, will be responsible for the collecting and distributing of faxes, it is also important for all employees to be aware of the procedure for handling incoming faxes.

· If you happen to walk past the fax machine and there is an incoming fax, it is your duty to alert the people responsible for handling the mail of this fact.  Do not just ignore it, it can impact very negatively on your organisation.

· Depending on the procedure in your organisation, it may be every employee’s responsibility to ensure that faxes are delivered quickly.  If this is the case, there will probably be an incoming fax register close to the fax machine, which you will have to complete and then deliver the fax to the correct department.

· Always ensure that the delivery of the fax is signed for, note the date and the time.
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Outgoing Mail
Correspondence may be sent by post, delivered by hand or sent by fax. 

Handling Outgoing Mail

· The writer dictates the correspondence to the typist, or types it himself.

· An envelope is also typed and copies made, if required.

· The letter is signed by the writer and copies are initialled.

· The letter and envelope are sent to the mail clerk.

· In some instances the writer will seal the envelope and send a sealed envelope to the mail clerk.

· When the mail clerk receives an open envelope and letter, he/she will check for enclosures and add them if necessary.

· The mail clerk will check that the address on the letter and the envelope are the same.

· Then the letter is folded neatly and placed in the envelope, with any enclosures, and the envelope is sealed.

· If a window envelope is used, the address on the letter must be fully shown through the window.

· Postage is added to the envelope.

· Postal articles are placed in the mail bag for posting.

· An employee of the organisation takes the outgoing mail to the Post Office, and at the same time collects the incoming mail.

· The filing clerk receives the original letter that was replied to as well as a copy of the reply that was sent and files both.

· The date that the letter was sent is noted in a register.

Hand deliveries
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When mail is delivered by hand, the recipient must sign as acknowledgement of receipt.  This is done in a delivery book.

Outgoing Faxes

· Various makes of fax machines have slightly different operating methods, but it usually entails the following procedure: place the document in the fax machine and then dial the addressee’s fax number.  Remember that the area code must also be dialled if you are sending a fax to a number outside your area code.

· Once a connection is made, printed data and images are converted into signals suitable for transmission through the telephone system.  On arrival at its destination, the signals are reconverted and the addressee receives a printed (facsimile) of the document.

· When a fax is sent, a receipt can be printed and attached to the fax as proof that it was sent.

· Ensure that the fax is sent to the correct number.

· Confidential correspondence should preferably not be sent by fax.

· If it becomes necessary to send confidential information by fax, ensure that you follow the correct procedure, which may include phoning the recipient from the fax to ensure that he/she is waiting at the fax to receive it.

· It is also advisable to phone the person that you sent the fax to, to confirm that he/she did in fact receive the fax.

· If required, log the fax call in the same manner as a phone call.

Internal Mail
A great deal of correspondence takes place between individuals, departments, divisions and branches of an organisation.  Such correspondence is usually written on internal letterheads, called Memorandums (Memoranda) or Memo.

Internal mail can be handled in any of the following ways:

· Routed through the mail department for delivery with the daily incoming mail received by post.

· It can be delivered to individuals by messenger

· Delivered by someone representing a department

· When the memo is intended for perusal by all employees, the document can be photocopied and distributed to each person.  Alternatively, a list can be attached to the document which has to be signed by each party before being passed on to the next.  Or, copies for each department can be made and a list attached for all the employees of that department.

· Urgent internal mail will be sent directly to the addressee.

· Memos and internal letterheads are intended only for internal use and must never be used for correspondence to clients and others outside the organisation.

When Writing A Memo

· An address is not used

· An opening salutation is not used, i.e. Dear Sir or Dear John, etc.

· At the top of the memo, the name and department of both addressee and writer are written or typed

· The memo must be dated

· The body of the memo is kept short

· Paragraphs can be numbered for clarity and easy reference

· Complimentary close is not used, i.e. yours faithfully or yours sincerely, etc.

· The name of the writer is not usually added at the bottom, although it can be done to indicate the end of the memo.

Prioritise Your Work
Administrators need excellent time management skills.  It is not the number of hours spent at work that cause time management problems, but rather the fragmentation or erratic sequencing of work. 

You have to choose the most important items to deal with first. It is the ability to prioritise that separates a successful administrator from an inefficient one.

Most people find it best to work on a weekly plan, which is completed in 20-30 minutes on a Friday for the week ahead. This is supplemented by a daily plan, completed in 15-20 minutes at the end of each day, for the following day. You may need to vary this to suit your particular circumstances

You have to plan your day and your work according to the level of priority for specific tasks.  To do this, you need to plan on paper, doing it in your head will be of no help to you at all.

Break Big, Difficult Tasks Into Smaller Ones. 

The Chinese have a saying that “A journey of a thousand miles begins with a single step.” Breaking a task up is rather like taking this single step. It makes it easier to start and it is surprising how quickly the steps mount up until you find you have covered quite a distance

Use the following guidelines:

Identify The Nature Of The Job

· The content: how long will it take

· Deadlines if any: by when should it be finished

· Other people involved: do other people have to help you, are you waiting for information from someone else, etc.

· The level of priority: how urgent is it. If necessary meet with your manager or colleagues for advice.
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Draw up a checklist of tasks in logical order.

· Discuss and allocate time spans for each task

Do the most important things first. 
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Begin the day by concentrating on the items that really matter. When unscheduled items arise, like an interruption, ask yourself is it more important than what I was doing? If it isn’t, try to find a tactful way of putting the interrupter off until a more convenient moment later in the day. Leave 25 percent of each day unplanned in order to cope with the uncompleted and unscheduled tasks

Set aside a specific unbroken period of time to carry out those tasks that need your undivided attention.  Choose this time when you can work entirely uninterrupted by calls, visitors, etc.

Remember to include your routine daily tasks as well.  

This includes answering the telephone, daily filing, typing and dispatch of letters, and planning the next days’ work

Plan ahead for weekly tasks as well

Remember, you may only have to attend the meeting by next Thursday, but make sure that you prepare for the meeting well in advance. 

Diarise tasks that have to be completed e.g. for the meeting, and include those tasks on that day’s daily list, following the same procedure

Stick to your plan

Ask yourself: 

· What do I want to have accomplished by the end of the time period I have chosen? 

· What activities will help me to achieve my objectives? 

This will help you to keep your attention clearly focused on them and not lose sight of them when under the pressures of the daily grind
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Plan for waiting time. 
· There are always occasions on which you cannot make progress because a telephone number is busy or someone else’s meeting runs over and delays the start of yours. 

· What can you do to utilize this time effectively?

Cross off completed items.

As you complete tasks, cross them off your list.

Above all

                    Put your plan and schedule into action - Do It Now
For those who doubt the wisdom of spending so much time planning, believing that it is better to concentrate on doing things rather than getting ready to do them, it is worth nothing that at least half of all planned activities get done. In other words, there is a better than 50 percent chance that an activity will take place as planned
If you did not do everything you were supposed to, identify the reasons why you did not.

SECTION 3: OFFICE MATTERS
Outcomes
· Explain the importance of all staff understanding the function and use of office equipment

· Describe issues requiring confidentiality

· Maintain the security surrounding documentation and equipment and give reasons for doing so

· Describe safety principles for general operation of electrical equipment

· Describe the range of consumables which may be replenished

· Make arrangements to repair equipment that is not in good working order

· Suggest ways one would learn how the technology operates

· Develop a strategy for maintaining the office equipment

· Describe the extent of own responsibility in the office

· Explain the importance of being sensitive to other people’s needs and cultures

· Decide how one can contribute to the overall effectiveness of the tam

· Site examples of situations where it is acceptable to deviate from established procedures

Confidential Matters
In any office environment, certain information and documents are confidential and must not be shared with any unauthorised persons.  These can be broadly classified into the following categories

· Personal information and documentation

· Client information and documentation

· Business or organisation matters

It very important that you understand that confidential matters should always be treated as such and that the leaking of confidential information and documents could have serious consequences: for your organisation, clients of the organisation and even yourself.

Personal Information And Documentation Will Include:
· Employees’ salary and other sources of income

· Employees’ home address and telephone numbers

· Employees’ yearly performance appraisals

· Disciplinary actions, possible promotions

· Employees’ private affairs, such as health, medical records, finances, marital and family matters, etc.

This is why employee files are considered confidential and kept in a safe and secure place, usually in the HR Department.  Only the HR Manager and secretary and, at times the employee self, should be able to view the files.  

Of course, the employee’s direct supervisor or manager or even senior management will also from time to time require access to the information in the files, but this is usually done under the supervision of the HR Department.

Anybody who has access to employee files must not talk about the information contained in the files to people who are not entitled to the information.  

When you read classified information in a colleague’s file, such as salary or any other confidential information and you tell other people about it, it is the same as gossiping and it can be hurtful to the other person.

Incidentally, your own salary is also a confidential matter and it is a breach of company policy and procedure to discuss your salary with your colleagues.  What you are earning is a confidential matter between yourself and your employer and should be discussed between only yourself and your manager or other supervisor.

Client Information And Documentation
Materials and documents that are provided by the client must be catalogued, stored, protected, and their confidentiality kept.  If these items must be taken outside of the office, then the same standards of protection must apply

This includes 

· Details of the client’s income and other financial matters, such as the size of the client’s overdraft if you are working in a bank, or the amount of his income if you are working for the South African Revenue Services.

· Details of the client’s business, such as new products, new shops to be opened, number of employees and what they earn, wage negotiations, etc.

· Any information that the client does not want made public: account numbers, private addresses and telephone numbers, the school that his children go to, the list is endless.

When you make confidential information of a client public knowledge, it will result in a serious breach of the trust the client has in your organisation and will have very serious consequences, which can include a break up of the relationship the client has with your organisation and can even lead to legal action being taken.

Business Or Organisation Matters
While certain matters in every organisation are public knowledge, there will always be matters that are strictly confidential.

· New products that your organisation wants to launch to get an edge over the competition

· New offices or branches to be opened that are still in the planning phases

· New policies and procedures

· Personnel matters

· Internal policies and procedures

· Promotions, salary increases

· Negotiations for big contracts and  tenders and the details thereof

· New appointments to senior management and the board of directors until the matter has been finalised

Security In The Office
Security Of Confidential Documents
There will always be some documentary evidence of confidential matters and the leaking of confidential information can lead to very serious consequences for the organisation and its employees as well as the clients of the organisation.

This then means that confidential documents should be handled in such a way that the contents remain confidential and that they can only be accessed by authorised personnel.

· All confidential files should normally locked away in a safe or filing cabinet and removed only when required

· Only authorised personnel should have keys to the safe or the filing cabinet

· Files that are removed should be signed for by authorised personnel

· The person in charge of the files should ensure that files are returned speedily

· All staff should sign a non-disclosure of confidential information agreement.

· Everybody in the office should be tasked with issues regarding confidentiality and the correct handling of confidential information

· Everybody in the office should ensure that confidential information does not lie around the office where unauthorised people can read the files

Security Of Personal Items In The Office
· Carry as few as possible personal items with you when you go to work.

· Handbags and briefcases should be kept in locked drawers or cupboards, with the key in your pocket or attached to your necklace.

· Wear a minimum of jewellery to the office and, if you remove them during the day, place them in your handbag or briefcase, which you store in a locked cupboard.

· Remember that you are the only person responsible for the security of your personal belongings.

General Office Security
· Every person in the organisation is responsible for his own safety and security as well as that of every other member of the organisation and also of the organisation’s assets and business.

· Confidential papers, as mentioned, should be locked away in fire proof cabinets or safes

· Ensure that you are aware of the procedure to follow in case of a fire or bomb threat.

· Fire extinguishers must be clearly marked, kept unblocked and fire doors must be left unlocked while staff are on the premises.

· Torn or worn floor covering should be reported and replaced.  

· Security and other gates should be kept locked and the keys removed to a safe storage place.  Remote controls must be issued with care and signed for by the recipients.  They should be used responsibly and handed over to just anyone.

· Only designated staff, such as security or reception, should be allowed to operate entrance gates to allow visitors to gain entry to the premises.

· Security or Reception should be notified of who is expected to visit the premises at any given time. 

· Visitors should not be allowed to wander around a firm unescorted.  They should be collected from the reception area and taken to the person with whom they have an appointment.

· Avoid answering questions from visitors about the organisation’s business.  There are such individuals as industrial spies who are trained to ask apparently trivial questions that may inadvertently reveal vital information.

· Do not leave keys in doors.  Think of what will happen if a key is stolen or duplicated by a dishonest person.  One set of extra keys should be kept is a safe and one full set of keys must be left with a responsible member of staff in case of emergency.

· Cash and petty cash should be locked away.  If banking is done regularly, vary the time and route to avoid attempted theft.

· Note the numbers on equipment so that they can be traced in the event of a theft.

· Do not let unauthorised people remove office equipment.  If the equipment has to be taken out of the office for repairs, ensure that arrangements to this effect has been made, ensure that the person taking the equipment is authorised to remove said equipment and make a copy of the person’s company ID as well as personal ID.
Deviating From Established Procedures 
Established office procedures should be followed 99% of the time.  However, there are times when you will find it necessary to deviate from established procedure:

· In case of a fire, when your escape route is blocked and you cannot leave the premises via that route.

· In case of an armed robbery, keys should preferably be handed over to the robbers.

· When you are on your way to or from the bank and you suspect armed robbers are following you, drive directly to the nearest police station.

· When someone gets seriously ill at work, or is seriously injured, follow first aid procedures and call for an ambulance as soon as possible.

· When the paper for the photocopier or other consumables has run out, arrange for the paper to be ordered and collect the paper if necessary.

· When you suspect a client or a colleague is involved in criminal activity, discuss the matter with your superiors and contact the police if necessary.

· When you have an urgent document that has to be sent out and the fax is out of order, make alternative arrangements.  You could, for example, go to the nearest place where you can send a fax to ensure that the information is sent on time.

· When you have to arrange an urgent meeting and the room where the meeting is normally held is occupied, arrange for an alternative venue.

· When equipment has broken down and repairs cannot be made immediately, find an alternative solution that suits everybody, including the manufacturer.

· When a parcel is left behind by a visitor and it looks as if it may contain explosives or other suspect material, alert your supervisors and the police.

In short, when there is a crisis, handle the situation.  Do not wait until you can follow the correct procedure.
Teamwork
What Is A Team?
"A group of people who share common objectives and who need to work together to achieve them.


What Is Teamwork And What Can It Do
· While it is possible to try and do everything by yourself, it is much easier to accomplish big tasks when you work in a team.  Progress is based on the human ability to work together.

· Teamwork consists of individuals working together to accomplish more than they could alone, but more than that, it can be exciting, satisfying and enjoyable.

· Importantly, the success of the team would depend not only on the individual skills of the team members but on the way those individuals support and work with each other.

· In a team, the enjoyment people derive from the work is greater than what you'd expect, given the nature of the work itself.  Why is it that the team working on a dull project often have a "simply marvellous time"?

1. The fact is that a team that works together has momentum and can achieve a lot more than a team that does not work together.

2. Even if the goal seems arbitrary to individuals, the team enhances a team spirit which makes the team pursue that goal with enormous energy

3. Team members become worked up and enthusiastic about the goals of the team (just look at what is happening on the sports fields).  There is a lot of enthusiasm and energy.


What is team growth and development?
Where are teams found? 

Everywhere, on the sports fields, theatre, orchestra, in community-based projects and increasingly more prevalent in the business arena.

What can they do?

Teams can provide unique opportunities:  i.e. Why work in a team as opposed to alone?

· Like a family they can provide support and help

· They can co-ordinate the activities of the individual;

· They can generate commitment;

· Give a sense of belonging;

· Provide learning opportunities;

· Enhance communication;

· And provide satisfying, stimulating and enjoyable working environments. 

Team interactions become everything.  

They are the reasons people stick it out, give their all and overcome enormous obstacles.

Benefits Of Working In A Team
· Personal and professional transformation

· Enhanced relationships

· Improved integrity in the world

· A greater contribution personally and professionally
How do I become a good team player?
The Role of the Team Player
· To want to be a Team Player

· To serve and support

· To think creatively

· To perform to the best of his / her ability

· To achieve expectations, mutually agreed with the manager (these expectations need to be  contracted with your manager)

· To support colleagues

· To serve the customer

· To also consider the well-being of your fellow team members

· To manage your manager

· To work well with your colleagues

· To understand cultural differences

· To understand other people’s needs and wants

· To understand that as part of a team, you always have to give your best

Commitment

As a team member you have to be committed to the team’s efforts, if the team is to be effective.

Commitment is:

· Staking your reputation on the planned action

· No lingering doubts

· No looking back

· No contrary thoughts

· You should expect to win

· Nothing should be left undone

· If it’s to be done it must start with you

· You should be passionate about the outcomes

· You should have intensive loyalty

When a team outgrows individual performance and learns team confidence, excellence becomes a reality.

Do Not

· Gossip: e.g. “Have you heard that Fred’s having an affair with ...?”.  Gossip is very damaging to the work environment and very hurtful to the person you are gossiping about.

· Do not carry baggage: e.g. “I’m so mad with Mary, she ignored me three weeks ago”.  Staying angry with someone will have a negative effect on the team and on yourself.

· Do not ever say “but this is not my job”. Whenever you help someone else, you acquire more skills and learn new tasks.  Who is the winner in the end? You, of course, since you have broadened your skills base.

· Complain.  Complaining has never solved any problems.  In fact, complaining about something actually affects your own attitude negatively and thereby your personal contribution to the team also becomes a negative contribution.

· When there is a problem, do not be so fixed on your own point of view that you ignore the points of view of others in the team.  You are not always right and, in a team, everyone’s point of view is important.

Do

· Love yourself: e.g. “I am great”

· Find something to like in others: e.g. “I love the way John’s nose wrinkles when he laughs”

· If you want your team to trust you always tell the truth.

· Have a positive attitude. A positive attitude is the road to empowerment

· Always be efficient, effective and proficient

· Be an asset to your team, not a liability

· Find out how you can help your colleagues to finalise their tasks, for the greater good of the team

· Find ways that you personally can help improve the team’s performance

· If there is a problem, discuss it with the team members to find a solution.

· Always be prepared to consider other people’s point of view as well as your own.

· Be a big enough person to admit when you were wrong.

You can only build a TEAM when the team players have developed relationships with themselves.

· What choices are you making?  Are your choices positive and to the benefit of the team as well as yourself?  If not, maybe you should reconsider the choices you make.

· Are you smartly controlling your actions and reactions?  Are you always in control of yourself or do you let circumstances dictate what and how you do things?

· How effectively are you initiating and celebrating change?  Do you always try to think of the benefits of change rather than complain about changing?

· How creative and resourceful are you?

· How effectively are you communicating?  Do people understand what you are communicating or do you call them stupid when they do not understand you?  How well do you listen to what other people are saying or do you start talking before they have finished?  Do you personally always ensure that other people understand you or that you understand what other people are communicating?
Understanding Your Personal And Professional Mission
Your personal mission can be described as getting to know who you are and your professional mission as understanding what your team does. 

It is essential to ensure that there is an overlap between the team’s mission and your personal mission. 

Your personal vision relates to how you can make a difference through who you are and what you do. 

“Begin with the end in mind” – Stephen Covey

What Happens When Team Members Do Not Work Well Together?
· Jobs are done twice or not at all

· Deadlines are not met

· Targets are not met

· Unnecessary mistakes are made

· Individual team member productivity is affected negatively

· Individual team member performance is affected negatively

· Individual team member promotion is affected negatively

Team players are human and they can be super
Please think about the following tips to help you become a super team player and in the process also a better human being in general:

	Think before you speak
	Do not be lazy

	Be discreet
	Set about clearing unfinished business

	Do not take anything for granted
	Remember, there is a time and place for everything

	Do things properly first time round
	Your space says something about you

	Solve the problem
	Don’t take short cuts

	Project a united front
	Don’t avoid hard work

	Take pride in what you do
	There is a difference between taking risks and letting yourself down

	Tell the truth
	Ask yourself your intention for wanting to say something

	Pay attention to priorities
	Think ahead

	Avoid anything negative and victim-like in your space
	Be patient

	Have one conversation at a time
	Do not be selfish

	Do not short change yourself
	Respect others’ preferences

	Let go of old decisions that no longer serve you
	


The degree to which people help and use one another is another important factor in teamwork.  Where teamwork does not exist people tend to neither work in isolation and neither offer nor receive the help of their colleagues.

Maintain Electrical Office Equipment
Electrical equipment that can be found in an office
· Fax

· Photo copier

· Printers

· Switchboards

· Air conditioner

· Fan

· Personal Computers

· Kettle

· Microwave or stove
General safety principles for the operation of electrical equipment
· The appliance must be installed and connected in accordance with the manufacturer’s instructions.  There will always be a booklet included with the product.  Read this carefully and follow the instructions.

· Do not leave the appliance exposed to direct sunlight or rain. 

· Do not install or use this product near water or when you are wet.

· Unplug the product from wall outlets before cleaning.

· Install the product securely on a stable surface.

· Install the product in a protected location where no one can step on or trip over the line cord, and where the line cord will not be damaged.

· In case of maintenance work or malfunction, disconnect the appliance from the electrical supply immediately.

Replenish consumables for electrical equipment
Fax machine
The consumables that have to be replaced in a fax machine:

· Paper.  Some faxes use rolls of fax paper, others use paper as found in photocopiers.  Although there are cheaper “pirate” paper products available, you should use the paper that is recommended by the supplier.  Failure to do so, will affect the guarantee on the product.

· Toner cartridge or ink cartridge.  Use the products as recommended by the supplier to ensure that the guarantee remains valid.

How would you do this?  Different makes of faxes have different instructions, so you should always read the instructions first.  You are working with electronic equipment and the installation of consumables should be easy.  Don’t ever try to force anything into place, as you could damage the equipment.
Photocopier

· Paper.  Photo copiers use normal a4 and a3 size paper, which is purchased in reams from stationers.  Ensure that you use the paper as specified by the supplier.  If you don’t, the guarantee by the supplier will lapse.

· Toner cartridge or ink cartridge.  Always use the products as recommended by the supplier.

· Some photocopiers punch holes in the documents and the tray containing the punched out pieces of paper must be cleaned out regularly.

· Some photocopiers put staples into documents automatically.  In this case, you  have to replenish staples regularly.

Different makes of photo copiers have different instructions, so you should always read the instructions first.  You are working with electronic equipment and the installation of consumables should be easy.  Don’t ever try to force anything into place, as you could damage the equipment.
Printer

· Paper.  Some printers use continuous paper which is supplied in boxes with feeding holes to make the feeding of paper easier.  Others use photo copy paper.  Always use the paper as recommended by the supplier.

· Toner cartridge or ink cartridge.  Use the products as recommended by the supplier.

Different makes of printers have different instructions, so you should always read the instructions first.  You are working with electronic equipment and the installation of consumables should be easy.  Don’t ever try to force anything into place, as you could damage the equipment. 
Who should replenish consumables?
One person should be in charge of the consumables and the maintenance of electronic equipment.  This person would be responsible for the ordering of consumables and arranging for services and repairs of the electronic equipment.

Every person working for the organisation should be able to replenish consumables.  If you have to wait for one person to replenish the paper and toner or ink, it will result in a waste of time and productivity if that person is not there.  If you are busy making photo copies and the paper runs out, you must be able to replenish the paper so that you can finish making your photo copies. 
Operate electrical equipment
Every person working for the organisation should be able to operate the electrical equipment available in the organization.

You have to be able to send and receive your own faxes, as well as those of other people working in the organization.  You must also know how to make your own photo copies and print your own documents.

Waiting for someone else to do these things for you is a waste of time that not your or your organization can afford in the 21st century, where the speed of getting information to clients could determine whether the organization lands a big contract or loses out on it.

Customers are entitled to good and speedy service and will take their business elsewhere if they don’t get it from your organisation.  Losing big contracts or customers can cause a business to downsize or even go bankrupt and these results in job losses.

By giving good customer service you are protecting your job and ensuring a steady monthly income for yourself.

How To Send A Fax
The procedure for sending faxes varies from manufacturer to manufacturer, but the basic procedure is:

· Place the document face down in the paper holder

· Dial the number that the fax has to be sent to

· Press the send button

Always read the instruction manual to ensure that you understand the specific procedure.

How To Receive A Fax
Ensure that there are no obstructions in front of the paper feeder

· Some faxes require that the fax receive button be pressed in order to receive a fax

· If the fax paper is continuous, tear off the fax as soon as it has been sent

Always read the instruction manual to ensure that you understand the specific procedure.

How To Make Photo Copies
· Place the document face down on the glass surface

· Select the number of copies you require

· Press the copy button

Always read the instruction manual to ensure that you understand the specific procedure.
Maintain Office Equipment
To ensure that electrical equipment always operates at maximum capability, maintenance should be done regularly.

To this end a strategy should be developed to ensure that maintenance of the electrical equipment is done on time and in the correct manner.

This should include

· The booklet that is included with every piece of electrical equipment should be kept in a safe place that is accessible to all staff.

· Dates that the machines must be serviced must be diarised and arrangements made in time for the supplier to service the machine.  Failure to do so will invalidate the guarantees on the equipment.

· When replenishing consumables, use only those as prescribed by the manufacturer.  Failure to do so will invalidate the guarantees on the equipment.  If the supplier of the photocopy machine, for examples, advises that only a certain paper should be used, ensure that this is the case.

· Small technical problems such as paper jams have to be fixed in accordance with the manufacturers instructions.  Always first read the booklet for the equipment, as it will contain specific guidelines.  Do not, for example, rip paper out of machinery in the case of paper jams, as you could damage sensitive electronic components, thereby damaging the machine and invalidating the guarantee.

· When replenishing consumables, equipment should not be handled roughly, since this can cause breakages.  There is usually only one way that the toner cartridge can be taken out and replaced.  Forcing the cartridge in or out can damage the machine.  Replenishment of consumables should be done on time and in the correct manner.

· If the machine is not operating correctly, read the booklet.  There is usually a section called Troubleshooting that will advise you how to fix common problems that tend to occur.

· If the problem you are experiencing is not stated in the booklet, phone the supplier for advice.

· All staff should be trained in the above procedures.
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