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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!
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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!
Structure
Programme methodology

[image: image6.png]



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:
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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!
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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
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	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
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	You need to complete these activities in the workplace 


	These activities require you to apply the knowledge  and skills  gained in the workplace
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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 
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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.
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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.
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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
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	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 110009
Unit Standard Title 

Manage administration records 
NQF Level

4

Credits
4

Purpose 

This Unit Standard is intended for learners working in Administration in commercial and non-commercial organisations and is intended to enable them to manage administrative records. It is also applicable to learners working in other sub-fields who are responsible for keeping records of an administrative nature. Learners will be well positioned to extend their learning and practice into other areas in the business environment, or to strive towards professional standards and practice at higher levels. 

The qualifying learner is capable of: 

· Controlling and dealing with confidential information and documents 

· Controlling and evaluating ordering and distribution of office stationery 

· Implementing control measures with individuals

Learning assumed to be in place
It is assumed that learners accessing this Unit Standard will be competent in Communication at NQF Level 3

Unit standard range

· Documents will include accessible information 

· Stakeholders will include any relevant or interested party. 
Specific Outcomes and Assessment Criteria

Specific Outcome 1: Control and deal with confidential information and documents
Assessment Criteria
· Confidential information is defined and described for a specific organization

· The system and procedures used for dealing with confidential information is explained with examples

· Documents are secured in an appropriate manner and within an agreed time frame

· Utmost care is taken to avoid compromising any relevant stakeholder
Specific Outcome 2: Control and evaluate ordering and distribution of office stationery

Assessment Criteria

· A plan is presented to effectively control office stationery policies, procedures and strategies

· Plans are developed on how to monitor, maintain and improve stock levels in accordance with organisational requirements

· Effective shrinkage controls are developed and implemented for an organisation

· Evidence of accurate reports are produced reflecting stationery movements for a given period.

· The control of the administration system and procedures is explained and applied to ensure effective administering of stationery

· Documentation used for the control of stationery in an accurate, complete way, which complies with requirements is explained to employees

· Effective stationery control procedures, systems and follow up actions are evaluated and explained
Specific Outcome 3: Implement control measures with individuals
Assessment Criteria

· Contracted control measures are implemented and non-conformances are identified for reporting to person with the authority to deal with them 

· Non-conformances are recorded and corrective actions negotiated according to organisational requirements

· Reported non-conformance is handled in accordance with organisational policies and procedures and is duly recorded
Unit Standard Essential Embedded Knowledge

A comprehensive understanding of organisational policies, procedures and systems 

· Methods and techniques for controlling individuals 

· Stationery purchasing and distribution procedures and budget levels 

· Authorisation levels and individuals. 

Critical Cross-field Outcomes (CCFO) 
· Identify and solve problems which are related to co-ordination and maintenance of effective office procedures and processes 

· Work effectively with others when controlling confidential information, office stationery and individuals.
· Collect, analyse, organise and critically evaluate information pertaining to the smooth operating of an office

· Communicate effectively with individuals while coordinating and maintaining effective office procedures and processes

· Use science and technology where possible in the control and maintenance of office stationery

SECTION 1: CONFIDENTIAL INFORMATION AND DOCUMENTS

Outcomes
Control and deal with confidential information and documents

Assessment criteria
· Confidential information is defined and described for a specific organization

· The system and procedures used for dealing with confidential information is explained with examples

· Documents are secured in an appropriate manner and within an agreed time frame

Confidential Matters SO1 AC1
Strict privacy or secrecy; secret

Confidentiality is an ethical principle of discretion associated with professions such as medicine, law, psychotherapy.
Confidential Information means 
· any non-public information pertaining to company's business or an individual. 
· Privileged communication shared with only a few people for furthering certain purposes, such as with an attorney for a legal matter, or with a doctor for treatment of a disease. 
· Receiver of confidential information is generally prohibited from using it to take advantage of the giver. Also called privileged information. 

Workplace confidentiality can be defined as keeping the employee, customer and client information private. 
Confidential information handled in a workplace includes things like client records, business planning and forecasting, employee records, and information collected in the course of research and development. 
Workplace confidentiality requires that this information be identified and secured to prevent unauthorized access or release of the information and includes everything from policies on workplace Internet usage to nondisclosure agreements in employee contracts
Confidential information in can be broadly classified into the following categories: 
Personal information and documentation about employees of the organisation
It is a violation of a person’s privacy if any personal information is made public. For example:

· A person’s HIV status

· Salary

· Results of disciplinary enquiries

· Results of training courses

Client information and documentation 
This is very important, as the business could lose customers if personal information is leaked to the general public.  The business could also face legal proceedings.
You are not allowed to discuss a client’s financial status, business dealings, products, policies and procedures with anyone outside the organisation.  Inside the organisation, these matters should only be discussed with employees who are authorised.

You are also not allowed to give your client list to rival companies – all they will do is steal your company’s clients.  This is also true of internal price lists, that show the cost of the product and the discount you give to certain clients.

Business or organisation matters
Business or organisation matters that should always be treated as confidential include:

· Procedures and processes that are unique to the business, such as manufacturing of products
· Research about new products or services, the findings of the research and the development of new products

· Manufacturing of products as well as the material that is used to make the product

· Finances of the business

· 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 appointment to senior management and the board of directors until the matter has been finalised
Industrial espionage

Industrial espionage, where rival companies bribe employees to disclose information about new products and services is very real.  What happens is that company A pays for the expense to research new products.  The benefit to the company is a new product and the money paid is returned through initial sales of the new product, before other companies have an opportunity to copy the idea.  

If a rival company, company B, bribes one of the employees, they get the information at a low cost and are sometimes able to launch the new product before company B.  This means that company B has the advantage of the initial sales of a new product, without incurring most of the expense involved in developing the new product. 
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.

Systems And Procedures SO1 AC2
Confidentiality is of paramount importance. 
· It is the employee's responsibility to treat all the information in the workplace with care and caution. 
· An employee should be prudent enough not to disclose any information that the organization considers sensitive and confidential, to a third party, unless and until the employee has consulted and taken permission from his supervisor regarding the same. 
· Also, one should refrain from sharing any personal details with fellow colleagues at work. This helps to maintain a professional attitude at work.

· An employee should know what files or materials he is permitted to access in the office and he should adhere to that. 
· Under no circumstances should these files be shared or given to unauthorized people. 
· This is because if it reaches the wrong hands, it can be considered as a breach of confidentiality and the employee may even be dismissed for it. 
· Also, employees should not discuss any business dealings with the clients, outside work. 

As far as the employer is concerned, any personal or professional details of employees should be handled with prudence. 
· Data related to the personal details of an employee, applications forms, references, health data, salary structure should be kept well under wraps because if they are misused, it can lead to discrimination in the workplace. 
· Only staff members of the HR department who require the data for certain purposes should be given access to the personal files of employees.
Manual procedures
Every organisation has systems and procedures in place to protect confidential information.

A typical procedure for handling documents with confidential information could be:
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If the information is in hard copy (written or typed documents), the files will be stored in cabinets that are locked at all times.  Usually these files have to be stored in a fire proof area, such as a safe. 
· Only authorized employees will have access to these files and they will have to sign a register to remove the file.  The person in charge of the confidential cabinet will have a list of authorized personnel who are allowed access to the information. 
· Once the file has been removed, company procedures for handling confidential information must be followed:

· Do not leaving the file lying around in the general office but keeping it locked in a drawer.  
· Make sure the document is returned quickly and filed securely again.

· Follow up on outstanding confidential documents to make sure they are returned promptly.

· Also make sure that employees who remove confidential files keep the files out of sight of unauthorised people by doing spot checks on their handling of the files

· If a document has to be typed, the draft of the document will be sent to one of the senior secretaries for processing, without sending the file with.  A senior secretary will be chosen to type the document, since it is expected that she will treat the matter as confidential.  As soon as the document has been typed, signed and sent out, a copy will be placed in the file and the file will be returned to the cabinet.
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The following should also be considered:

· Ensure that the emergency procedures of the organisation includes procedures for protecting confidential information in case of an emergency
· When confidential information such as reports have to be distributed to various departments and people, a specific procedure should be in place for that as well, to ensure that unauthorised workers do not have access to it.

· The person who distributes the report should be authorised to view the document

· The document should be handed over to authorised people only

· The person receiving the document should sign for receipt

· The functions of employees should be separated. For example:

· the sales clerk should not issue cheques to pay suppliers or be involved in salary payments.  

· The secretary who types the document should not have access to other documents relating to that transaction.
· If the secretary needs access to other documents, s/he must be cleared to handle confidential documents

· Every employee in the organisation should follow the clear desk policy.  This means that all files and documents that you worked on during the day are locked in a safe place at night.  No documents, whether they are confidential or not, should be left on desks overnight.
· When employees go on lunch or tea breaks, all confidential documents must be locked away

Computerised processing

When people start working on a computer-based system, it is necessary to develop the system in such a way that there are different levels of access to prevent unauthorised access to confidential files and records.

It is also necessary to protect computers from damage and theft.  The control system should therefore also include the physical environment of the system:

· the rooms

· buildings

· hardware

· procedure to follow in case of an emergency

Basic Rules for protecting equipment

· Keep the equipment in a secure environment

· Take special care of portable notebooks as a thief could simply take the notebook from a desk and walk out the door with the notebook
· Keep food, drink and cigarettes away from the equipment

· Make sure that there are emergency procedures in place and know the fire drills

· Machines can be locked when not in use and the entire property should be safeguarded against burglars and robbers.

Basic rules for protecting the environment

· Keep unauthorised people away from equipment and data

· Challenge strangers in your area

· Employees and visitors should be required to wear badges or carry cards in order to gain access to the computers or the environment where the computers are located.
Basic rules for protecting information

· There has to be levels of access: people who input data, for example enter information into the computer system should not also produce the output, for example put together reports about the performance of the company

· One of the first controls that must be instituted is passwords.  Users must enter passwords to gain access to the system.  Limit access of users to only those parts of the computer system that are required for them to do their jobs properly.

· These passwords must be changed frequently and these change periods should be built into the system as users will usually not change their passwords unless pressurised to do so.  

· The passwords should also be defined in such a way that the user has to use a combination of capital and small letters as well as some numeric characters.

· The software must include user profiles that are activated when a user logs in to authorise that person as a user and to restrict the access of the user to only that information in the system that the user needs to do his/her job properly.

· Data is usually protected by making use of back up procedures and the backups are then stored in special fireproof rooms.  The backups should then only be issued to authorised personnel.  

Individual users should follow the following rules, which must be written into the procedures of the organisation:

· Nobody should allow unauthorised access to files and data

· Never leave computer equipment unattended with the password activated – sign off!
· All employees should adhere to the clear desk policy

Individual passwords should also be protected as follows: 

· Never write it down or give it to anyone

· Don’t use names, numbers or dates which are personally identified with you

· Change it often, but change it immediately if you think it has been compromised

Secure documents SO1 AC3

Records management, or RM, is the practice of maintaining the records of an organization from the time they are created up to their eventual disposal. This may include classifying, storing, securing, and destruction (or in some cases, archival preservation) of records.

A record can be either a tangible object or digital information: for example, birth certificates, medical x-rays, office documents, databases, application data, and e-mail. Records management is primarily concerned with the evidence of an organization's activities, and is usually applied according to the value of the records rather than their physical format.

Thus, the practice of records management may involve:

· planning the information needs of an organization

· identifying information requiring capture

· creating, approving, and enforcing policies and practices regarding records, including their organization and disposal

· developing a records storage plan, which includes the short and long-term housing of physical records and digital information

· identifying, classifying, and storing records

· Coordinating access to records internally and outside of the organization, balancing the requirements of business confidentiality, data privacy, and public access.

· Executing a retention policy on the disposal of records which are no longer required for operational reasons; according to organizational policies, statutory requirements, and other regulations this may involve either their destruction or permanent preservation in an archive.

Records management principles and automated records management systems aid in the capture, classification, and ongoing management of records throughout their lifecycle. Such a system may be paper based (such as index cards as used in a library), or may be a computer system, such as an electronic records management application.
Secure documents

To secure documents, it is necessary to:-

· Store them properly.

· Maintain confidentiality.

· To dispose them the proper way.

Store documents

Records must be stored in such a way that they are accessible and safeguarded against environmental damage. A typical paper document may be stored in a filing cabinet in an office. However, some organisations employ file rooms with specialized environmental controls including temperature and humidity. Vital records may need to be stored in a disaster-resistant safe or vault to protect against fire, flood, earthquakes and conflict.

Disposal of records

Disposal of records does not always mean destruction. 

It can also include transfer to a historical archive, museum, or private individual. 

Destruction of records ought to be authorised by law, statute, regulation, or operating procedure, and the records should be disposed of with care to avoid inadvertent disclosure of information. 
The process needs to be well-documented, starting with a records retention schedule and policies and procedures that have been approved at the highest level. An inventory of the records disposed of should be maintained, including certification that they have been destroyed. 

Records should never simply be discarded as refuse. Most organizations use processes including pulverization, paper shredding or incineration.

There are times in a company’s existence when it might be necessary to destroy a large amount of documentation for security reasons. Most companies may have a small machine in the office for casual use but when it comes to dealing with tonnes of paper then the services of a professional firm may well come in useful. There are certain standards when it comes to the secure destruction of documents

One of the most common methods of gathering personal information is to sift through discarded information. Ask yourself, how many times have you received a credit card application form or a promotional letter from a bank or building society, for you to simply throw it into the bin.

For someone to commit the fraud they will look through waste bins or sieve through discarded rubbish at the local depot. So they have your details, what can they do with them? Well, for the thief, this is where the fun begins, items can be ordered over the internet, confirming the address detailed on you or your clients documentation and specifying a different delivery address, this could go on for weeks before you even notice. This is just one of many examples of fraudulent activity that can be avoided by securely destroying and recycling your paperwork.

Formative Assessment 1: Group activity SO1 AC 1-4
SECTION 2: OFFICE STATIONERY

Outcomes
Control and evaluate ordering and distribution of office stationery
Assessment criteria
· A plan is presented to effectively control office stationery policies, procedures and strategies

· Plans are developed on how to monitor, maintain and improve stock levels in accordance with organisational requirements

· Effective shrinkage controls are developed and implemented for an organisation

· Evidence of accurate reports are produced reflecting stationery movements for a given period.

· The control of the administration system and procedures is explained and applied to ensure effective administering of stationery

· Documentation used for the control of stationery in an accurate, complete way, which complies with requirements is explained to employees

· Effective stationery control procedures, systems and follow up actions are evaluated and explained

Every organisation needs stationery: pens, pencils, paper, letterheads, etc.  An organisation without stationery is like a workman without tools. 
Most organisations tend to buy stationery in bulk, often through a centralised point such as head office.  Branches then have to order stationery from head office.  Sometimes the branch or department buys their own stationery.  

Whatever the purchasing system, a fairly large stock of stationery should be kept.  This means that stationery should be stored in a separate room.

The stock levels of stationery must also be controlled so that the branch does not buy too much stationery and also does not run out of stationery.  All this implies that a system to control stationery should be in place.  This system should include:

· A plan to effectively control office stationery policies, procedures and strategies

· A plan to monitor, maintain and improve stock levels in accordance with organisational requirements

· Effective shrinkage controls 

· Accurate reports that reflect stationery movements for a given period.

· Documentation used for the control of stationery 

Control Stationery
Stationery room SO2 AC3
The first thing that must happen is that a separate room be allocated for stationery.  

· The room must be kept free from damp

· The room must be well ventilated and adequately lit

· The stationery room should be locked at all times.  There should be two keys to the stationery room so that someone else can access the stationery room if the person in charge of stationery is on leave.

· The stationery room should have shelves and the stationery must be stored on the shelves.

· If the internal documents of the organisation are numbered, the documents must be stored in numerical order.  Many large organisations such as banks have numbers for their documents.  If they are stored in numerical order, it is easier to control the levels of stock as well as issuing stock.

· Store heavy items near the floor so that it is easier to transport them

· Stationery items that are used often should be stored between eye and knee level.

· When new stationery has been ordered and delivered, store the new stationery behind the existing stock, so that old stock is used first.  This is called FIFO – first in first out.

Issuing stationery SO2 AC1, 5-7
· Stock should be issued on specific days or times.  If this rule is not implemented, the person in control of stationery will spend most of the day issuing bits of stationery here and there.

· Develop a form that you send to the various departments.  You can use the company’s stock requisition form if they have one.  
· The various departments have to complete the form that details what stationery they will require for the following week.  This form has to be returned to you by the afternoon of the day before you issue stationery.  In other words, if you issue stationery on Tuesdays, the form has to be on your desk by Monday afternoon before you leave work.

· On the day that stationery is issued, you issue the stationery per the order forms sent in by the various departments.  Do not issue all the pens at once, this can cause confusion.  Issue the stationery for one department and once the order has been compiled, carry on with the order for the next department.

· You can put each department’s stationery in a separate box or tray, together with their order form. 
· Once you have compiled all the orders, deliver them to the various departments.

· On delivery, ask the person who placed the order to check the order with you 

· Once the order has been checked and found correct, the person receiving the order must sign to confirm receipt.

· The order form is then filed, along with all the other order forms, as proof that the stationery was issued. 
	Stock Requisition                              No

	Department

	Quantity
	Description
	Stock Ref No

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	Received By
	Signed
	Authorised

	
	Date
	date


Ordering stationery SO2 AC2, 4, 5, 7
· If you order from head office, orders usually have to be sent by a specific day, say Monday, for delivery by a specific day, say Thursday.  In this case you will have to complete a stock requisition form.

· If you order from a stationery supplier, you will have to complete an order form which is sent to the supplier.  They can usually deliver stock on the same day or the next day.  Make it a point to order stationery on a specific day of the week.  It makes sense to do this right after you have issued stationery to the various departments.  You have just been in the stationery room and know which items are running low and must be ordered.

· When new stationery is delivered, check the delivery against the delivery note or invoice to make sure that all the items have been delivered.

· If you order from a stationery supplier, also check the prices to make sure that they are correct.
· Once you have checked the delivery note, make sure that you put the stationery away immediately.  If you leave it lying around, you are encouraging pilferage.

· It might be that your organisation has arrangements with specific stationery suppliers.  If this is the case, you will have to order stationery through them.  If not, you can always shop around for better prices at other stationery suppliers.

Stock Control SO2 AC2-4, 5, 7
It is important to exercise strict control measures over stationery.  There are many reasons for this:

· Some documents used in an organisation are for internal use only and can be regarded as confidential document.  As an example, banks have a record of the signatures of their clients and these are recorded on “signature cards”.  It is obvious that these cards, whether they have been completed or not, should not be lying around.

· Carrying stock costs the organisation money: toner cartridges for printers and faxes can cost more than R1000 each, for example.  Having ten of these in stock, means that more than R10000 of the organisation’s capital is tied down in stock.  This might not sound like a lot of money for a big organisation, but if the organisation has 120 branches and each branch has 10 toner cartridges in stock, it means effectively that R120 000 of the organisation’s money is tied up in one stock item! 
· Storing stock takes up space that the organisation pays for, so the storage space should be limited as much as possible.  If the storage room is 6m x 10m the total space taken up is 60m2.   if the organisation pays R500m2 it means that storing stationery costs the branch R30000 per month. Multiply that by 120 branches and it means that the organisation pays for storing stationery a total of R3 600 000 per month!
This means that stationery must be kept to a minimum as far as possible.  Of course, you should never run out of stationery either, so you will have to make sure that you always have enough stationery to satisfy the needs of the branch.  For example, you must always have at least one, maybe two toner cartridges in stock.  If the fax runs out of toner and there is no cartridge, the company could lose business since faxes cannot be printed.

· You have to take stock regularly to ensure that you don’t run out

· You also have to find out how much stationery is used in the branch

· You also need to know how much stationery is used by the different departments so that you can determine the optimal (best) levels of the different stationery items.  

Determine minimum and maximum levels

This is why you file the order forms from the various departments, so that you can find out how much of each stock item they use.  By combining the use of all the departments, you can determine the stationery needs for each department. 

From the combined use per department, you can work out weekly and daily use of stationery for the branch.  Once you know the average use of the branch, you look at how long delivery of stationery usually takes.  As an example, if you order from head office, and delivery takes 7 days, you have to keep at least 10 days’ worth of stock to make sure that you don’t run out.  This is only quoted as an example, you will have to find out what the policies and procedures of the organisation are regarding minimum stationery stock levels.
Once you have worked out the minimum stock levels, you can work out the maximum levels.  In the example quoted above, keeping stock for 15 to 20 days’ use could be more than enough. 

Bear in mind that for certain items, you might have to keep stock levels that are higher than the minimum you calculated.  If your branch has 2 fax machines and 10 printers that all use toner cartridges, a minimum level of 1 or 2 might not be enough.  It can happen that more than two cartridges run out of toner at the same time.  in this case, you have to calculate how long the toner cartridge for each printer and fax usually lasts.  Then you have to look at the last time new cartridges were installed for each piece of equipment.  From this you can work out approximately when the cartridges will have to be replaced and you have to order cartridges so that they arrive in time.

Stock sheet

You will use a stationery stock sheet for each stationery item.  On this stock sheet, you will indicate the details of the item, the date new stock was received, the balance held in stock.  You will also indicate how the stock was issued to the different departments and the balance held in stock after items were issued to the different departments.  The minimum and maximum levels of stock will also be shown on the stock sheet.

See handout 2 for an example of a stock sheet. 
Stock taking

Stock taking, where the actual levels of stock are compared to the stock records on the stock sheets, should take place regularly.  Organisations have policies and procedures in place regarding stock taking and the person responsible for stationery should check stock levels at the same time that other departments are taking stock.

A report of the stock levels, the usage of stationery and any discrepancies should be done and sent to the branch or department manager once the stock taking has been completed.
List of stationery items typically used SO2 AC1
	Adhesive tape
	Compliment slips

	Computer diskettes : stiffy, CD-ROM writeable and rewritable
	Disk labels

	Disk storage boxes
	Double adapters and multi plugs

	Envelopes – different sizes and types
	Executive desk pads (ruled paper, size A4)

	Extension cables
	Fax forms / letterheads

	Fax ink or toner cartridges
	File folders

	File labels
	Filing punches (paper punchers light and heavy duty – 2, 4 and 6 holes)

	Forms pre-printed: stationery requisitions, order forms, annual leave forms, etc
	Glue sticks and adhesive gum

	Flip chart paper
	Letterheads – typing paper in which the company name, logo, registration number, VAT number, contact details and names of directors are printed

	Lever arch files
	Map pins, drawing pins

	Marker pens
	Masking tape

	Memos
	Mouse pads

	Note pads / scrap pads
	Paper clips

	Pencil holders
	Pencil leads for clutch pencils

	Pencils – regular, clutch, drawing
	Pens – ballpoint, felt tipped, different colours and sizes

	Photo copier ink or toner cartridges
	Photo copy paper

	Printer ink or toner cartridges
	Rubber bands (elastic bands)

	Rubber stamps and ink pads
	Rulers

	Scissors
	Staplers and staples – light and heavy duty

	Whiteboard markers
	


Formative Assessment 2: Group activity SO2 AC 1-7
SECTION 3: CONTROL MEASURES

Outcomes
Implement control measures with individuals

Assessment criteria
· Contracted control measures are implemented and non-conformances are identified for reporting to person with the authority to deal with them 

· Non-conformances are recorded and corrective actions negotiated according to organisational requirements

· Reported non-conformance is handled in accordance with organisational policies and procedures and is duly recorded

Human Resources
Human resources are the most valuable resource of any organisation.  Without human resources, nothing else would happen in any organisation:  humans are needed to drive the vehicles, input data into computers, ensure that machinery works properly, etc.

Organisations spend lots of money every year in training their employees either through on the job training or formal training and this valuable resource of the organisation should be managed as well as possible through the correct leadership style, motivation, communication and the correct use of the disciplinary code.

Usually the Human Resources Department is responsible for the control of human resources.  However, every department and section is also responsible for controlling human resources allocated to them.

It is the first line supervisor and departmental manager’s job to ensure that people arrive for work, don’t take longer lunch breaks than allowed, don’t leave earlier than they are supposed to, overtime figures are given to HR Department, names of employees who are entitled to bonuses are given to HR Department, and so on.

The first line supervisor will be responsible for the employees on his team and the departmental manager will be responsible for controlling his first line supervisors.

Process Of Control SO3 AC1
The work of individual employees have to be controlled in order to ensure: 

· that they are following the correct processes and procedures

· that the goals and objectives of the organisation are met and

· that the resources of the organisation are being used properly.

If you have to control the work activities, it stands to reason that you have to know what you have to control – the specific work process, how you will know if the work is being done correctly and how you will know if there are errors in the work process.  You have to make sure that everyone, including yourself, is doing what they are supposed to be doing, to the correct standard, in time, so that your section or department will meet the goals and objectives as set by your manager.

In order to control the work of individuals, it is important to follow a procedure.

Standards Of Performance

You first have to know how the work should be done.  
This is called a standard of performance.  The organisation will have an operations manual that will give details of the standards of performance of the various activities that have to be done.

I can compare this to baking a cake or planting mealies.  If you have to bake a chocolate cake for a function, and you bake an orange flavoured cake instead, you have not performed according to the standards.  The cake might be perfect, but a chocolate cake was required, not an orange flavoured cake.  If you planned on planting mealies and you plant sunflower or peanuts instead, you have not performed according to the standards.  The standards required you to plant mealies.

The purpose of control is to ensure that mistakes do not happen and, if they do happen, that you can recognise the error in time to do something about it.

You need to realise that you are baking the wrong cake before the cake has been baked and is ready for icing.  You have to realise during the mixing of ingredients or the pouring of the mixture into the pans that you are doing the wrong thing.  The same principle applies with the planting of mealies – when you only realise at harvesting time that you have planted sunflowers and not mealies, it is a bit late.  The sooner you realise you are doing something wrong, the better.  This is the purpose of control.

How to measure actual performance

Then you need to find out how you will know if the work is being done correctly or not.  This will also be found in the operations manual.

· Are you doing the job right every time – Are you delivering the correct goods to the correct clients every day?

· Are you working fast enough – how many deliveries do you make every day? Is it in accordance with the requirements of the job?
· Are you using the resources with care – how do you drive the delivery truck – carefully or with a don’t care attitude?  Do you check the tires, oil and so on regularly?

· Do you do your work with a high level of customer satisfaction – how do you treat customers?

· What about the way you dress to work – is your dress appropriate?

· What about administration – do you complete all the necessary forms on time?

These are only a couple of examples of measuring a person’s performance.  The information will be found in the operations manual.  If your organisation does not have an operations manual, you will have to develop one, so that every employee knows exactly what is expected of them.

Evaluate Deviations SO3 AC2
Now that you know what has to be done and how to measure the performance, you can find out if there are deviations.  A deviation is a difference between the actual performance and the required performance.

You have to specify:

· What the deviations are – only delivered half the goods for the day
· what caused them – an accident; heavy traffic on the highway; did the employee arrive late for work or take a long lunch break; etc?
· and what should be done to put it right – take disciplinary steps, investigate alternative routes, etc.
You have now determined that you are baking an orange flavoured cake and not a chocolate cake.  How did this happen, what systems can you put in place to ensure that it does not happen again and what can you do right now to remedy the situation?

You have to explore everything that could be responsible for the deviation during the evaluation process, to ensure that an error does not slip in again without you noticing.  You also need to know all the causes of the error in order to work out a plan to take corrective action.

Take Corrective Action 
This is the action you take to correct the difference between the standards of performance and the actual performance – how you are going to fix the problem so that it does not happen again.

What are you going to do with the batter of the orange flavoured cake: are you going to bake the cake and try to sell it to someone else, are you going to make fairy cakes (little cakes each in their own paper cup) out of the batter, are you going to add cocoa and sugar to the orange flavoured batter and sell it as an orange flavoured chocolate cake?  What are you going to do in future to ensure that this does not happen again? For example, put the ingredients for a chocolate cake and an orange flavoured cake in separate cupboards that are clearly marked.
Once you have worked out the corrective action to be taken, you must implement the action and then start the control process all over again:
In our example of the delivery truck, you would take disciplinary action against the driver who arrived late, or institute alternative routes.

Discipline SO3 AC3
Discipline is necessary in any organisation just as it is necessary in a family, on the sports field, during the playing of games and just about every aspect of life.

In an organisation discipline is required in order for the organisation to achieve its goals and objectives.  If employees arrive late for work and leave early, productivity deadlines will not be met.  When productivity deadlines are not met the organisation does not make a profit.  If the organisation does not make a profit it will close its doors and everybody will lose their jobs.

What this means in effect is that, if some of your employees are guilty of slack timekeeping with regards to working hours, they could cause you to lose your job.  In fact, any employee who is satisfied with this state of affairs lives in a dream world.  Businesses exist to make a profit and employees owe their employers the agreed upon hours of work in order to help the business make a profit. 
The purpose of discipline and disciplinary procedures in an organisation is to correct unacceptable behaviour and work performance in employees.  Sometimes the employees may not even be aware that their behaviour is unacceptable and a little nudge in the right direction will bring it to their attention.  Sometimes the employee may be experiencing personal problems at home and the unacceptable behaviour is the symptom of a deeper problem.

When an employee signs the employment contract, s/he agrees to abide by the disciplinary code as well as to do the work according to the performance standards as required by the organisation, and also the hours of work.  The employment contract is a legally binding document and it is on the basis of this that disciplinary action can be taken.

Behaviour that requires discipline to be maintained and disciplinary action to be taken:

· Regularly arriving late for work.

· Leaving early on a regular basis.

· Not adhering to the times set for lunch and tea breaks.

· Not achieving production targets.

· Making too many mistakes.

· Not doing the job according to company policies and procedures.

· Not doing the work according to health and safety rules and regulations.

· Refusing to do the work you are being paid for.

· Instigating other employees to not work productively.

· Spreading false rumours. 

· Leaking of confidential information about other employees, the organisation and the organisation’s customers.

· Stealing the organisation’s property, and so on.

The list is long and is usually explained in detail in the company’s disciplinary code.  Most of the behaviours listed in disciplinary codes are behaviours that impact negatively on the organisation’s profitability, putting all the employees’ jobs at risk.

The purpose of discipline is to:

· Correct unacceptable behaviour.

· To determine the reason for the unacceptable behaviour.  Sometimes employees will arrive late for work for a period of time due to the serious illness of a family member at home or some other valid reason.  If this is the case, the manager can assist the employee to solve the problem and in that way help the employee to arrive for work on time.

· To ensure that the employee understands why the behaviour is unacceptable.

· To give the employee the opportunity to improve unacceptable behaviour.

There will be guidelines in the disciplinary code regarding the type of disciplinary action and how many occurrences will be allowed before the employee’s services are terminated.  It has to be noted that all forms of disciplinary action will be noted on the employee’s personnel file. 

Examples would include: 
· Verbal warnings: how many verbal warning will be issued before a written warning is issued and for what period of time the warning will remain on the employee’s file.

· Written warnings: how many written warnings will be issued before a disciplinary enquiry will follow and the period of time the warnings will remain on the employee’s file.

· Disciplinary hearing: the procedures to be followed and what the outcome would be if the employee were found guilty.

This does not mean that employees do not have recourse if they feel they are being treated unfairly.  The Grievance procedure goes hand in hand with the disciplinary code.  The grievance procedure gives the employees recourse against unfair treatment by management.  The procedure that an employee must follow will be stipulated in the grievance procedure.

Formative Assessment 3: Group activity SO3 AC 1-3
Final Formative Assessment: Individual Activity
FORMATIVE ASSESSMENTS
Formative Assessment 1: Group activity SO1 AC 1-4
· Discuss your organisation and make a list of what you think would be confidential documents and information.

· What systems and procedures does your organisation have to protect confidential documents and information?

· How are documents secured? Describe the procedure as well as the time frame – when a confidential document is handed over to an employee, when should the document be returned.

· If you do not know the procedures of your organisation, develop a procedure

If you are not employed, do the following:

· Find out from the college what information is considered confidential

· How does the college ensure that confidential information is protected against unauthorised access?  
· How are documents secured? Describe the procedure as well as 

· Make notes for yourself.
Present your findings to the rest of the class.

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	


Formative Assessment 2: Group activity SO2 AC 1-7

· Develop a plan to effectively control office stationery for your organisation or the college.  The plan must include policies, procedures and strategies.

· How will you monitor, maintain and improve stock levels for your organisation or the college? Describe the procedures you will follow

· Develop procedures to control shrinkage

· Design the following forms on a computer:

· Stationery stock sheet

· Stationery requisition form

· Be sure to note all the above

· Present your findings to the rest of the class

· The class must evaluate every presentation as follows:

· Will the procedure ensure the effective administering of stationery?

· Are the documents used to control stationery accurate and complete?

· What improvements could be made to the system?

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	


Formative Assessment 3: Group activity SO3 AC 1-3

Discuss the disciplinary procedures in your organisation (or find out from the college what the disciplinary steps are) for the following:

· Regularly arriving late for work.

· Leaving early on a regular basis.

· Not adhering to the times set for lunch and tea breaks.

· Stealing the organisation’s property

· Leaking of confidential information about other employees, the organisation and the organisation’s customers

Prepare a presentation on any one of the above transgressions.  Your presentation should include:

1. The impact the transgression has on the organisation

2. Who should you report the transgression to?

3. How would you record the transgression?

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	


Final Formative Assessment: Individual Activity

	Specific Outcome 1: Control and deal with confidential information and documents
Assessment Criteria
· Confidential information is defined and described for a specific organization

· The system and procedures used for dealing with confidential information is explained with examples

· Documents are secured in an appropriate manner and within an agreed time frame

· Utmost care is taken to avoid compromising any relevant stakeholder

	1. List three types of confidential information that can be found in an organisation

	3

	2. List four things that should be done to limit access to confidential information when manual procedures are followed

	4

	3. List two ways in which individual computer users can protect their passwords

	2

	Specific Outcome 2: Control and evaluate ordering and distribution of office stationery
Assessment Criteria

· A plan is presented to effectively control office stationery policies, procedures and strategies

· Plans are developed on how to monitor, maintain and improve stock levels in accordance with organisational requirements

· Effective shrinkage controls are developed and implemented for an organisation

· Evidence of accurate reports are produced reflecting stationery movements for a given period.

· The control of the administration system and procedures is explained and applied to ensure effective administering of stationery

· Documentation used for the control of stationery in an accurate, complete way, which complies with requirements is explained to employees

· Effective stationery control procedures, systems and follow up actions are evaluated and explained


	4. List four things that should apply to the room where stationery is kept

	4

	5. describe a procedure for issuing stationery

	9

	6. List three reasons why you should not have too much stationery 

	3

	Specific Outcome 3: Implement control measures with individuals
Assessment Criteria

· Contracted control measures are implemented and non-conformances are identified for reporting to person with the authority to deal with them 

· Non-conformances are recorded and corrective actions negotiated according to organisational requirements

· Reported non-conformance is handled in accordance with organisational policies and procedures and is duly recorded

	7. List four purposes of disciplinary action

	4

	8. List four behaviours that can lead to disciplinary action

	4

	9. Where would you find out what the appropriate steps to take are when disciplinary action has to be taken against an employee

	2

	TOTAL
	35
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