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Dear Learner,
Welcome to this Learning programme. We trust that this Learning programme will be of great value to
you during your studies and in your new learning experience. To succeed in anything in life requires a lot
of hard work.
It will be expected of you to work through this study guide with a great deal of attention. It provides you
with information on how to work through the material, details exactly what will be expected of you and
what objectives you need to achieve during the study of this Learning programme.
•

Complete your assignments with dedication and submit them in time.

•

Complete the self-study sections for your own benefit. The self-study sections provide you with
the opportunity to practice what you have learnt.

•

Act as adult learners

The theory you are learning helps you to understand why you are doing things in a specific way. It also
gives you a way to compare what you are doing to the way others do things. However, the only way to
become competent is by doing the actual work according to the unit standards. This Learning
programme provides you with a step-by-step method that you must apply to all unit standards.
As all parties to this learning intervention have duties and responsibilities to fulfil, so do you, in your
capacity as the learner. On the final page of this section, you will find a commitment letter which serves
to confirm your commitment to this learning intervention. Please read it and sign it, if you agree
thereto. Should you not agree, please notify your facilitator so that the matter can be resolved.
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Use of the Learner Guide
There are four (4) unit standards in this Learner Guide.
Skills Programme 1: The office environment and its requirements
U/S number

Unit Standard name

Level

Cr

10170

Demonstrate understanding of employment relations in an organisation

Level 3

3

13937

Monitor and control office supplies

Level 3

2

13931

Monitor and control the maintenance of office equipment

Level 3

4

13935

Plan and conduct basic research in an office environment

Level 3

6

A specific goal is given for each lecture or theme. You will have to attain a number of objectives to attain the goal
of each session. First read the objectives to focus your thoughts on the information that may be relevant to attain
the objectives. Once you have your thoughts focussed, skim or scan the course work prescribed for each theme to
orientate you with the material you have to study.
During classes an overview of a theme will be given, after which a number of problems and/or questions will be
discussed. You are advised to develop a concept map of each theme that not only represents each theme visually,
but also relates the different components.
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MODULE STRUCTURE

Module 1

The office environment and its requirement

Module 2

Co-Ordination, bookings and business

*
You are here

documents

Module 3

Meeting communication and information

Module 4

The workplace and staff

Module 5

Business calculations

Module 6

Business Environment
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NATIONAL CERTIFICATE: BUSINESS ADMIN
SERVICES
MODULE 1 | US 10170

DEMONSTRATE UNDERSTANDNG

OF EMPLOYMENT RELATIONS IN AN ORGANISATION
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This unit standard is intended for persons who hold, or seek to hold, a supervisor or shop steward position.
Persons credited with this unit standard are able to contribute to the effective functioning of an organisation
by understanding the roles of various stakeholders in the organisation, and understanding agreements,
policies and procedures related to employment in the organisation.

Unit Standard 10170
SPECIFIC OUTCOMES AND RELATED ASSESSMENT CRITERIA
SO 1 DEMONSTRATE UNDERSTANDING OF THE VARIOUS STAKEHOLDERS AND THEIR ROLES IN AN ORGANISATION
AC 1
AC 2

Identify different stakeholders including management and organised labour
Explain the roles of the identified stakeholders

SO 2 DEMONSTRATE UNDERSTANDING OF ORGANISATIONAL POLICIES AND PROCEDURES RELATED TO EMPLOYMENT
AC 1
AC 2
AC 3

Identify relevant policies and procedures
Provide a satisfactory explanation of the mechanics of grievance and disciplinary procedures
Correctly utilise grievance procedures

SO 3 DEMONSTRATE UNDERSTANDING OF EMPLOYMENT RELATED AGREEMENTS
AC 1
AC 2

Correctly identify various types of agreements
Correctly identify, describe and explain relevant conditions of employment in an organisation

CRITICAL CROSS FIELD OUTCOMES
UNIT STANDARD CCFO COLLECTING
Collect, analyse, organise and critically evaluate information by, e.g.,
Identifying stakeholders and their respective roles.
Identifying organisational policies and procedures.
Identifying, describing and explaining employment agreements
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All qualifications and unit standards registered on the National Qualifications Framework are public
property. Thus the only payment that can be made for them is for service and reproduction. It is illegal to
sell this material for profit. If the material is reproduced or quoted, the South African Qualifications
Authority (SAQA) should be acknowledged as the source.

SOUTH AFRICAN QUALIFICATIONS AUTHORITY
REGISTERED UNIT STANDARD:

Demonstrate understanding of employment relations in an organisation
SAQA US ID

UNIT STANDARD TITLE

10170

Demonstrate understanding of employment relations in an organisation

SGB NAME

REGISTERING PROVIDER

SGB Human Resource Management and Practices
FIELD

SUBFIELD

Field 03 - Business, Commerce and Management Studies

Human Resources

ABET BAND

UNIT STANDARD TYPE

NQF LEVEL

CREDITS

Undefined

Regular

Level 3

3

REGISTRATION

REGISTRATION START

REGISTRATION END

SAQA DECISION

STATUS

DATE

DATE

NUMBER

Reregistered

2005-09-13

2008-09-13

SAQA 0160/05

PURPOSE OF THE UNIT STANDARD
This unit standard is intended for persons who hold, or seek to hold, a supervisor or shop steward position.
Persons credited with this unit standard are able to contribute to the effective functioning of an organisation by
understanding the roles of various stakeholders in the organisation, and understanding agreements, policies and
procedures related to employment in the organisation.

LEARNING ASSUMED TO BE IN PLACE AND RECOGNITION OF PRIOR LEARNING
It is assumed that people starting to learn towards this standard are able to:
• communicate effectively at least at NQF level 2
• explain basic organisational functions.
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Specific Outcomes and Assessment Criteria:
SPECIFIC OUTCOME 1
Demonstrate understanding of the various stakeholders and their roles in an organisation.

ASSESSMENT CRITERIA

ASSESSMENT CRITERION 1
1. I can correctly identify different stakeholders
ASSESSMENT CRITERION RANGE
Stakeholders include management and organised labour

ASSESSMENT CRITERION 2
2. I can correctly explain the roles of the identified stakeholders.

SPECIFIC OUTCOME 2
Demonstrate understanding of organisational policies and procedures related to employment.

ASSESSMENT CRITERIA

ASSESSMENT CRITERION 1
1. I can correctly identify relevant policies and procedures.

ASSESSMENT CRITERION 2
2. I can provide a satisfactory explanation of the mechanics of grievance and disciplinary procedures.

ASSESSMENT CRITERION 3
3. I can correctly utilise grievance procedures.

SPECIFIC OUTCOME 3
Demonstrate understanding of employment related agreements.

ASSESSMENT CRITERIA
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ASSESSMENT CRITERION 1
1. I can correctly identify various types of agreements.

ASSESSMENT CRITERION 2
2. I can correctly identify, describe and explain relevant conditions of employment in an organisation.

UNIT STANDARD ACCREDITATION AND MODERATION OPTIONS
1. Anyone assessing a learner against this unit standard must be registered as an assessor with the relevant ETQA.
2. Any institution offering learning that will enable achievement of this unit standard or will assess this unit
standard must be accredited as a provider with the relevant ETQA.
3. Moderation of assessment will be overseen by the relevant ETQA according to the moderation guidelines in the
relevant qualification and the agreed ETQA procedures.
4. Therefore, anyone wishing to be assessed against this unit standard may apply to be assessed by any
assessment agency, assessor or provider institution that is accredited by the relevant ETQA.

UNIT STANDARD ESSENTIAL EMBEDDED KNOWLEDGE
Knowledge considered to be critical evidence of competence is included in the assessment criteria explicitly, or can
be inferred by performance. This includes knowledge on
• Employment related procedures
• Centralised and decentralised agreements
• Basic principles of organised labour (see assessment criterion 1.2).

Critical Cross-field Outcomes (CCFO):
UNIT STANDARD CCFO COLLECTING
Collect, analyse, organise and critically evaluate information by, e.g.,
• Identifying stakeholders and their respective roles.
• Identifying organisational policies and procedures.
• Identifying, describing and explaining employment agreements

UNIT STANDARD CCFO DEMONSTRATING
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Demonstrate an understanding of the world as a set of related systems by, e.g.
• providing a satisfactory explanation of the mechanics of grievance and disciplinary procedures.
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US 10170

DEMONSTRATE UNDERSTANDNG OF

EMPLOYMENT RELATIONS IN AN ORGANISATION
THE VARIOUS STAKEHOLDERS AND THEIR ROLES IN AN ORGANISATION
A corporate stakeholder is a party who affects, or can be affected by, the company's actions. The term and
function has gained wide acceptance in business practice and in theories relating to strategic management,
corporate governance, and business purpose.
Stakeholders are groups of people who have an interest in a business organisation, whether they are internally
involved in the organisation or if they are externally involved in the organisation. Any involvement in an
organisation, they are known as stakeholders. Some of these people could even be classified as both internal and
external, depending on their relationship with the organisation. Let’s look at some examples of stakeholders as
well as their positions in companies, below:
•

Owners of companies are mostly internal stakeholders as they form an integral
part of the organisation. They are responsible for the general direction, growth
and executive management of the organisation. Their input and management of
the organisation determines whether the organisation will continue to survive and
be profitable to the investors and other stakeholders. The number of owners and
the roles they carry out differ according to the size of the firm. In small businesses
there may be only one owner (sole trader) or perhaps a small number of partners
(partnership). In large firms there are often thousands of shareholders, who each
own a small part of the business.

•

Shareholders are mostly internal stakeholders as they have loyalty to the organisation because their
interest in the organisation is in the form of their capital which they have invested in the organisation.
The better the organisation performs, the more attractive the growth in shares will be, thus attracting
more shareholders. The more shares the organisation sells, the more capital it gains, giving it the
opportunity to grow even more.

SDA | MODULE 1 | STUDENT GUIDE

11

•

•

Managers are mostly always internal stakeholders in
organisations as their role in the organisation is one of either the
day-to-day- or staff management of the organisation. The better
they perform their roles and responsibilities, the higher the profit
margin of the organisation as well as the employee satisfaction.
When these items are at their optimum levels, the organisation
usually performs very well. Managers are responsible for the
following functions in the organisation: organising, making decisions, planning, control and they are
accountable to the owner(s).

•

Staff or employees (also known as organised labour) are
internal as they function internally in the organisation
performing the tasks required to keep the organisation
functioning and profitable. By making the organisation one of
high regard, thus creating a need with prospective employees
to want to work at the organisation, the organisation is able to
attract the services of top employees to enhance their
workforce. A business needs staff or employees to carry out its
activities, employees agree to work a certain number of hours in return for a wage or salary, Pay levels
vary with skills, qualifications, age, location, types of work and industry and other factors.

•

Customers are external stakeholders to the organisation as they do not function in the organisation, yet
their roles are of extreme importance. Without
the customers buying the products of the
organisation, or the organisations understanding
and meeting the needs of their customers, they
will fail to make a profit or, indeed, survive.

•

Suppliers are external stakeholders as they do
not function within an organisation, although
they form an integral part of the organisation by providing it with the necessary good or products. By
ensuring that the organisation has a set base of suppliers who continuously supplies it with products of
the highest quality, the organisation can produce its goods to its’
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•

set standards. Businesses should have effective
relationships with their suppliers in order to get quality
resources at reasonable prices. This is a two-way process,
as suppliers depend on the firms they supply.

•

The community is an external stakeholder as they do not
function within the organisation but they may have a say
in the operations of an organisation. When there is an
environmental matter that must be adhered to and the community in close proximity of the organisation
can/will be affected, they will have a say in the outcome thereof. Firms and the communities they exist in
are also in a two-way relationship. The local community may often provide many of the firm’s staff and
customers. The business often supplies goods and services vital to the local area, but at times the
community can feel aggrieved by some aspects of what a firm does, such as high noise levels or pollution.

•

Governments are external stakeholders in organisations as they govern the applicable laws to which the
organisations have to adhere to in their trade relations. Organisations talk to governments on issues such
as health, food and agriculture policies, helping to deliver healthy and educated communities.
Economic policies affect firms’ costs (through taxation and interest rates. Legislation regulates what
business can do
in areas such as the environment and occupational safety and health. Successful firms are good for
governments as they create wealth and employment in the countries.
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ORGANISATIONAL POLICIES & PROCEDURES RELATED TO EMPLOYMENT
Most employers produce policies that set out the rules and procedures that their staff needs to know. Policies on
health and safety for example, help employees to understand what the employer expects of them, and how they
should carry out certain activities. They also advise employees of the rules and rewards available to them. Clear
policies will help a business to identify and prevent potential risks to the employees and ensure that it complies
with the law. They will also help to create a culture where issues are dealt with fairly and consistently.
Policies generally aren't contractually binding, but where they give specific rights and responsibilities they may be
enforceable. The policies that organisations implement will depend on the size and nature of the business.
Different policies will be more pertinent to some businesses than others. For example, if the staff operates
machinery, it may be a good idea to implement a specific policy on drugs and alcohol use. There are many
benefits to having suitable employment policies in place. Setting standards is the key to healthy employeremployee relations. It can reduce the need for disciplinary and legal action. It may also increase productivity and
morale as well as help employee retention. Clear policymaking can also be positive for a business' image
externally among clients and the local community. Aside from boosting the organisations’ reputation, it can also
help in attracting new staff to the business.
As is the case in any relationship, smooth sailing is never guaranteed. There will be times when either party
may have grievances with the other or when there will be disputes. Just as a pressure cooker needs the
pressure valve to release pressure or it will explode, so it is beneficial to set up certain mechanisms and
procedures within the employment relationship to deal with conflict issues as constructively as possible. This
section focuses on labour relations in the workplace.
A grievance arises when an employee is dissatisfied with a matter within the business. Typical grievances may
concern pay, working conditions, discrimination or unfair treatment by the employer. In any business workers
must be encouraged to express their grievances so that the cause of the grievance can be identified. The manner
in which the grievance is investigated and addressed is critical to the final result. There should be a collective
agreement in which the grievance procedure clearly outlines the process a worker is to follow should there be a
grievance. It is important for the organisation to ensure that they have explained to the employees what these
procedures are. Clarification on this process eases the stress on both the employees and employer as both will
know exactly what is required of them when such instances occur.
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The following is an outline of what the processes are in the handling of the procedures when such disputes arise:
•

The employer should investigate the alleged breach or a rule with the idea of gathering information to
determine whether there are grounds for the dispute.

•

If there is sufficient evidence, the employee must be notified of the breach in writing, in a language which
they understand.

•

The employee has to be given an opportunity to state their case in response to the allegation.

•

The employee should be allowed at least 48 hours to prepare their case and also needs to be informed of
their entitlement to the assistance of a shop steward or a fellow employee.

•

When the opportunity arises for the employee to state their case, the employer should clarify with the
employee that they have understood the letter of notification as well as the charge against them.

•

The employer should then put the charge to the employee who must then be given the opportunity to
present their case. When it is the turn of the employee to state their case, the employer should listen and
weigh the employee’s evidence against the employers and then determine guilt on the grounds of
balance of probability.

•

The employee must be informed about the decision verbally as well as in writing. The appropriate
sanction should only be decided upon after the verdict of guilty has been reached and conveyed to the
employee and the mitigating and aggravating circumstances have been taken into account.

•

If the employee is dismissed, the decision must be communicated to the employee, preferably in writing.
This must be accompanied by the reason of the dismissal and explained in such a way that they can truly
understand it.

•

It must be communicated to the employee that they have the right to refer the decision to a council with
jurisdiction, to any dispute resolution procedure established in terms of a collective agreement or the
CCMA.
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DEMONSTRATE UNDERSTANDING OF EMPLOYMENT RELATED AGREEMENTS
The contract of employment is the basis of the employment relationship, but it is subordinate to the statutory
laws. A contact of employment is basically an agreement whereby one legal party (employee) agrees to make
their personal services available to another legal party (employer), to perform duties defined by the employer
under the employer’s supervision in return for an agreed wage for a fixed or indefinite period until termination of
the contract. The duties of the employer:
•

To provide work for the employee

•

To remunerate the employee

•

To provide a safe working environment

•

To adhere to the terms of the contract

The duties of the employee:
•

To maintain reasonable levels of performance

•

To follow reasonable instructions

•

Not to compete with the employer’s business

•

To refrain from misconduct that can lead to the cancellation of the contract

In a written contract the duties and obligations of both parties are included. Some of these are:
•

Job description of the duties and responsibilities of the job

•

Remuneration

•

Hours of work

•

Leave

•

Period of the contract

•

Protection of the company’s interests (restraint of trade)

•

Safety rules

•

Disciplinary rules

•

The person’s position, including the job title and as well as the name and position of their immediate
supervisor

•

Salary, starting salary, review dates and bonuses
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•

Working hours, normal working hours, tea and lunch breaks and overtime

•

Annual leave, the amount of annual leave and whether the person can cumulate leave

•

Sick leave, when medical certificates are required

•

Public holidays, identify the public holidays

•

Medical aid, rules and requirements of the medical aid scheme, if relevant

•

Work to be done, not only the details of the job description, but also stipulates that the person may
be called upon to perform any other duties that may reasonably be expected of them.

•

Provident and pension fund membership

•

Performance standards

•

Performance reviews

•

Termination of employment, informs the person of when notice is required

•

Maternity leave

•

Life insurance

Parties may agree on the contractual terms, without it being documented and signed, this will result in a

verbal agreement/contract. With this type of contract it is often difficult to adjudicate a dispute as it
amounts to one person’s word against another’s.
A tacit contract arises when the past behaviours of the two parties comprise the terms and conditions of
employment. For example; let’s assume that an employee has been working for an employer for the past
three years and has worked from 8h30 to 16h30 daily, five days a week. They have been given seven days
holiday a year and have been paid a monthly wage of R2500-00.
In this case (in the absence of any agreements or statutory laws), the rights of the employee would be based
on the tacit terms identified above. This form of contract is the most risky. In the event of a dispute, one can
only rely on past behaviour, which may be interpreted differently by each party.
There are a couple of relevant statutory laws which govern employers as well as employees. Here is a brief
explanation of each of them:
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The Labour Relations Act 66 of 1995
The LRA defines an employee as:
•

Any person, excluding an independent contractor, who works for another person or for the State and
who receives, or is entitled to receive, any remuneration; and

•

Any person who in any manner assists in carrying on or conducts the business of an employer

The act aims to advance economic development, social justice, labour peace and the democratisation of the
workplace by fulfilling the primary objects of this act, which are:
•

To give effect to and regulate the fundamental rights of all South Africans

•

To promote collective bargaining and collective agreements

•

To promote worker participation at the workplace

•

To promote dispute resolution

The Basic Conditions of Employment Act 75 of 1997
The Act applies to all employees, domestic workers and farm workers included. Some provisions in the Act,
however, do not apply to certain categories of employees. It is an offence on the part of a small business
owner to ignore the minimum conditions stipulated in the terms of the Act. This Act covers the following
areas:
•

Working time

•

Leave

•

Employment and remuneration particulars

•

Termination of employment

Unemployment Insurance Act 30 of 1966
This Act provides for the payment of benefits to contributors to the Unemployment insurance Fund. The
employer is obliged to register employees with the fund and to make the relevant contributions. Persons who
qualify as contributors contribute 1% of their gross earnings on a monthly basis to the fund, while their
employers also contribute 1%.
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Occupational Health & Safety Act 85 of 1993
The employer has a duty to provide a safe working environment which is without risk to the health of the
employees. The employer has to make certain that they know their duties in ensuring a healthy and safe
working environment. Some of the general duties of the employer include:
•

Providing and maintaining a working environment that is safe and without risk to the health of
employees

•

Providing and maintaining systems of work that are safe and without risks to health

•

Taking steps to eliminate or mitigate any hazard or potential hazard to the safety or health of the
employees, before resorting to personal protective equipment

•

Making arrangements to ensure safety and the absence of risks to health in connection with the
production, processing, use, handling, storage or transport of articles or substances

•

Providing the necessary instructions and training to ensure employee’s health and safety at work

•

Not permitting any employee to do any work unless the precautionary measures have been taken

Some of the general duties of the employees include:
•

Taking reasonable care to ensure the health and safety of themselves and others

•

Co-operating with the employer to fulfil any duty or requirement imposed by this Act

•

Carrying out lawful orders and obeying the health and safety rules and procedures laid down by the
employer or by anyone authorised thereto by the employer, in the interest of health and safety

•

Reporting any situation which is unsafe or unhealthy as soon as practically possible

•

Reporting any accident in the workplace which has caused or not caused harm to themselves or any
other employee

Compensation for Occupational Injuries and Diseases Act 130 of 1993
This Act provides for the compensation of employees who are injured in accidents which occur during their
normal course of employment. Employees are compensated irrespective of whether the injuries or diseases were
caused by their own negligence, the employer’s negligence or that of any other person. Benefits are aid in three
categories; Temporary disability, permanent disability and to the dependants of the employee who have died as a
result of their injuries or illnesses.
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The Employment Equity Act 60 of 1998 The purpose of this Act is to promote:
•

Equal employment opportunity and fair treatment in employment through the elimination of unfair
discrimination by all employers

•

The implementation of affirmative action measures by designated employers

You are now ready to go through a check list. Be honest with yourself.
Tick the box with either a √ or an X to indicate your response.

□

I am able to contribute to the effective functioning of an organisation by understanding
the roles of various stakeholders in the organisation,

□

I am able to identify and explain agreements, policies and procedures related to
employment in the organisation.

You must think about any point you could not tick. Write this down as a goal.
Decide on a plan of action to achieve these goals. Regularly review these goals.

My Goals and Planning:
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
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NATIONAL CERTIFICATE: BUSINESS ADMIN
SERVICES
MODULE 1 | US 13937: MONITOR AND CONTROL
OFFICE SUPPLIES
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Learners will be learning towards obtaining a national qualification at level 3 or are working in an administrative
environment, including SMME`s (Small, Medium and Micro Enterprises), where the acquisition of competence
against this standard will add value to the learner`s job, or chances of finding employment. 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 improved performance. The qualifying learner is capable of:
•

Monitoring office supplies levels

•

Maintaining office supplies processes and procedures

•

Monitoring and controlling the distribution of office supplies

Unit Standard 13937
SPECIFIC OUTCOMES AND RELATED ASSESSMENT CRITERIA
SO 1 MONITOR OFFICE SUPPLIES LEVELS
AC 1
AC 2
AC 3
AC 4

SO 2
AC 1
AC 2
AC 3
AC 4

SO 3
AC 1
AC 2
AC 3
AC 4
AC 5
AC 6

Office supplies levels are identified and recorded.
Office supply levels are ascertained and compared to required levels.
Records are checked for compliance with organisational requirements.
Remedial action is taken to rectify office supply levels.

MAINTAIN OFFICE SUPPLIES PROCESSES AND PROCEDURES
Office supply processes and procedures are monitored and evaluated.
Out-of-line situations are identified and highlighted.
Remedial action is taken to bring office supply processes and procedures back in line.
Areas for improvement are identified and recommendations are made the authorised
individuals.

MONITOR AND CONTROL THE DISTRIBUTION OF OFFICE SUPPLIES
Distribution procedures are identified, set and communicated.
Office supply requests are received and recorded.
Office supplies are distributed within agreed timeframes.
Office supply distribution procedures are followed.
Areas of non-conformance are identified and highlighted.
Remedial action is taken to rectify office supply distribution processes and procedures.
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CRITICAL CROSS FIELD OUTCOMES
UNIT STANDARD CCFO IDENTIFYING
Identify and solve problems with regard to the supply to office supplies and areas of nonconformance.
UNIT STANDARD CCFO WORKING
Work effectively with others in order to ensure a constant supply of office supplies and to maintain
office supplies within budgetary constraints.
UNIT STANDARD CCFO COLLECTING
Collect, analyse, organise and critically evaluate information pertaining to office supplies, stock levels,
orders and distribution.
UNIT STANDARD CCFO COMMUNICATING
Communicate effectively when monitoring and controlling office supplies and when dealing with
individuals who need guidance for their performance.
UNIT STANDARD CCFO CONTRIBUTING
Understand the world as a set of related systems where poor control of office supplies affect
productivity of the organisation and has budget implications.
In order to contribute to the full personal development of each learner and the social and economic
development of society at large, it must be the intention underlying any programme of learning to
make the individual aware of the importance of: reflecting on and exploring a variety of strategies to
learn more effectively.
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All qualifications and part qualifications registered on the National Qualifications Framework are public
property. Thus the only payment that can be made for them is for service and reproduction. It is illegal to
sell this material for profit. If the material is reproduced or quoted, the South African Qualifications
Authority (SAQA) should be acknowledged as the source.

SOUTH AFRICAN QUALIFICATIONS AUTHORITY
REGISTERED UNIT STANDARD:

Monitor and control office supplies
SAQA US

UNIT STANDARD TITLE

ID
13937

Monitor and control office supplies

ORIGINATOR

ORIGINATING PROVIDER

SGB Administration
QUALITY ASSURING BODY
FIELD

SUBFIELD

Field 03 - Business, Commerce and Management Studies

Office Administration

ABET

UNIT STANDARD

OLD NQF LEVEL

NEW NQF LEVEL

CREDITS

BAND

TYPE

Undefined

Regular-

Level 3

NQF Level 03

2

REGISTRATION START

REGISTRATION END

SAQA DECISION

DATE

DATE

NUMBER

Reregistered

2009-07-01

2012-06-30

SAQA 0480/09

LAST DATE FOR ENROLMENT

LAST DATE FOR ACHIEVEMENT

2013-06-30

2016-06-30

Fundamental
REGISTRATION STATUS

In all of the tables in this document, both the old and the new NQF Levels are shown. In the text (purpose statements,
qualification rules, etc), any reference to NQF Levels are to the old levels unless specifically stated otherwise.

This unit standard does not replace any other unit standard and is not replaced by any other unit standard.
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PURPOSE OF THE UNIT STANDARD
Learners will be learning towards obtaining a national qualification at level 3 or are working in an administrative
environment, including SMME`s (Small, Medium and Micro Enterprises), where the acquisition of competence
against this standard will add value to the learner`s job, or chances of finding employment.
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 improved performance.
The qualifying learner is capable of:
• Monitoring office supplies levels
• Maintaining office supplies processes and procedures
• Monitoring and controlling the distribution of office supplies

LEARNING ASSUMED TO BE IN PLACE AND RECOGNITION OF PRIOR LEARNING
Learners accessing this unit standard will have demonstrated competence in numeracy and literacy at NQF level 2.

UNIT STANDARD RANGE
Office supplies will include pens, pencils, rulers, glue, adhesive tape, staplers, staples, paper, envelopes, paper
clips, scissors, correction fluid/tape, files, toners, cartridges, discs and other computer related stationery, plastic
sleeves and all job related materials.

Specific Outcomes and Assessment Criteria:
SPECIFIC OUTCOME 1
Monitor office supplies levels

ASSESSMENT CRITERIA

ASSESSMENT CRITERION 1
1. Office supplies levels are identified and recorded.

ASSESSMENT CRITERION 2
2. Office supply levels are ascertained and compared to required levels.

ASSESSMENT CRITERION 3
3. Records are checked for compliance with organisational requirements.

SDA | MODULE 1 | STUDENT GUIDE

25

ASSESSMENT CRITERION 4
4. Remedial action is taken to rectify office supply levels.

SPECIFIC OUTCOME 2
Maintain office supplies processes and procedures

ASSESSMENT CRITERIA

ASSESSMENT CRITERION 1
1. Office supply processes and procedures are monitored and evaluated.

ASSESSMENT CRITERION 2
2. Out-of-line situations are identified and highlighted.

ASSESSMENT CRITERION 3
3. Remedial action is taken to bring office supply processes and procedures back in line.

ASSESSMENT CRITERION 4
4. Areas for improvement are identified and recommendations are made the authorised individuals.

SPECIFIC OUTCOME 3
Monitor and control the distribution of office supplies

ASSESSMENT CRITERIA

ASSESSMENT CRITERION 1
1. Distribution procedures are identified, set and communicated.

ASSESSMENT CRITERION 2
2. Office supply requests are received and recorded.

ASSESSMENT CRITERION 3
3. Office supplies are distributed within agreed timeframes.

ASSESSMENT CRITERION 4

SDA | MODULE 1 | STUDENT GUIDE

26

4. Office supply distribution procedures are followed.

ASSESSMENT CRITERION 5
5. Areas of non-conformance are identified and highlighted.

ASSESSMENT CRITERION 6
6. Remedial action is taken to rectify office supply distribution processes and procedures.

UNIT STANDARD ACCREDITATION AND MODERATION OPTIONS
Accreditation and Moderation:
The relevant Educational Training Quality Assurance Body (ETQA) will accredit providers offering learning towards
these standard and register assessors.

UNIT STANDARD ESSENTIAL EMBEDDED KNOWLEDGE
• Principles and techniques for dealing with people and subordinates
• Organisational disciplinary policies and procedures
• Basic numeracy skills
• Organisational policies and procedures for ordering and distributing office supplies
• Contact details for office suppliers

Critical Cross-field Outcomes (CCFO):
UNIT STANDARD CCFO IDENTIFYING
Identify and solve problems with regard to the supply to office supplies and areas of non-conformance.

UNIT STANDARD CCFO WORKING
Work effectively with others in order to ensure a constant supply of office supplies and to maintain office supplies
within budgetary constraints.

UNIT STANDARD CCFO COLLECTING
Collect, analyse, organise and critically evaluate information pertaining to office supplies, stock levels, orders and
distribution.

UNIT STANDARD CCFO COMMUNICATING
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Communicate effectively when monitoring and controlling office supplies and when dealing with individuals who
need guidance for their performance.
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US 13937: MONITOR AND CONTROL OFFICE
SUPPLIES
MONITOR OFFICE SUPPLY LEVELS
Office supplies or consumables:
Once you have found your office space and invested in furniture and electronic gear; phones, computers and the
like. But you still have some shopping to do. That’s right: You need to buy office supplies or consumables. All you
thought you would need are a pens and some paper, and perhaps some message pads. It turns out there’s quite a
list of supplies you’ll need to set up a new office and they are all pretty important to keep your office functioning.
To make sure you have everything on hand that you need, keep these five general guidelines in mind:
1. Keep a small quantity of supplies handy. You’ll save a surprisingly large amount of time if you keep essential
supplies within easy reach, perhaps in a desk drawer. Otherwise you’ll find yourself making two or three daily
trips to the supply cupboard. That can break your rhythm and waste your time.
2. Hide supplies you don’t use every day. Stacks of
stationary, rolls of tape, piles of legal pads -- it all
adds up to an unsightly and distracting mess.
Everything you use monthly should be on a shelf;
the rest that you use less often should be in a
closet.
3. Compile and maintain a master list of the supplies you need. Note whenever an item on the list is running
low. Once a month or so, replenish supplies so that you won’t run out of fax paper in the middle of an important
message.
1. Review your office supply expenses every couple of months. Target one or two areas for savings
and have a staffer do some comparison shopping. Check office-supply catalogues, Internet sources and
local stationery stores for the best prices on various items. If you prefer to stick with one vendor, ask your
source to beat the prices you’ve found elsewhere. When you can, buy in bulk and insist on a discount for
doing so.
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5. Compile a master supply list. Your master list should include most, if not all, of the items listed below, adapted
to your specific requirements:

Keeping Control of Your Supplies
As office consumables and supplies can include many items, of which there should be many of each, it can be
confusing knowing what supplies are remaining and what products need reordering. Effective management of
your supplies can help ensure that you never run out of a crucial item, as well as keeping costs at a steady level.
It makes sense to have a system for reordering consumable supplies. Keeping a check on the items you order and
the numbers that remain will help you to ensure that a product is ordered before it runs out. E.g.: If you usually
order ten boxes of an item when there are two boxes remaining, you know to order another ten. This makes sure
there is always stock of the item.
Many office supply companies have bulk buy discounts, so there is a temptation to order a lot to get it at a
discount. However, it is normally better to order an item four times at full price, than to order thirty to get 20%
off. A discount is good, but the supplies must be needed; there is no point getting discount on items that are
going to end up on a shelf gathering dust.
This is particularly important when the items are large and there is no room to store several of them, or when the
items are not replaced very often (e.g. a large photocopier toner unit) and the items will not end up being used
for months or years, and could be damaged or in poor condition when they are eventually used.
Using a purchasing company can help keep your supplies managed effectively. They can look at your average
usage, give you an idea of when you will need to reorder, and how much of an item you should buy each time.
Staff Re-ordering
Many companies allow their staff to re-order supplies as needed. This can save time and help make sure there is
always stock of an item left. However, you need a lot of trust in your employees to allow them to order supplies
freely.
Although the vast majority of employees are trustworthy there is always a minority that may try to take
advantage of their ability to order supplies to keep items for themselves.
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A solution to this problem is to allow employees to request supplies but require each order to be signed, logged,
and sent to one person for approval and control. If the supplies are then checked and logged when they arrive,
any discrepancies can be quickly traced back to the employee. This allows employees to re-order items, but limits
the possibility of misuse.
Another common solution is to let one or two employees have responsibility for ordering consumable supplies.
This means that in the event of items going missing or not adding up, the order can always be traced back to a
particular employee. Effectively managing supply ordering will also ensure that the same supplies are not ordered
repeatedly, which may happen if five employees all place orders for an item low in stock before the first order
arrives.
Keeping a clean and safe office space- The office environment is more than simply furniture placement.
The environment of an office includes issues such as cleanliness, order, and maintenance. Injuries in office
settings often come about because the “housekeeping” of the office has become slack, or if an excessive amount
of paper, products or other materials create a challenging environment. Cleanliness and good housekeeping can
also reduce allergic reactions to dust and prevent illness such as the flu. Hazards
Piles
Papers and materials are on the floor or piled carelessly on desks and tables. In addition to the level of stress that
accompanies an untidy office, the paper menace is a safety hazard in that it is highly flammable (particularly if
stored next to an electrical outlet) and also has the potential of falling off shelves or file cabinets and injuring
passers-by.
Rest Room Sanitation
Rest Rooms should be cleaned and sanitised at least once a day. Paper should not be permitted to litter the floor.
Bath tissue, soap and paper towels should be available in adequate supplies. If desired, air freshener sprays or
solids should be available. Never light a candle and leave it unattended in a rest room.
Toxic Chemicals
Storage of toxic chemicals and cleaning supplies can be hazardous particularly if chemicals are reactive if
combined. Chemicals should be stored in separate closet or cabinet from cleaning supplies.
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Cleaning Supplies
Cleaning supplies should be clearly marked and stored in spill-proof containers. These products should also be
stored above counter-level to avoid potential danger if the office has young visitors. The phone number of the
local poison control office should be clearly posted on the door of the storage area.
Waste disposal
•

Dirt, grime and garbage can create health hazards and spread disease if left to accumulate. Have
sufficient trash receptacles located in offices, staff lounges, break rooms and other locations.

•

Offices need to be clean and floors maintained. Spills on the counters or floors need to be mopped up
promptly. Injuries can be sustained from slips and falls on wet floors.

•

Offices counters need to be clean and free from spills and grime.

•

Trash must be properly disposed on at least a daily basis to avoid attracting insects, mice, rats and other
vermin. Rotting food is a health hazard.

•

Staff should be discouraged from consuming food at their desks or in places that are not specifically
designated for food consumption.

Recommendations
•

Store toxic chemicals and cleaning supplies in separate areas.

•

Establish daily, weekly and monthly cleaning procedures. For example, bathrooms, offices counters, work
surfaces, phones and keyboards should be cleaned on a daily basis. Determine how often other parts of
the office should be cleaned and establish a roster of individuals responsible for cleaning.

•

Standards of cleanliness should be put into place for each office and/or work cubicle. Staff performance
objectives should include a requirement to maintain a clean workspace.

•

Implement a paper recycling program to cut down on paper clutter and build-up.

Identify cleanliness and safety expectations for all staff —for example—spills, particularly liquids spilled on the
floor, need to be wiped up immediately.
Every year businesses spend billions of Rands on office supplies in their office environments. These supplies
include many of the desktop products that employees will use on a routine basis. Items included are staplers,
scissors, paper clips, writing utensils, paper products, file folders, tape dispensers and more.
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Although most of these products are inexpensive when looked individually, it is easy to spend a lot in this
category and the amounts add up. Some industry estimates show that the average office worker consumes about
R900’s worth of office products each year.
A small business with a staff of 15 could easily be spending more than R15 000 a year on office products. In
today's highly competitive business environment this level of expense should not be left uncontrolled. Cutting
expenses by 20 percent in a 15-person office could result in R2, 250 in savings, just on office supplies.

Tips for Saving Money on Office Supplies
Use a List. Always use a list whether you're shopping at a store, through a catalogue, or online. A list reminds you
of what you need and keeps you from buying what you don't. Include product type, how many items are needed
and how many the business currently holds. From this information, form a budget. This approach makes practical
business sense, as shopping for office supplies without a list is like going to the grocery store without a game plan.
The supply closet and pantry gets filled with a lot of items that will sit unused on the shelf. An inventory list keeps
browsing to a minimum and going beyond the budget less likely.
Limit Who Can Order Supplies. It might seem best to let each employee order what they need, but that approach
could lead to some nasty surprises when you get the bill, and some inconsistencies in the types of tools used.
Having one person in charge of office supplies has several advantages: a vendor may give you a break on the
delivery charge for a single, large order; you're able to buy in bulk when several employees need the same
supplies; and you can make sure that your employees are ordering supplies consistent with your budget and
business needs.
Look for Free Shipping
Many online and catalogue suppliers’ offer free shipping for orders over a specified dollar amount.
Buy In Bulk
Buying larger quantities of items that you use a lot can save a lot of money. Usually the prices go down the more
you buy.
Don't Buy Too Much
Buying large quantities of office supplies can be cost-effective, but don't buy more than you can efficiently store.
Extra supplies won't save you money if they get ruined in the basement, you forget you have them or you can't
find them when you need them.
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Buy Quality
Sometimes when you buy what seems like a bargain, you end up getting what you pay for.
Replenish Your Supplies Before You Run Out
Buying ahead of time gives you a chance to comparison shop and take advantage of sales. Also, having to run out
at the last minute to buy an essential item wastes time.
Buy Generic Store Brands
Office superstores offer private label items such as mailing labels, ink cartridges and shipping envelopes at
discounts over name brands. Chances are they're made by the same manufacturers. Many of these
establishments also have discount programs for businesses with 20 or more employees.
Squeeze All the Life You Can Out of Your Supplies
For example, laser-printer cartridges can usually be cleaned and refilled a few times before you need to buy a
new cartridge.
Consider Stock Business forms
While custom forms can be designed to your business specifications, stock forms are templates that any company
can use, with space for a logo to give them a more custom look. Forms can be purchased through catalogues,
direct sales, or distributors, as well as software companies who often provide forms that dovetail with their
applications. When using computer-generated forms, be sure to have hard copies on hand in case the computer
crashes.
Office Essentials Checklist
Whether you're equipping your first office or just re-stocking your current one, this checklist will help you
determine and track which furniture, equipment, technologies and supplies you need to help your business run
more smoothly.
General Office Supplies
•

Business Cards

•

CDs

•

Notepads

•

Envelopes

•

Pencils and pens

•

Self-stick notes

•

Stationery

•

Printer paper

•

File folders

•

Postage stamps

•

Cleaning supplies

•

Stapler and staples

•

Printer cartridges

•

Fax paper

•

Scissors
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•

Tape & dispenser

•

Desk Accessories

•

Labels

•

Packing tape

•

Calendar

•

Paper clips

Office Furniture & Equipment
•

Desk

•

Calculators

•

Copier

•

Comfortable chair

•

Bookcases

•

Wastebasket

•

File cabinets

•

Postage meter

•

First-aid kit

•

Overhead and work

•

Worktable

lighting

•

Office decorations

•

Client seating

•

Whiteboard & markers

•

Fireproof safe

•

Paper shredder

Desktop or laptop

•

Keyboard & mouse

•

Surge protector

computer

•

Printer

•

Scanner

Monitor

•

Modem

•

Digital camera

Computer Hardware & Accessories
•
•

Computer Software
•

Word processing software

•

Accounting software

•

Virus protection software

•

Desktop publishing software

•

Contact management software

•

E-commerce software

•

Web site building & maintenance software

•

Inventory management software

•

Payment processing software
The traditional business office has many needs. One of the greatest needs are the supplies that keep the office
stocked. These supplies are important because they aid employees in getting their work done. There are
perhaps just as many different types of supplies as there are businesses. It is essential, however, to ensure that
such supplies do not run out as when this happens, a business can come to a screeching halt in terms of
production.
There are a variety of different ways to purchase office supplies. One of the easiest and most convenient ways
to purchase office supplies is to order them online. Ordering office supplies online eliminates the trip to the
store, which saves gas. Ordering online also saves time since you can go to the web site where you want to
purchase your office supplies and order them right from the office.
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Most web sites that sell office supplies also have the choice to enter a joann fabrics coupon when you place
your order. This code is usually treated similar to a coupon and gives a percentage of discount on the order
being placed. Promotional codes, unlike coupons, are usually shorter lasting and often will expire sooner than
coupons.
Choosing to order office supplies online is the best way to ensure that your supplies do not run out. The way
that this is possible is because you can set up recurring orders for certain supplies that your office uses on a

regular basis. These recurring orders can be shipped to your office without any action necessary on your part
other than to sign for the delivery when it arrives.
Many retailers who offer office supplies, such as overstock coupon codes make it possible not only to
conveniently order your office supplies but to enjoy retailer appreciation by using coupons and promotional
codes to create additional savings on orders that you place through their web sites.
Most basic office supplies help to make an office run smoothly and efficiently. Items such as pens, pencils, note
pads, copy paper and markers are some of the most common items that virtually every business office uses in
quantity. Even a home-based business has need for these types of supplies on a regular basis. Although they are
a small part of what makes the office run, if your office runs out of these items, it makes it virtually impossible to
get things done.
Whether your business uses a great deal of office supplies or just a few, it is important to keep those supplies on
hand to ensure that your office runs smoothly. With such a pressing financial scenario facing many businesses,
discovering ways to cut corners and save money can be the difference between an efficiently running office and
one that has to close its doors because it simply can’t afford to operate anymore.
When it comes to office supplies, don’t be afraid to shop around for the best prices whether it is with a retailer
you have patronized in the past or a different retailer or manufacturer that you’ve heard of but haven’t tried.
Consider store brands as your first choice for basic office supplies as many of these brands are just as good as
the brand name products but cost a fraction as much.
Now that you have a basic idea of what the various supplies are which are used in a normal office environment,
you can continue to the activity. Remember that the lists supplied above serves as a mere indication of what
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supplies may be used; there can be differences from one office to another, therefore these lists are a mere
guide.

MAINTAIN OFFICE SUPPLY PROCESSES AND PROCEDURES
Effective office supply ordering procedures:
The chore of ordering office supplies has vastly changed over the last ten or more years. This once was a
cumbersome time consumer that entailed combing through a large incomprehensible catalogue for hours and
talking through their order on the phone. Now, with some organization, ordering supplies for your office can be
much less tedious.
The evolution of the internet has meant that most, if not all, office supply companies have websites where a
business can register, gain log-in access and order supplies in much less time than over the phone. Catalogues
are still necessary but there are ways of dealing with catalogues that minimize the pain.
One of the best ways to organize your ordering is to set up a regular time to solicit requests for supplies. The
timing could be once a month, once every two weeks, or whatever works out to be the best time for your office.
When you've determined the schedule, send an email to the staff asking for what they need. Some people
prefer to create a specific form that includes the most frequently ordered items on it.
Set a deadline for when these requests should be returned to you. Starting your process at the first of a week
might mean your deadline is end of week or first of the next week. Whatever you decide on, issue another email
two or three days after your first one reminding staff of the deadline so the slackers get their orders in.
No matter what, stick to your deadline. Initially, you may need to comb through a thick catalogue to find correct
item numbers, though it might be wise to look for paperwork from past orders that lists the numbers. If you
must use the catalogue, mark the pages with plastic tabs that have the item written on them.

This way you know exactly where to find the item the next time you need to. With internet access placing your
supply order is a matter of ease. You may very well need to complete a purchase order for the supplies and have
it signed.
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Some companies prefer to go through an authorization process for each order - something that needs to be
figured in your timing. In this case your order will be automatically emailed to the person who checks it and
gives it an authorization code before it is finally submitted. With online ordering your supplies usually arrive in
24 to 48 hours from when the final order is submitted.
As time passes you will notice which supplies your staff requests more. They may prefer certain types of pens,
use post-it notes in bulk or have a type of marker they always need.
It helps to keep a stash of most used items and set up a drawer or cabinet space at your desk to distribute single
requests for the favourites. This way you aren't placing orders for one packet of pens just to satisfy the need for
one pen by one person.
Try hard to stay firm and don't give in to random supply orders between your regularly scheduled ones. Simply
let the person requesting the item know when your next order will be placed and their request will be part of it.
If you don't stick to your schedule you could very well be placing orders once or twice every week.
If your office has not entered the internet age with their supplier, encourage it to do so. It's archaic to be placing
orders over the phone. Make it clear that you waste time on this chore that could be used to better advantage
and they may switch their account to online access.
Ordering supplies can be one of the more fun tasks you have if you are organized. There tends to be a sort of
"Christmas morning" feel to the day the supplies are delivered to the staff.
Office supplies are a necessity for any business with an office. While the extent of supplies that are needed
varies widely depending on the size of the business, any operation that engages in paperwork, record keeping
and communications needs supplies for these activities. Developing an efficient means of acquiring these
supplies helps to make an office more efficient.

Home Office
If you are acquiring supplies for your home office, chances are that the process is fairly informal. A home office
may be used for a part-time business or for personal finances and record keeping. Because these activities may
not use a lot of supplies, the easiest thing to do is to simply keep a list of things that you will be needing in the
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near future, and either ordering these things online or buying them at the nearest office supply store at a time
that is convenient for you.
Small Business
A small business requires office supplies on a more regular basis than a home office. If your business has no
employees, you serve as secretary as well as president, and need to be sure that your office is supplied with
everything it needs. By acquiring office supplies in advance before you actually need them, you can save
yourself the inconvenience of having to go out and get something on the spur of the moment, and possibly
paying more for office supplies than if you had planned ahead.
Large Business
The larger a business is, the more extensive its office needs are likely to be, and the more automated and
regular its acquisition techniques will be. A large business with multiple locations can save a lot of money by
buying office supplies in bulk for all of its locations and distributing these supplies within the company. Office
needs can range from inexpensive items such as envelopes and paper clips to more serious investments such as
photocopiers and computers. Large companies that use a lot of these items can sometimes negotiate special
deals with manufacturers.

Purchasing procedures
Purchasing is a department within the financial division of a company that ensures supplies and materials
required by other departments are procured efficiently. Everything ordered for every department must go
through the purchasing department. Even though companies have different purchasing guidelines, all
companies have standard purchasing procedures.
Purchase Orders
Every service, material or supply requested by each department must be submitted as a purchase order. This
purchase order is an accounting number to ensure the correct amount is paid to the vendor or supplier. The
number also tracks the order to make sure it is received in a timely manner as well as in the desired quality and
quantity needed. The purchase order is also used by the vendor or supplier when billing the company after
delivery of the order.
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Purchasing Quotes
The purchasing department is responsible for finding the product, service or supplies requested. A purchasing
agent finds different suppliers, requests quotes and decides which vendor meets the needs of the department
requests.
The purchasing procedure outlines the process by which the purchasing department makes quote requests from
suppliers and vendors. Each department manager must inform the purchasing department about the exact item
required, the specifics of the items desired and the quantity necessary to operate the respective department.
Monitoring Procedure
Once the departments have given the purchasing department the information about the service, supplies or
material required, the purchasing agent monitors the order throughout the process. The purchasing agent
assigned to the order must follow up with the vendor in case there is a change or update and monitor the order
until it has been received.
After the item has been received, the purchasing department ensures the order is correct and within the
contracted specifications.
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MONITOR AND CONTROL DISTRIBUTION OF SUPPLIES
Receiving the stock
Once the stationery has been ordered the order list or purchase order as described earlier must be used to
correlate the invoice from the supplier with to ensure that the correct amount of stock has been delivered and
that the correct prices has been levied.
The stock must then immediately be packed away in the storeroom and the stock sheets for the stationery must
be updated with the arrival of the new stock. Stationery storage areas must be kept locked and access thereto
should only be entrusted to certain individuals as they will be held responsible for the stock and the balancing
thereof.

Distributing supplies
Each organisation will have its own method for the staff to requisition new stationery according to their own
individual needs in the company. Everyone may not have the same printer and therefore the staff will
requisition stationery according to their requirements. Usage of stationery can easily be correlated from one
individual to another by looking at their working environment and ascertaining from there what their usage
should be.
For instance, a high volume traffic area where pens are needed for customers may use much more pens on
average than the driver of the organisation. Each person or department requires a stationery requisition form
where their needs must be documented and sent to the storage area for distribution. Such distribution should
happen on a regular, but controlled basis and not be done intermittently as and when needed. Each person
should sign for their stationery to ensure that they can be held responsible for the use and safekeeping thereof.

Non-conformance
When the usage of stationery increases suddenly without a good explanation, one must investigate the matter
immediately and bring it to the attention of your superiors to ensure that the matter can be rectified. Remedial
action must then be taken and the usage of the stationery should be brought to acceptable levels.
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You are now ready to go through a check list. Be honest with yourself
Tick the box with either a √ or an X to indicate your response

□

I am able to monitor office supply levels

□

I am able to maintain office supply processes and procedures

□

I am able to monitor and control the distribution of office supplies

You must think about any point you could not tick. Write this down as a goal.
Decide on a plan of action to achieve these goals. Regularly review these goals.

My Goals and Planning:
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
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NATIONAL CERTIFICATE: BUSINESS ADMIN
SERVICES
MODULE 1 | US 13931: MONITOR AND CONTROL
THE MAINTENANCE OF OFFICE EQUIPMENT
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Learners will be learning towards obtaining a national qualification at level 3 or are working in an administrative
and SMME (Small, Medium and Micro Business) environment, where the acquisition of competence against this
standard will add value to the learner`s fob, or chances of finding employment. 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 improved performance. The qualifying learner is capable of:
•

Demonstrating and understanding of office equipment maintenance procedures and processes

•

Conducting routine maintenance on designated office equipment

Unit Standard 13931 – Alignment Index
SPECIFIC OUTCOMES AND RELATED ASSESSMENT CRITERIA
DEMONSTRATE AN UNDERSTANDING OF OFFICE EQUIPMENT MAINTENANCE
SO 1 PROCEDURES AND PROCESSES.
AC 1
AC 2
AC 3
AC 4

SO 2
AC 1
AC 2
AC 3
AC 4
AC 5

SO 3
AC 1
AC 2
AC 3
AC 4
AC 5
AC 6
AC 7

The importance of conducting routine maintenance on office equipment is explained.
Office equipment for maintenance is identified and listed.
Procedures for maintenance of office equipment are explained.
Appropriate personnel are notified of impending maintenance.

MONITOR AND LIAISE WITH MAINTENANCE PROVIDERS.
Maintenance providers are identified, listed and contact details are obtained.
Suggestions and recommendations for suitable maintenance providers are submitted.
Maintenance agreements are studied and filed.
Maintenance providers are contacted to repair or maintain equipment where relevant.
Any problems with maintenance providers are identified and reported.

CONDUCT ROUTINE MAINTENANCE ON DESIGNATED OFFICE EQUIPMENT.
Type of routine maintenance is identified and explained.
Safety measures for routine maintenance are described.
Location of maintenance equipment and accessories are identified and procedure for retrieval
is explained.
Routine maintenance is conducted according to manufacturers' instructions.
Office equipment is checked to ensure it is in working order before use.
Maintenance materials are disposed of in accordance with organisational requirements.
Routine maintenance is conducted within agreed time frames.

CRITICAL CROSS FIELD OUTCOMES
UNIT STANDARD CCFO IDENTIFYING
Identify and solve problems pertaining to the maintenance of office equipment.
UNIT STANDARD CCFO WORKING
Work effectively with others to ensure that the production area is maintained.
UNIT STANDARD CCFO COLLECTING
Collect, analyse, organise and critically evaluate information relating to maintenance procedures and
providers.
UNIT STANDARD CCFO COMMUNICATING
Communicate effectively with personnel and providers to ensure the effectiveness of the equipment in
workplace.
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All qualifications and part qualifications registered on the National Qualifications Framework are public
property. Thus the only payment that can be made for them is for service and reproduction. It is illegal
to sell this material for profit. If the material is reproduced or quoted, the South African Qualifications
Authority (SAQA) should be acknowledged as the source.

SOUTH AFRICAN QUALIFICATIONS AUTHORITY
REGISTERED UNIT STANDARD:

Monitor and control the maintenance of office equipment
SAQA US

UNIT STANDARD TITLE

ID
13931

Monitor and control the maintenance of office equipment

ORIGINATOR

ORIGINATING PROVIDER

SGB Administration
QUALITY ASSURING BODY
FIELD

SUBFIELD

Field 03 - Business, Commerce and Management Studies

Office Administration

ABET

UNIT STANDARD

OLD NQF LEVEL

NEW NQF LEVEL

CREDITS

BAND

TYPE

Undefined

Regular-

Level 3

NQF Level 03

4

REGISTRATION START

REGISTRATION END

SAQA DECISION

DATE

DATE

NUMBER

Reregistered

2009-07-01

2012-06-30

SAQA 0480/09

LAST DATE FOR ENROLMENT

LAST DATE FOR ACHIEVEMENT

2013-06-30

2016-06-30

Fundamental
REGISTRATION STATUS
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PURPOSE OF THE UNIT STANDARD
Learners will be learning towards obtaining a national qualification at level 3 or are working in an administrative
and SMME (Small, Medium and Micro Business) environment, where the acquisition of competence against this
standard will add value to the learner`s fob, or chances of finding employment.
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 improved performance.
The qualifying learner is capable of:
• Demonstrating and understanding of office equipment maintenance procedures and processes
• Conducting routine maintenance on designated office equipment

LEARNING ASSUMED TO BE IN PLACE AND RECOGNITION OF PRIOR LEARNING
Learners will have demonstrated competence in communication at NQF level 2 or equivalent.

UNIT STANDARD RANGE
• Office equipment for maintenance will include computer printers, photocopiers, fax machines, personal
computers, laptop computers, palmtop computers, scanners, binding machines, overhead projectors, data
projectors and any other related equipment.
• Routine maintenance will include dusting, cleaning, toner refill/replacement, toner waste disposal, cartridge
replacement and clearing paper jams.
• Maintenance materials will include cleaning tools, cleaning materials, brushes, cloths, toner cartridges, ink
cartridges, oil and blower.

Specific Outcomes and Assessment Criteria:
SPECIFIC OUTCOME 1
Demonstrate an understanding of office equipment maintenance procedures and processes

ASSESSMENT CRITERIA

ASSESSMENT CRITERION 1
1. The importance of conducting routine maintenance on office equipment is explained.

ASSESSMENT CRITERION 2
2. Office equipment for maintenance is identified and listed.
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ASSESSMENT CRITERION 3
3. Procedures for maintenance of office equipment are explained.

ASSESSMENT CRITERION 4
4. Appropriate personnel are notified of impending maintenance.

SPECIFIC OUTCOME 2
Monitor and liaise with maintenance providers

ASSESSMENT CRITERIA

ASSESSMENT CRITERION 1
1. Maintenance providers are identified, listed and contact details are obtained.

ASSESSMENT CRITERION 2
2. Suggestions and recommendations for suitable maintenance providers are submitted.

ASSESSMENT CRITERION 3
3. Maintenance agreements are studied and filed.

ASSESSMENT CRITERION 4
4. Maintenance providers are contacted to repair or maintain equipment where relevant.

ASSESSMENT CRITERION 5
5. Any problems with maintenance providers are identified and reported.

SPECIFIC OUTCOME 3
Conduct routine maintenance on designated office equipment

ASSESSMENT CRITERIA

ASSESSMENT CRITERION 1
1. Type of routine maintenance is identified and explained.
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ASSESSMENT CRITERION 2
2. Safety measures for routine maintenance are described.

ASSESSMENT CRITERION 3
3. Location of maintenance equipment and accessories are identified and procedure for retrieval is explained.

ASSESSMENT CRITERION 4
4. Routine maintenance is conducted according to manufacturers' instructions.

ASSESSMENT CRITERION 5
5. Office equipment is checked to ensure it is in working order before use.

ASSESSMENT CRITERION 6
6. Maintenance materials are disposed of in accordance with organisational requirements.

ASSESSMENT CRITERION 7
7. Routine maintenance is conducted within agreed time frames.

UNIT STANDARD ACCREDITATION AND MODERATION OPTIONS
Accreditation and Moderation:
The Services Educational Training Quality Assurance Body (ETQA) will accredit providers offering learning
towards these standards and register assessors.

UNIT STANDARD ESSENTIAL EMBEDDED KNOWLEDGE
• Company maintenance procedures
• Specific details of providers of maintenance
• Maintenance agreements
• Routine maintenance procedures and processes

Critical Cross-field Outcomes (CCFO):
UNIT STANDARD CCFO IDENTIFYING
Identify and solve problems pertaining to the maintenance of office equipment.
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UNIT STANDARD CCFO WORKING
Work effectively with others to ensure that the production area is maintained.

UNIT STANDARD CCFO COLLECTING
Collect, analyse, organise and critically evaluate information relating to maintenance procedures and providers.
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US 13931: MONITOR AND CONTROL THE
MAINTENANCE OF OFFICE EQUIPMENT
OFFICE EQUIPMENTS MAINTENANCE:
The purpose of this manual is to help you better understand how to plan and inspect the maintenance of
equipment and machines in your industry. Maintenance is carried out to minimise and prevent unexpected
incidents caused by machines influencing the plan and schedule of production.
Let’s have a look at a few of the procedures used:
1. Need of equipment maintenance:
Due to the fact is that maintenance of machines and equipment’s is very important to the implementation of
production industry, so the need of machines maintenance is set up to eliminate and prevent from unexpected
incidents by machines and equipment’s that may affect to the plan and progress of production.
2. Making list of equipment’s
All machines and equipment’s that are working are conforming to requirements of production. The
maintenance will coordinate with other Heads of departments (HODs) to make a list of each of the equipment
for checking, preparing to replace, or repairing to submit to Technical department for approval.

3. Making a schedule of investigation:
Based on the machines and equipment’s that are using and depending the capacities and purposes of
specialized equipment’s, the maintenance will make a schedule of investigation accordingly identifying the
machines that serve requirements of practical products and give schedule of maintenance periodically or
regularly maintained according to frequency of using.
4. Implementation of Investigation:
Based on plan of investigation, the maintenance department will investigate machines and equipment and
record clearly:
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v The duration of time used
v The duration of time maintained previously
v Trouble shootings earlier.
v Status of machines and equipment’s.
v Need repairing, replacing or maintenance.
5. Making schedule of maintenance:
After investigation and examination, the maintenance department will review the frequency of using of each
machine so as to make a schedule of specific maintenance for each kind of machine and equipment.
After identifying purpose and the importance of each machine in production, the maintenance department will
make a schedule of maintenance for each of equipment as regulated by designers.
6. Material estimate:
Once having schedule of maintenance or repair, the maintenance will inspect to identify the causes leading
trouble shootings, make a material estimate request to supply accessories of the equipment that need repairing
at definite time. At the same time, there will be supervision and inspection from Head of department where
machines or equipment’s are used.
7. Implementation:
Once having made material estimate and provided, Maintenance Department carry out repair based on the plan
of maintenance and approval for repair. After the maintenance is finished, the maintenance will coordinate with
the using department to make a report of inspection and evaluating quality of equipment and machines to put
into operation and stating clearly about status of equipment’s that are replaced.
8. Updating files:
When finishing maintenance and repair, the maintenance Dept. will file each of machine whose accessories are
repaired and for how long they can work as well as make a file for each machine.

Why is maintenance of office equipment important?
Each piece of office equipment requires periodic preventative and corrective maintenance over the course of
time in order to keep it in working condition. If equipment is broken, employees cannot properly perform their
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job functions and productivity slows down or even stops. As a result, the equipment must be repaired properly,
in a timely and cost effective manner.
There are a few options to choose from to ensure this happens. Manufacturers offer maintenance agreements
on their equipment to deal with the financial uncertainty associated with equipment maintenance and repair. In
exchange for a fixed annual fee, the manufacturer will bear the financial risk and handle the equipment
maintenance and repairs.
Maintenance agreements cover equipment for a certain time period, which should be clearly identified in the
agreement. In the absence of a maintenance agreement, an equipment owner can elect to pay for repairs on a
time & materials basis (T&M); this means that the owner pays for parts, labour, and travel on an as-needed
basis. However, several closely spaced equipment failures can severely impact a company's cash flow.

Printer Head Alignment
How to Fix Printer Head Alignment on E.g. My Canon Mp190:
The canon PIXMA MP190 is an ink jet printer and, as such, contains a print head. This device contains all the
nozzles that spray the ink on to the page. These nozzles can get jostled during a cartridge change, which can
adversely affect the quality of your printer's output. If you've recently noticed your print quality declining,
including hazy images or lines, run a print head alignment to address the issue. Canon has built a utility into the
MP190's driver that will help with this task.
Instructions1. Verify that there are at least two sheets of paper in your printer's feeder. Open the front hatch, and extend
the paper tray which will catch the printed pages.
2. Click "Start" from your Windows desktop, and click "Devices and Printers." Right-click your Canon PIXMA
MP190, and click "Properties."
3. Select the "Maintenance" tab, and click "Print Head Alignment," then click "Align Print Head." Your printer will
print a single sheet with a pattern of boxes aligned in columns. Each column will be marked with a letter.
4. Click "Yes" to affirm that your pattern printed properly and to load the alignment worksheet. Look over each
column on the printed sheet and find the numbered box in each column that contains the cleanest print. Most
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boxes will print with white lines running through them, each column should have one that looks proper. The
number may change from column to column.
5. Input the number for each column into the Alignment worksheet on your computer. Click "OK." A second
sheet will print that contains more columns.
6. Repeat the aforementioned procedure to complete the print head alignment. Click "OK" when you have
finished inputting the numbers for the new columns. Your print quality should return to normal when this
procedure is complete.

Saline Solution for Cleaning Computers:
Cleaning your computer is important because dust and grime can damage it. In a clean environment, once a
year may be enough cleaning. Subtract a month for each of the following: eating and drinking in the area, kids
around, pets nearby, smoking at or near the computer, keeping the computer on the floor or other dirty
hazards.
For dust, a clean, dry cloth is all you need to clean your computer, but if you have goo and grime to remove, you
need a little more. Saline solution and rubbing alcohol work well for this purpose.
Monitors:
Clean computer monitors with a clean, dry cloth. Use a lint free cloth to prevent introducing more dust to the
monitor. If a little liquid is necessary, dampen the cloth slightly with saline solution or a little vinegar. Do not
soak the cloth, merely moisten it enough to loosen any sticky or oily substance on the screen. Dry the screen
thoroughly to prevent streaks.
Always turn off the monitor and unplug it before cleaning. A dark screen makes it easier to see tiny bits of dust
or streaks that are difficult to see when the monitor is lit. Some screens are easily damaged by pressure, so use
care and a gentle, light touch on computer screens.
Keyboards:
A can of compressed air or a small, low-power vacuum is best for getting tiny crumbs, ashes and dust out of the
keys. For sticky residue or oil on the keyboard, dampen a cloth with saline solution.
Do not get the cloth too wet, because drops of moisture between the keys are bad for keyboards. If the
keyboard gets too wet and does not work, allow it to dry for a couple of days. Sometimes keyboards will resume
working when dry. Unplug the keyboard before cleaning to prevent possible electric shock.
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Computer Case Exterior:
Moisten a soft cloth with saline solution to clean the case of the computer. Clean the top and sides and then the
front and back of the computer. For tiny, hard-to-reach areas around buttons and lights, use a cotton swab
moistened with saline solution.
Do not wet the cloth or swab to the point of dripping, just damp is enough. Take care around the vents to get all
of the dust. If the dust is sucked into the computer it can clog the components, especially the fans. Turn off the
computer and unplug it before cleaning so that particles are not sucked into the computer as you wipe and
clean.
Computer Case Interior:
Saline solution is not recommended for cleaning the components inside your computer. Microsoft and other
computer cleaning professionals recommend using cotton swabs and rubbing alcohol in lieu of saline solution
for the interior parts.
Cleaning the interior of the computer regularly keeps the fans free from dust and debris, which can clog and
cause the CPU to overheat. Cleaning the interior of the computer is recommended once per year, more often if
there is a lot of dust, pet hair, eating and drinking or smoking in the area.
Portable Laptops:
Laptop, notebook, tablet and other portable computers also need to be cleaned frequently. Turn the computer
off and open it. Wipe the screen and keyboard with a clean, dry cloth. If there is sticky residue or oil to be
removed, dampen the cloth with saline solution and wipe gently. Do not use much pressure on the screen. If
there are crumbs, dust or other small particles between the keys, use compressed air or a low-powered vacuum
to clean it out.
Use minimal saline solution to prevent dripping between the keys or into other components. Close the case and
wipe the exterior. Use a cotton swab moistened with saline solution, if necessary, for hard-to-reach areas
around the CD Rom, USB port, power plug and other components.
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Tips for the Care and Maintenance of Office:
Office furniture and furnishings are a great investment for any business. As such, care and proper maintenance
of equipment is needed to ensure they do not need replacing for years. Here are some tips on how to keep your
furniture in top form.
If your office furniture, including leather chairs office, consider a top priority as a leather office chair is a piece of
furniture should be carefully maintained. Be sure to keep out of direct sunlight, which can damage the
equipment. Do not use abrasive cleaners such as alcohol-based cleaners for. Instead, the purchase of cleaning
products that are designed specifically for leather surfaces.

In many cases, wooden furniture has been treated so it is easy to treat. However, untreated wood furniture, the
wood with a dry cloth after handling oils maintain the appearance of the cabinet. If treated wood furniture,
furniture with a damp cloth after the surface would be ideal. Keeping a clean desktop is important to prevent
the accumulation of dust in the workplace. Encourage employees to comply with the clean desk policy.
If you or your employees notice a strange sound, when you sit on the chair, or if you find an error, such as loose
screws, report it immediately to the service. Reception of your company is the first thing your visitors and
customers to see themselves the care and maintenance must be given to reception furniture.
You can also use professional furniture cleaning to fit your office furniture. If your furniture has an existing
warranty, you can also use it for the care and maintenance. Many office fit outs and furniture offer guarantees
on their products and services.
Office furniture and furnishings are a great investment for any business. As such, care and proper maintenance
of equipment is needed to ensure they do not need replacing for years. Here are some tips on how to keep your
furniture in top form.
If your office furniture, including leather chairs office, consider a top priority as a leather office chair is a piece of
furniture should be carefully maintained. Be sure to keep out of direct sunlight, which can damage the
equipment. Do not use abrasive cleaners such as alcohol-based cleaners for. Instead, the purchase of cleaning
products that are designed specifically for leather surfaces.
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In many cases, wooden furniture has been treated so it is easy to treat. However, untreated wood furniture, the
wood with a dry cloth after handling oils maintains the appearance of the cabinet. If treated wood furniture,
furniture with a damp cloth after the surface would be ideal. Keeping a clean desktop is important to prevent
the accumulation of dust in the workplace.
Encourage employees to comply with the clean desk policy. If you or your employees notice a strange sound,
when you sit on the chair, or if you find an error, such as loose screws, report it immediately to the service.
Reception of your company is the first thing your visitors and customers to see themselves the care and
maintenance must be given to reception furniture.
You can also use professional furniture cleaning to fit your office furniture. If your furniture has an existing
warranty, you can also use it for the care and maintenance. Many office fit outs and furniture offer guarantees
on their products and services.

WORKING WITH MAINTENANCE SERVICE PROVIDERS
In today's economy, most companies are looking to extend the life of their important office equipment -Printers, Copiers and Fax machines. For a low annual fee, all maintenance and repair costs are covered no
matter how many times the equipment breaks down.
With an annual maintenance agreement, the procedure of maintenance and repair is significantly simplified.
Anytime you need service, it just takes one phone call. No more valuable time wasted waiting for quotes and
approvals. Turnaround time is 4 hours or less.
With a preventive maintenance call, the equipment is thoroughly inspected, cleaned, lubricated, aligned, and
calibrated, ensuring best possible performance and minimizing the risk of future problems. A annual
maintenance agreements take the guesswork out of budgeting for equipment repairs -- while protecting against
catastrophic breakdowns, minimising downtime, and potentially saving you thousands of Rands.
Priority service response
When your equipment breaks down your maintenance agreement gives you priority. Anytime you need service,
the operator just makes one phone call. No more time wasted waiting for approvals. All service call are
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responded within 4 hours or less, contract includes after hours and emergency calls, this will ensure your
equipment is operational with minimum downtime.
Extending the Repair Cycle
At the beginning of the maintenance agreement period and during each repair visit, the mechanical equipment
is inspected, cleaned and lubricated ensuring optimum performance and minimising the risk of future problems.

Protect your investment
Your office equipment is a sizable investment and is crucial to the smooth, uninterrupted operation of your
business. Don't leave its maintenance to chance, to ensure peak performance of your office equipment Copy
World Service offers maintenance agreements designed to fit your specific needs. Our contracts range from allinclusive to labour only, you'll find all our service agreements priced extremely competitive. A list of our most
popular contracts are listed below, contracts are customised to fit your business needs.
Computers, scientific, diagnostic and testing equipment, and other specialized equipment require on-going
periodic maintenance after warranties expire. One of the primary benefits of negotiating a service/maintenance
agreement with the manufacturer or authorized representative is that they have ready access to the parts and
factory trained personnel required to maintain or repair the equipment.
New Equipment
If the equipment purchase is a 'one time' buy, service and maintenance requirements should be addressed in
the bid or during negotiations with the supplier. In evaluating an RFQ/RFP, costs for service and maintenance
should always be considered as part of the total price of the equipment.
The LIFE CYCLE COST of the equipment includes purchase price for the equipment and the cost of
service/maintenance extended over the useful life of the equipment – typically 5 to 10 years. If the equipment
will be rented or leased, the contract administrator should carefully review the service coverage offered as part
of the rent/lease program for adequacy.
Developing service/maintenance agreements for new or previously purchased equipment
Contract Administrators negotiating equipment maintenance/service agreements should fully describe the
scope of the work to avoid any misunderstandings or unsatisfactory levels of service. Terms and conditions that
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should be agreed upon include working hours, labour, excluded services (what the supplier is not obligated to
do), warranty, excluded parts, response time, loaner equipment, and appropriate insurance coverage.
Suppliers usually have standard terms and conditions available for review. Whenever possible specific Terms
and Conditions should be used. If additional services might be required or if the terms and conditions require
amending, these elements should be negotiated with the supplier before the service/maintenance agreement is
signed. The Contract Administrator should also try to negotiate shipping terms in case the equipment needs to
be returned to the manufacturer for repairs.
Equipment that can be serviced under a common agreement should be grouped and identified by model
number and manufacturer. If a number of pieces of equipment need servicing, the supplier might be willing to
extend a quantity discount. Information should be requested from individual manufacturers on standard
maintenance agreements and what, if any, policy the manufacturer has on maintaining another manufacturer's
equipment. A maintenance schedule

should be developed which is mutually agreeable to the requester and the supplier so that the equipment will
be available and accessible for servicing.
If feasible, the contract administrator should look at the cost of obtaining an independent contractor to handle
repairs and maintenance versus the original equipment manufacturer (OEM). Service representatives from the
OEM may have to travel some distance to repair your equipment - travel time the requester will have to pay for.
Sometimes, an independent contractor will be able to handle service and repair requirements for a lower rate
because the service representatives are closer. However, the contract administrator and the requestor must be
confident that the independent contractor can obtain the parts and personnel needed to service and repair the
equipment.

CONDUCTING ROUTINE MAINTENANCE
Opening the door and walking into your office is the same first impression your clients, customers and
employees receive. Is the outer office messy and dusty? How about the bathroom - does it need attention?
Unless you have a professional cleaning service to take care of these tasks, you better roll up your sleeves and
make cleaning the office a top priority. Employees work better in a clean environment - it affects their mood.
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Clients and customers often judge the quality of your service by the condition of your office. If it is unkempt,
they will receive the impression that you do sloppy work and don't pay attention to detail. It's a turn-off.
First appearances make the first impression about your work ethic. Begin with walking into your entrance and
make your priority cleaning list as follows: create a cleaning schedule checklist.
And assign your priorities such as:
1.

Foyer and Reception Entrances

2.

Public or Customers' Restrooms

3.

Waste Removal and Recycling

4.

Hallways

5.

Stairs and Elevators

6.

Offices

7.

Employees' Restrooms

Reception Room
Since a foyer or reception area is the first seen, the most visible and most used part of a building, it may require
more than just routine maintenance of a weekly dusting and vacuuming. it requires more time per square foot
than most other areas. It's a good idea to keep trash receptacles handy - especially at entrances.
Check glass surfaces for spots and fingerprints - clean glass windows and doors daily. Dust mop, damp mop, and
buff hard-surface floors at least once a week, more often if needed. If your foyer is carpeted, vacuum daily. Use
a spray cleaner and go around light switches to remove smudges and door knobs to remove grime.

Use a dust mop with an extender to run around the ceiling removing cobwebs, and then down the walls to
remove surface dust and lint. This helps prevent your painted walls from becoming dingy looking and spotted.
Strategic placing of floor mats is one of the best ways to stop dirt in its tracks.
Rubber mats with fringed edges are great. There are also some nice recycled mats made from old tires that are
tough and wear-resistant to place at exterior entrances (street level). They are good for wiping shoes and
trapping muddy debris.

SDA | MODULE 1 | STUDENT GUIDE

59

Inside the office, choose mats of absorbent materials with rubber backs to avoid slippage. They should be picked
up and shaken outside, and/or vacuumed nightly. Be sure to move and vacuum UNDER all rugs.
Restroom Cleaning
All bathrooms should be cleaned daily. Begin with the lavatory sink - wet the surface, then squirt a generous
amount of Soft Scrub® into the bowl. Using a household sponge, spread the cleanser in a constant rotating and
overlapping motion until the whole surface is covered. Don't forget the faucets fixture. Rinse to remove all of
the cleanser and wipe dry with an absorbent towel. Then clean the toilet. Spray an appropriate toilet bowl
cleaner (Lysol® has some good ones) around the inside, agitate with the bowl brush and allow to sit.
Using a sanitizing cleaner, spray the rim of the bowl, the exterior all the way down to the floor, the seat, the lid
and the back of the toilet. Then wipe all exterior areas with a clean, absorbent cloth. Go back to the bowl and
finish scrubbing, then flush.
Refill soap dispensers, restock the toilet paper and paper towels, polish the mirrors, wipe around the light
fixtures and sanitize the door knob. The last jobs are removing the trash, sweeping and damp mopping the
floors.
Trash Removal
All trash needs to be picked up as needed. Employees and customers (especially those with children) may
deposit half-eaten food or fruit cores and peels that will soon create a nasty odor.
If you have a large office with multiple rooms, use one of those caddy-style rubber trash cans on wheels to pull
around the different areas. Be sure to line it with the appropriate size bag to keep it clean and easy removal of
the contents. Then pick up the smaller trash bags from the waste cans and drop into the caddy. This helps keep
bags from breaking, spilling all over the floors or carpets, and creating another nasty mess the clean.
Vacuuming & Mopping the Floor
Hard-surface floors and carpeting should be dusted and vacuumed daily, especially those traversed and seen by
customers. Hard surfaces should be damp mopped even after dusting as the mopping helps pick up and remove
stray lint. Other parts of the office can be done on an as needed basis.
Dusting
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There are many new ideas available for old jobs. Micro-fiber dusting cloths are a good example. They
actually attract dust and hold it better, rather than just moving it around and allowing it to resettle.
Wiping dust from furnace ducts, changing the filters, and keeping outside windows and doors closed as much as
possible will keep the office clean longer. Since dust consists of many fibers, pollens and other irritants, this will
create a more people-friendly environment and maybe less allergic reactions.
Desks and Work Areas
Give positive reinforcement to encourage employees maintain neat work areas. Some people are naturally neat
but some aren't. Adopting a little slogan, such as, "Don't Go Home Without It ... Clean Your Desk Before You
Leave" and posting in the lunchroom or in a common area may be all it takes. Be generic and don't single
anyone out.
As consciousness and awareness focuses on air-borne viruses and bacteria transferred to door knobs,
telephones, etc., some offices are providing wall-mounted hand cleaning products and tissue dispensers.
Remind your people to use sanitizers on their phones and desktops once or twice a week. Consider handing out
special, non-abrasive wipes for electronics to dust computers, printers, and photocopiers.
Kitchen & Break Room
Use a Post-it Note® on the door of the refrigerator to remind employees to remove leftover items at the end of
their work-week. Set a trash receptacle next to it. Once a week, empty and clean it out to prevent items from
remaining indefinitely.
Wipe down microwaves, counter areas, sinks, and tables at the end of the day, taking care to mop up spills
when the occur. Cabinets and food surfaces should be wiped down once a day and floors cleaned as needed.

How to Clean Electronic Equipment:
Cleaning electronic equipment is a task every user needs to take seriously to better maintain the integrity of the
equipment. Dirty electronics can lead to early errors and a shortened lifespan of the unit. With a few pointers
and ideas, cleaning electronic equipment can be simple.
Instructions:
1. Unplug any cables or power cords from the electronic equipment before working on them. Remove any
component cables leading to other devices.
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2. Wipe down the electronic equipment with a soft damp cloth starting at the top of the device and working
downwards. Wipe away any accumulated dust, lint or dander.
3. Use a small amount of isopropyl alcohol on a soft cloth to remove fingerprints from any CDs or DVDs. Work
from the centre of the media outwards. Do not rub too hard or in a circular motion.
4. Clean a LCD television or computer monitor screen by wiping a damp cloth gently across the screen once all
power is disconnected. Wipe down the ventilation area to remove any dust. Clean the base with the same cloth.
5. Open a computer case by removing the screws that hold the side in place. Blow dust and debris from the
interior with a can of compressed air. Start at the power supply and blow through the rear ventilation fan.
Continue to dust the motherboard, component slots and case.
6. Insert a compact disc cleaning disc into CD and DVD players to better clean up these electronic devices from
the inside. This cleans the interior lenses, removing dust accumulation that can lead to early device failure.
How to Maintain Electronic Office Equipment:
Electronic office equipment keeps a business rolling, day in and day out. Computers, printers, fax machines and
copiers enable salesman, administrative assistants, warehouse workers and executives to do their jobs. A
broken or malfunctioning computer or copier can result in lost sales and down time for otherwise productive
employees. A smart office administrator knows that cleaning and maintaining electronic equipment is just as
important as any other workday task.

Things you’ll need:
Compressed Air Spray
Cotton Swabs
Lint Cloth
Anti-static Wristband
Isopropyl Alcohol
Small Artist's Paintbrush
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1. Clean computers on a weekly basis. To prevent dust and dirt from building up and causing random
shutdowns, overheating or possible hardware malfunctions, use a compressed air spray on keyboards, mice,
CPUs and monitors. Hold the can upright, aiming the straw dispenser at the CPU fan or other component to be
cleaned. Spray in short, quick blasts.
2. Perform a thorough computer cleaning every few months. Dust the inside of office computers using
compressed air spray, cotton swabs (to capture debris in corners and hard-to-reach places), and a lint cloth.
Disconnect the computer from all power sources and let it cool down for 15 minutes before cleaning. Use an
anti-static wrist strap to ensure that static electricity from your body doesn't travel to the computer.
3. Maintain other computer parts. Use a spray cleaner to wipe the outside case. Use a dry cotton cloth to
eliminate dust on monitors and LCD screens. Mix 50 percent Isopropyl alcohol to 50 percent water. Apply to a
cloth, wipe the screen, and then dry with another cloth. Wipe CRT screens with a dry microfiber cloth and then
with a cloth dampened with water, if necessary. Rid a computer mouse of excess dust by cleaning it with a
cotton swab, or by pressing a piece of transparent tape to the roller to lift dust or lint. Clean an optical mouse by
wiping it with a cotton cloth. Hold keyboards upside down and shake gently to dislodge food particles, dust, bits
of paper and other debris.
4. Fan paper before placing it in a fax machine or printer. This will help prevent time-consuming paper jams.
Keep rubber bands, staples and paper clips away from these office machines, as they can cause major damage if
they get inside the housing. Place faxes and printers at least six inches away from the wall to keep them wellventilated and to avoid overheating. When changing toner or print cartridges, be sure to clean any spills or
smudges from inside the housing. Excess ink particles can damage sensors inside the machine. Clean machines
with a dry cloth and cotton swab for small parts. Use a cloth moistened with denatured alcohol to clean a fax
machine's roller or platen.

5. Clean platen glass on a copier at least once a week. Use spray cleaner to keep the platen free of smudges.
Dust the outside of the copier with a cotton cloth. Don't use compressed air on the inside of a copy machine.
Contact a copier serviceman to perform regular cleaning and maintenance. Heed the warning when a service
light turns on -- don't wait until the machine stops completely to call a repairman.

How to Clean Computer Office Equipment:
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Computers, as inanimate objects, cannot combat the barrage of spilled food and drink, ink, nicotine, dust and
germs that assaults them on a daily basis. In fact, the electrical current that runs through them creates a
magnet-like effect that attracts all of this detritus. Computer users have to clean their computer office
equipment regularly to keep the equipment sanitary and running properly. Because computer office equipment
is electrical with sensitive circuitry, computer users have to approach this task with the right tools and methods.
Instructions:
1. Turn off your computer and unplug it from your power source. Then disconnect and unplug any peripherals.
2. Open up your computer tower according to the manufacturer's instructions.
3. Remove the cards plugged into dusty connections and wipe both the cards and the connections down with a
swab. Use some canned air or a clean art paint brush to dislodge dirt on whatever is left in the tower.
Concentrate around the fan and the CPU, as this area attracts dust the worst. Vacuum out the inside of the
computer tower. Reinstall the cards.
4. Put the side of your computer tower back on. Spray a soft cloth with a glass and surface cleaner that is safe
for electronics and wipe the outside of the tower down.
5. Wipe down the monitor, starting with the screen, as you don't want to drag dirt from elsewhere on the
monitor across this part of the monitor.
6. Shake out your keyboard over a trashcan. Use canned air to dislodge any crumbs of food or other particles
that might have slipped underneath the keys. Then wipe the keyboard down with your cloth and cleanser.
7. For a very thorough cleaning, use a flat object like a flat head screwdriver to get under each key and gently
pry it off. Remove grime and disinfect by wiping the keys with Q-tips dipped in alcohol. Then wipe the keys dry
and reinstall them.
8. Unscrew or twist off the holding platform that holds the track ball for your mouse in place. Wipe the ball
down with glass and surface cleaner and your cloth. If you've really got some gunk on it, you can try just a touch
of Goo Gone or soap. Replace the ball, plate and/or platform and wipe the rest of the mouse down. Simply wipe
down optical mice.
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9. Wipe down all other peripheral equipment. Reattach your peripheral equipment to the computer and plug
the devices in. Plug the computer back in and boot it up.
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You are now ready to go through a check list. Be honest with yourself.
Tick the box with either a √ or an X to indicate your response.

I am able to identify and explain the importance of office equipment maintenance
procedures and processes.
I am able to monitor and liaise with maintenance providers.
I am able to conduct routine maintenance on designated office equipment

You must think about any point you could not tick. Write this down as a goal.
Decide on a plan of action to achieve these goals. Regularly review these goals.

My Goals and Planning:
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
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This unit standard introduces the knowledge and skills needed to plan and conduct basic research within the
learner`s own organisation. The qualifying learner is capable of:
•

Using simple techniques to plan, conduct and evaluate their research

•

To pose and answer questions in their workplace through a structured process

•

Reflecting on and improving the approach they have taken to carrying out their research

Unit Standard 13935
SPECIFIC OUTCOMES AND RELATED ASSESSMENT CRITERIA
SO 1 PLAN A SIMPLE RESEARCH PROJECT
AC 1
AC 2
AC 3
AC 4
AC 5

The need for and the purpose of the research is clearly identified and confirmed in writing with the
key stakeholders.
The scope of the research is delineated after consultation with the key stakeholders.
A list of at least five qualitative and quantitative research methodologies is compiled, describing
the suitability of each for the research topic in question.
A particular methodology is selected based on the most appropriate design for the research in
question.
A research plan, describing the purpose, the question or problem to be solved, the expected
outcome, the methodology and any schedules, questionnaires or models that will be used is
formulated according to a selected published model.

SO 2 GATHER AND COLLATE DATA RELEVANT TO THE RESEARCH QUESTION OF PROBLEM
AC 1
AC 2
AC 3
AC 4

The data is gathered according to the methodology described in the plan.
The data is collated according to the methodology described in the plan.
Where it has been necessary to change any part of the plan, reasons for the change are justified in
writing
The data recorded in raw format and collated format.

SO 3 ANALYSE THE DATA OBTAINED FROM THE RESEARCH
AC 1
AC 2
AC 3
AC 4

SO 4
AC 1
AC 2
AC 3
AC 4

A list of five data analysis techniques is compiled, describing the suitability of each for the data
obtained and the research topic in question.
A particular analysis technique is selected based on the most appropriate for the data obtained
and the type of research carried out.
The data is analysed correctly using the selected analysis technique.
Only the relevant findings are selected for presentation in the report.
PREPARE AND PRESENT A REPORT AND RECOMMENDATIONS BASED ON THE FINDINGS OF THE
RESEARCH
The report includes all the elements of the plan, as well as the collated data, the analysis, the
findings, a discussion with reference to published works relating to the topic, the
recommendations, a conclusion and references.
The report contains appropriate diagrams, graphs or charts that serve to illustrate and enhance
comprehension of the points being made.
The report links researched findings to published data in an integrated manner.
The format of the report is based on a company specific template designed for the purpose.

SO 5 EVALUATE THE EFFECTIVENESS AND UTILITY OF THE RESEARCH
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AC 1
AC 2

The effectiveness of the selected techniques is discussed with reference to the purpose of the
research being carried out.
The utility of the research is discussed with reference to the stated purpose and design.

CRITICAL CROSS FIELD OUTCOMES
UNIT STANDARD CCFO IDENTIFYING
Learners are able to identify and solve problems in which responses show that responsible decisions
using critical and creative thinking have been made in deciding on the appropriate research methodology
and analysis techniques.
UNIT STANDARD CCFO WORKING
Learners are able to work effectively with others as a member of a team organisation when they collect
data.
UNIT STANDARD CCFO ORGANISING
Learners are able to organise themselves and their own activities when they plan and conduct the
research.
UNIT STANDARD CCFO COLLECTING
Learners are able to collect, organise and critically evaluate information in collating and analysing the
data they have collected in the research.
UNIT STANDARD CCFO COMMUNICATING
Learners are able to communicate effectively using visual, mathematics and language skills in the modes
of oral and/or written presentations when presenting the report to the key stakeholders.
UNIT STANDARD CCFO SCIENCE
The learner is able to use science and technology effectively and critically when formulating the report
and creating appropriate graphics and illustrations to support the findings.
UNIT STANDARD CCFO DEMONSTRATING
Learners are able to demonstrate an understanding of the world as a set of related systems by relating
research findings to existing published texts.
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PURPOSE OF THE UNIT STANDARD
This unit standard introduces the knowledge and skills needed to plan and conduct basic research within the
learner`s own organisation.
The qualifying learner is capable of:
• Using simple techniques to plan, conduct and evaluate their research
• To pose and answer questions in their workplace through a structured process
• Reflecting on and improving the approach they have taken to carrying out their research

LEARNING ASSUMED TO BE IN PLACE AND RECOGNITION OF PRIOR LEARNING
There is open access to this unit standard. Learners should be competent in communication and mathematical
literacy at level 2. They should be familiar with basic questioning techniques and know how to operate the
company computer system.

UNIT STANDARD RANGE
• Qualitative research methodologies include case studies, interviews, observations, focus groups, and content
analysis.
• Quantitative methodologies may include interviews, structured questionnaires, and historical data collection.
• Analysis methods may include ranking, response frequencies, trends, and ranges sorted by demographics, type
of information, organisational structure or any other logical and useful division.
More complex statistical and research techniques are excluded from this unit standard.

Specific Outcomes and Assessment Criteria:
SPECIFIC OUTCOME 1
Plan a simple research project

ASSESSMENT CRITERIA

ASSESSMENT CRITERION 1
1. The need for and the purpose of the research is clearly identified and confirmed in writing with the key
stakeholders.

ASSESSMENT CRITERION 2
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2. The scope of the research is delineated after consultation with the key stakeholders.

ASSESSMENT CRITERION 3
3. A list of at least five qualitative and quantitative research methodologies is compiled, describing the suitability
of each for the research topic in question.

ASSESSMENT CRITERION 4
4. A particular methodology is selected based on the most appropriate design for the research in question.

ASSESSMENT CRITERION 5
5. A research plan, describing the purpose, the question or problem to be solved, the expected outcome, the
methodology and any schedules, questionnaires or models that will be used is formulated according to a selected
published model.

SPECIFIC OUTCOME 2
Gather and collate data relevant to the research question of problem

ASSESSMENT CRITERIA

ASSESSMENT CRITERION 1
1. The data is gathered according to the methodology described in the plan.

ASSESSMENT CRITERION 2
2. The data is collated according to the methodology described in the plan.

ASSESSMENT CRITERION 3
3. Where it has been necessary to change any part of the plan, reasons for the change are justified in writing.

ASSESSMENT CRITERION 4
4. The data recorded in raw format and collated format.

SPECIFIC OUTCOME 3
Analyse the data obtained from the research

ASSESSMENT CRITERIA
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ASSESSMENT CRITERION 1
1. A list of five data analysis techniques is compiled, describing the suitability of each for the data obtained and
the research topic in question.

ASSESSMENT CRITERION 2
2. A particular analysis technique is selected based on the most appropriate for the data obtained and the type of
research carried out.

ASSESSMENT CRITERION 3
3. The data is analysed correctly using the selected analysis technique.

ASSESSMENT CRITERION 4
4. Only the relevant findings are selected for presentation in the report.

SPECIFIC OUTCOME 4
Prepare and present a report and recommendations based on the findings of the research

ASSESSMENT CRITERIA

ASSESSMENT CRITERION 1
1. The report includes all the elements of the plan, as well as the collated data, the analysis, the findings, a
discussion with reference to published works relating to the topic, the recommendations, a conclusion and
references.

ASSESSMENT CRITERION 2
2. The report contains appropriate diagrams, graphs or charts that serve to illustrate and enhance
comprehension of the points being made.

ASSESSMENT CRITERION 3
3. The report links researched findings to published data in an integrated manner.

ASSESSMENT CRITERION 4
4. The format of the report is based on a company specific template designed for the purpose.

SPECIFIC OUTCOME 5
Evaluate the effectiveness and utility of the research
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ASSESSMENT CRITERIA

ASSESSMENT CRITERION 1
1. The effectiveness of the selected techniques is discussed with reference to the purpose of the research being
carried out.

ASSESSMENT CRITERION 2
2. The utility of the research is discussed with reference to the stated purpose and design.

UNIT STANDARD ACCREDITATION AND MODERATION OPTIONS
Accreditation and Moderation:
This unit standard will be internally assessed by the provider and moderated by a moderator registered by the
relevant accredited ETQA.

Critical Cross-field Outcomes (CCFO):
UNIT STANDARD CCFO IDENTIFYING
Learners are able to identify and solve problems in which responses show that responsible decisions using critical
and creative thinking have been made in deciding on the appropriate research methodology and analysis
techniques.

UNIT STANDARD CCFO WORKING
Learners are able to work effectively with others as a member of a team organisation when they collect data.

UNIT STANDARD CCFO ORGANISING
Learners are able to organise themselves and their own activities when they plan and conduct the research.

UNIT STANDARD CCFO COLLECTING
Learners are able to collect, organise and critically evaluate information in collating and analysing the data they
have collected in the research.

UNIT STANDARD CCFO COMMUNICATING
Learners are able to communicate effectively using visual, mathematics and language skills in the modes of oral
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and/or written presentations when presenting the report to the key stakeholders.

UNIT STANDARD CCFO SCIENCE
The learner is able to use science and technology effectively and critically when formulating the report and
creating appropriate graphics and illustrations to support the findings.

UNIT STANDARD CCFO DEMONSTRATING
Learners are able to demonstrate an understanding of the world as a set of related systems by relating research
findings to existing published texts.
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US 13935: PLAN AND CONDUCT BASIC RESEARCH
IN AN OFFICE ENVIRONMENT
PLAN FOR A SIMPLE RESEARCH PROJECT
Why research?
Primary research is any type of research that you go out and collect yourself. Examples include surveys,
interviews, observations, and ethnographic research. A good researcher knows how to use both primary and
secondary sources in her writing and to integrate them in a cohesive fashion. Conducting primary research is a
useful skill to acquire as it can greatly supplement your research in secondary sources.

What types of projects or activities benefit from primary research?
When you are working on a local problem that may not have been addressed before and little research is
there to back it up.
Example: You are conducting research on a proposed smoking ban in Bloemfontein. Little information has been
published about the topic other than a few editorials and letters to the editor in the local paper. You can
conduct primary research in the form of surveying individuals in the surrounding community and local decision
makers to gain more information.
When you are working and focussing on writing about a specific group of people or a specific person
Example: if you are writing about the activities of the Free State Football team one of the best ways to learn
about the team is to go talk to them and observe their behaviour.
When you are working on a topic that is relatively new or original and few publications exist on the subject.
For example, if you wanted to write on the connection between the KZN University Drama Club’s performance
locations and estimated attendance of events, you would have to determine this yourself through primary
research methods.
You can also use primary research to confirm or dispute national results with local trends.
For example, if you are writing about people’s opinions on Pension reform, you could conduct a local survey and
see how your local results compare to a nationwide survey conducted by the Business Times.
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What types of primary research can be done?
Many types of primary research exist. This will provide you with an overview of primary research that is often
done in writing classes.
Interviews
Interviews are one-on-one or small group question and answer sessions. Interviews will provide a lot of
information from a small number of people and are useful when you want to get an expert or knowledgeable
opinion on a subject.
Surveys
Surveys are a form of questioning that is more rigid than interviews and that involve larger groups of people.
Surveys will provide a limited amount of information from a large group of people and are useful when you
want to learn what a larger population thinks.
Observations
Observations involve taking organized notes about occurrences in the world. Observations provide you insight
about specific people, events, or locales and are useful when you want to learn more about an event without
the biased viewpoint of an interview.
Analysis
Analysis involves collecting data and organizing it in some fashion based on criteria you develop. They are useful
when you want to find some trend or pattern. A type of analysis would be to record commercials on three major
television networks and analyse gender roles.

Where do I start?
Consider the following questions when beginning to think about conducting primary research:
•

What do I want to discover?

•

How do I plan on discovering it? (This is called your research methods or methodology)

•

Who am I going to talk to/observe/survey? (These people are called your subjects or participants)

•

How am I going to be able gain access to these groups or individuals?

•

What are my biases about this topic?

•

How can I make sure my biases are not reflected in my research methods?

•

What do I expect to discover?
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Ethical Considerations in Primary Research
Primary research is conducted all of the time; journalists use it as their primary means of reporting news and
events; national polls and surveys discover what the population thinks about a particular political figure or
proposal; and companies collect data on their consumer base and market trends.
When conducting research in an academic or professional setting, you need to be aware of the ethics behind
your research activity. Here are some specific points to consider:
•

You should have the permission of the people who you will be studying to conduct research involving
them.

•

Not all types of research require permission for example, if you are interested in analysing something
that is available publicly (such as in the case of commercials, public message boards, etc.) you do not
necessarily need the permission of the authors.

•

You don’t want to do anything that would cause physical or emotional harm to your subjects. This could
be something as simple as being careful how you word sensitive or difficult questions during your
interviews.

•

Objectivity vs. subjectivity in your research is another important consideration. Be sure your own
personal biases and opinions do not get in the way of your research and that you give both sides fair
consideration.

•

Many types of research, such as surveys or observations, should be conducted under the assumption
that you will keep your findings anonymous. Many interviews, however, are not done under the
condition of anonymity. You should let your subjects know whether your research results will be
anonymous or not

•

When you are doing research, be sure you are not taking advantage of easy-to-access groups of people
(such as children at a day-care) simply because they are easy to access. You should choose your subjects
based on what would most benefit your research.

•

Some types of research done in a university setting require Institutional Board Approval. This means
that your research has to be approved by an ethics review committee to make sure you are not violating
any of the above considerations.

•

When reporting your results be sure that you accurately represent what you observed or what you were
told. Do not take interview responses out of context and do not discuss small parts of observations
without putting them into the appropriate context.
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Common Pitfalls of Primary Research
There are a few issues that researchers must confront all of the time. Here are those most common:
Over generalizing your results - It is impossible to make sweeping generalisations about groups of people based
solely on a few interviews, observations, or surveys. You can find general patterns or trends, but should never
assume that what you have found is what exists or what will always exist. In fact, it is hard to make concrete
generalizations about any occurrence that relates to people because people themselves are dynamic and
situations are always changing.
Biased methodology - If you create a biased survey or ask biased questions, you’ll get biased results.
Correlation does not imply causation - Remember that just because two results have a relationship between
them does not necessarily mean that one causes another to occur. For example, although video games and
violent behaviours are shown to have a link, it has not been proven that video games cause violent behaviour
(instead, it could be that individuals who are predisposed toward violent activity are drawn to violent video
games).
Not considering other related factors - It is very difficult to be able to study all the factors that relate to a
specific group of people, event, or occurrence. Even so, if you do not include these factors within your primary
research, they should still be considered when you begin to analyse your data. For example, if you are studying
the parking issue on campus and look at the amount of cars being parked on campus vs. the student population,
you are omitting other factors like the amount of commuter students, the number of faculty who drive,
accessibility of public transportation and many others.
Being able to know what data is valid - Some participants in your research may not take it seriously and will
provide silly, inaccurate answers or engage in purposely aberrant behaviours. This most likely occurs with
surveys that individuals complete but occasionally can occur during interviews or even with observations. These
answers can throw off your entire research project, so it is very important that you examine your surveys or
interviews for this type of erroneous information. If you find information that is highly questionable, it is best to
not include it in your analysis of results.
Reported behaviour vs. actual behaviour - What people report as their behaviour might not actually how they
behave? People will often report their own behaviour in a more positive light than it may actually be. For
example, if you are surveying college students about their study habits, they may report that they study for
more hours than they actually do.
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Ways to conduct research
There are a variety of different methods which can be emptied to conduct research. The selection of the correct
method is vitally important to ensure that the outcome of the research is successful and delivers the results
which reflect the true facts, rather than the required outcomes. Below we will take a look at some methods that
can be employed to conduct research.

1

Interviewing
Interviewing is a great way to learn detailed information from a single individual or small number of
individuals. It is very useful when you want to gain expert opinions on the subject or talk to someone
knowledgeable about a topic.

Types of Interviewing:
Several different types of interviews exist. You should choose one based on what kind of technology you have
available to you, the availability of the individual you are interviewing, and how comfortable you feel talking to
people.
Face to Face Interviews: Face to face interviews are when you sit down and talk with someone. They are
beneficial because you can adapt your questioning to the answers of the person you are interviewing. You will
need recording equipment for the interview, and it is highly recommended that you bring two recording devices
with you in case one fails.
Phone Interviews: Phone interviews can be used when you need to interview someone who is geographically
far away, who is too busy to meet with you to talk, or who does not want to use Internet technology. You have
to purchase a special recording device for use with most phone systems.
Email Interviews: Email interviews are less personal than face-to-face or phone interviews, but highly
convenient for most individuals. You may not get as much information from someone in an email interview
because you are not able to ask follow-up questions or play off the interviewee’s responses. However, email
interviews are useful because they are already in a digital format.
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Chat/Messaging Interviews: It is also possible to interview someone via an instant messaging service such as
MSN Messenger, ICQ, or AOL Instant Messenger. These interviews allow you to talk to people at great distances
and give you the benefit of adapting your questioning based on the responses you receive. Some people are not
fluent at typing, however, so you may not get as lengthy responses from this option.

Setting up an interview
When setting up an interview, be sure to be courteous and professional. Explain to the person being
interviewed who you are, what you want to talk them about, and what project you are working on. Don’t be
discouraged if not everyone you contact is willing to be interviewed.

Interview do's and don’ts
When conducting interviews carefully prepare for a plan for the following:
•

Do be careful of the types of questions you ask, so the preparation of your questions must be discussed
with your peers prior to conducting the interview.

•

Do start the interview with some small talk to give both yourself and the person you are interviewing a
chance to get comfortable.

•

Do bring redundant recording equipment in case something happens to one of your recording devices.

•

Do pay attention to what is being said during the interview and follow up responses that sound
interesting.

•

Do come to the interview prepared. You should learn as much as you can about the person you are
going to interview before the interview takes place so that you can tailor your questions to them.

•

Don't pester or push the person you are interviewing. If he or she does not want to talk about an issue,
you should respect that desire.

•

Don't stick to your questions rigidly. If an interesting subject comes up that relates to your research, feel
free to ask additional questions about it.

•

Don't allow the person you are interviewing to continually get off topic. If the conversation drifts, ask
follow-up questions to redirect the conversation to the subject at hand.

2

Surveying
Surveying is a great way to discover what a large amount of people think about a particular issue or
how a group of people report their behaviour. Surveys can be done on a large range of topics and can
be conducted relatively easily.
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Things to consider when conducting surveys:
Who are you planning on surveying? Decide what group you are going to focus on surveying based on who you
have access to and what your research is focused on.
How many people are you going to survey?
You want to choose a target number of surveys to conduct. You don't want too few surveys because you won't
have enough answers to support any generalizations or findings you may make. At the same time, you do not
want too many surveys because you will be overwhelmed with analysing your data.
How are you going to survey people?
You can choose to conduct your survey in person (i.e. walk up to people and ask them questions); on paper (i.e.
hand out surveys and ask people to return them); or even via the Internet. The survey method should be chosen
based on the length of your survey and types of questions.
How long is your survey going to be?
The answer to this question depends on what information you are attempting to discover and how much you
want to find out. Longer surveys sometimes involve the same question asked in multiple ways to see if people
are consistent in their answering strategies. For your first survey, however, it is better to keep things simple.
Short questions are usually more effective than longer ones.
What type of questions are you going to ask?
Do you want open-ended questions or closed questions? Open-ended questions are questions that allow the
participant any type of response. An example of an open-ended question is: How are you feeling today? A
closed question is one with a set of possible responses or yes/no responses. An example is: Did you feel that the
new campus regulation about parking was fair? While closed questions are much easier to analyse they do not
provide the rich responses you may get with open-ended questions. Ultimately, what type of question you ask
depends on what you want to discover.
What questions are you going to ask?
Carefully consider the wording of your questions and run trial-sessions with other individuals within your team
to get their input regarding the wording of your questions regarding their relevance to the matter, level of
language appropriateness and the possible influence it may have on the audience.
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Creating Good Interview and Survey Questions
If you are conducting primary research using surveys or interviews, one of the most important things to focus on
is creating good questions.

When creating questions you want to avoid:
Biased questions
Biased questions are questions that encourage your participants to respond to the question in a certain way.
They may contain biased terminology or are worded in a biased way.
Biased question: Don't you agree that campus parking is a problem?
Revised question: Is parking on campus a problem?
Questions that assume what they ask
These questions are a type of biased question and lead your participants to agree or respond in a certain way.
Biased question: There are many people who believe that campus parking is a problem. Are you one of them?
Revised question: Do you agree or disagree that campus parking is a problem?
Double-barrelled questions
A double-barrelled question is a one that has more than one question embedded within it. Participants may
answer one but not both, or may disagree with part or all of the question.
Double-barrelled question: Do you agree that campus parking is a problem and that the administration should
be working diligently on a solution?
Revised question: Is campus parking a problem? (If the participant responds yes): Should the administration be
responsible for solving this problem?
Confusing or wordy questions
Make sure your questions are not confusing or wordy. Confusing questions will only lead to confused
participants, which lead to unreliable answers.
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Confusing questions: What do you think about parking? (This is confusing because the question isn't clear about
what it is asking parking in general? The person's ability to park the car? Parking on campus?) Do you believe
that the parking situation on campus is problematic or difficult because of the lack of spaces and the walking
distances or do you believe that the parking situation on campus is ok? (This question is both very wordy and
leads the participant.)
Revised question: What is your opinion of the parking situation on campus?
Questions that do not relate to what you want to learn
Be sure that your questions directly relate to what it is you are studying. A good way to do this is to ask
someone else to read your questions or even test your survey out on a few people and see if the responses fit
what you are looking for.
Unrelated questions: Have you ever encountered problems in the parking garage on campus? Do you like or
dislike the bus system?

3

Observing
Observations are a type of primary research that involves spending time watching people or other
creatures interact with each other and the world around them. Observations are used in nearly every
scientific field and can be incredibly useful in gathering information.

Types of Participation
Before observing, consider how you as an observer may alter the event being observed.
•

How fully will you participate in the event?

•

Will you simply sit, watch, and take notes with no interaction?

•

Will you interact with the participants?

•

Will you become a participant yourself?

These different choices can radically change what you end up observing. The mere presence of an observer may
alter the events--and if you interact with participants, you further risk changing what takes place. The other side
to this is that by not participating in an event, you may not gain a complete understanding of that event.
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How to Observe
When observing, it is especially important to separate observations from your feelings or reactions to
observations. A good way to do this is to take your observations in a double-entry notebook. A double-entry
notebook has two columns, one for what is directly observed and one is for what the observer interprets from
the events. Here is an example: Observation: The teacher walks around the circle and speaks to each student
individually. Interpretation: The teacher seems to want to make sure that each student understands the
assignment. When you are observing a group that conducts their activities outside of the public eye, it is wise to
plan to spend multiple sittings with the group to ensure that they are comfortable with you allowing them to
adjust to your presence (to get better observations).
Recordings vs. Note-taking
How will you be observing? Will you be taking notes in a notebook? With a laptop? Will you be recording your
observations in some way (with a digital camera, video camera, digital recorder, etc.? How you choose to
observe is another important consideration that can affect the quality and results of your observations.
Remember that you cannot capture everything that takes place with a recording or by taking detailed notes.
What to Observe
Observational skills require some practice! The key to being a good observer is to pay attention to the details of
a situation, write as much as you can, and write it as detailed as possible. Before you observe, consider how you
will focus your observations because you can't focus on everything!

4

Analysis
Analysis is a type of primary research that involves finding and interpreting patterns in data,
classifying those patterns, and generalizing the results. It is useful when looking at actions, events, or
occurrences in different texts, media, or publications. Analysis can usually be done without

considering most of the ethical issues discussed in the overview, as you are not working with people but rather
publicly accessible documents. Analysis can be done on new documents or performed on raw data that you
yourself have collected.
Here are several examples of analysis:
•

Recording commercials on three major television networks and analysing race and gender within the
commercials to discover some conclusion

•

Analysing the historical trends in public laws by looking at the records at a local courthouse

•

Analysing topics of discussion in chat rooms for patterns based on gender and age
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Methods
Analysis research involves several steps:
•

Finding and collecting documents

•

Specifying criteria or patterns that you are looking for

•

Analysing documents for patterns, noting number of occurrences or other factors
Which type of research will you employ?

Q

ualitative versus Quantitative Research – Which type will you use?
Qualitative research is a method of inquiry employed in many different academic disciplines,
traditionally in the social sciences, but also in market research and further contexts. Qualitative
researchers aim to gather an in-depth understanding of human behaviour and the reasons that

govern such behaviour.
The qualitative method investigates the why and how of decision making, not just what, where, when. Hence,
smaller but focused samples are more often needed than large samples. Qualitative researchers may use
different approaches in collecting data, such as the grounded theory practice, narratology, storytelling, classical
ethnography, or shadowing.
Qualitative methods are also loosely present in other methodological approaches, such as action research or
actor-network theory. Forms of the data collected can include interviews and group discussions, observation
and reflection field notes, various texts, pictures, and other materials.

Quantitative research refers to the systematic empirical investigation of social phenomena via statistical,
mathematical or computational techniques. The objective of quantitative research is to develop and employ
mathematical models, theories and/or hypotheses pertaining to phenomena.
The process of measurement is central to quantitative research because it provides the fundamental connection
between empirical observation and mathematical expression of quantitative relationships. Quantitative
research is used widely in social sciences such as psychology, economics, sociology, and political science, and
less frequently in anthropology and history.
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Research in mathematical sciences such as physics is also 'quantitative' by definition, though this use of the term
differs in context. In the social sciences, the term relates to empirical methods, originating in both philosophical
positivism and the history of statistics, which contrast qualitative research methods. Qualitative methods
produce information only on the particular cases studied, and any more general conclusions are only
hypotheses. Quantitative methods can be used to verify, which of such hypotheses are true.
(Wikipedia)

Qualitative

Quantitative

"All research ultimately has a qualitative
grounding"
- Donald Campbell

"There's no such thing as qualitative data.
Everything is either 1 or 0" - Fred Kerlinger

The aim is a complete, detailed description.

The aim is to classify features, count them, and
construct statistical models in an attempt to
explain what is observed.

Researcher may only know roughly in advance
what he/she is looking for.

Researcher knows clearly in advance what he/she is
looking for.

Recommended during earlier phases of research
projects.

Recommended during latter phases of research
projects.

The design emerges as the study unfolds.

All aspects of the study are carefully designed
before data is collected.

Researcher is the data gathering instrument.

Researcher uses tools, such as questionnaires or
equipment to collect numerical data.

Data is in the form of words, pictures or objects.

Data is in the form of numbers and statistics.

Subjective - individuals interpretation of events is
important ,e.g., uses participant observation, indepth interviews etc.

Objective seeks precise measurement & analysis of
target concepts, e.g., uses surveys, questionnaires
etc.

Qualitative data is more 'rich', time consuming, and
less able to be generalized.

Quantitative data is more efficient, able to test
hypotheses, but may miss contextual detail.

Researcher tends to become subjectively immersed
in the subject matter.

Researcher tends to remain objectively separated
from the subject matter.
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Main Points
•

Qualitative research involves analysis of data such as words (e.g., from interviews), pictures (e.g., video),
or objects (e.g., an artefact).

•

Quantitative research involves analysis of numerical data.

•

The strengths and weaknesses of qualitative and quantitative research are a perennial, hot debate,
especially in the social sciences. The issues invoke classic 'paradigm war'.

•

The personality / thinking style of the researcher and/or the culture of the organisation is underrecognized as a key factor in preferred choice of methods.

•

Overly focusing on the debate of "qualitative versus quantitative" frames the methods in opposition. It
is important to focus also on how the techniques can be integrated, such as in mixed methods research.
More good can come of social science researchers developing skills in both realms than debating which
method is superior.

Now that you have selected your methods of research as well as the type of research you will conduct, let’s take
a look at how you should analyse the data which you have collected:

A

nalysing Your Primary Data
Now that you've collected your primary data, it’s time to figure out what that data means and what
you can learn from it. The keys when analysing your data is to pull out information that is the most
pertinent to your writing, information you can highlight and discuss, and information that will

support your claims (if you are making any).
Interviews
Interviews are fairly easy to analyse, as you simply have to go back through the answers you received and
decide how to use them within your writing. You can group the answers into categories and create a chart of
how those answers may best fit within your paper or article. If you recorded the interview with a tape or digital
recorder, you may want to listen to it and type a transcript of the interview. Since transcription is a tedious
process, only use this option if you need to.
Surveys
When analysing surveys, you want to get the raw data into form that you can manipulate. If you were using a
numerical system or yes/no answer system for your survey, you may find it helpful to enter the results into a
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spreadsheet program such as Microsoft Excel. If the survey was an open-ended question style, see if you can fit
your answers into categories of responses.
Observations
Observations are more difficult to analyse because when you are taking notes, you often write down everything
that you see. Start by organizing your notes into categories or by some criteria. Once you have everything
organized, see if you can make some generalizations about what you have observed.
Over-generalizing your results
Your first attempts at primary research will most likely include small groups of people and may not be
representative of the population as a whole. It is important to remember not to over-generalise your findings, in
other words, don't assume that your findings are necessarily true of every person within the group or every
person in a society.
Triangulation of Data
One of the benefits of combining primary research with secondary research is in the area of data triangulation.
Data triangulation is when a piece of data, a finding, or a generalisation is able to be verified with several
different research methods. This helps add to your credibility and makes your findings stronger.
For example, you are studying binge drinking on campus. You find national averages that indicate that 45% of
college students binge drink nationwide. You conduct your own research at the Bloemfontein campus. You find
that 47% of the individuals you surveyed drink; you also interview a counsellor on campus who reports that
approximately 1/3 of the students who he sees suffer from a drinking problem. Thus, your results from an
interview with an expert and your own survey support the national averages.

Now that we have identified the methods of research which can be employed;
the types of research which can be used to collect our data (qualitative or
quantitative); the preparations we have to abide by to prepare ourselves and our
subjects as well as the methods used to interpret the data form our research, we
are able to continue with planning the research we want to conduct within our
organisation.
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PREPARE FOR AND CONDUCT THE RESEARCH – PROJECT
Preparation and implementation requirements:
Your preparation and conducting of the research must include the following points which must be shown in the
outcome of the research. Ensure that your planning includes these guidelines as it will assist you in the
successful completion of your research. Each of the following stages must be apparent in your final delivery.

2. Preparation stage
•

The need for and the purpose of the research is clearly identified and confirmed

•

The scope of the research is defined

•

Either qualitative or quantitative methodology is selected and the suitability is described

•

Formulate a research plan, describing:

•

The purpose

•

The question or problem to be solved

•

The expected outcome

•

The methodology and any schedules

•

The data must be gathered according to the methodology described in the plan.

•

The data must be organised according to the methodology described in the plan.

•

Data collection must be show in raw and organised format

3. Analysis stage
•

The data must be analysed correctly

•

Only the relevant findings must be selected for presentation

4. Reporting stage

A report must be completed post-analysis which must include:
•

The elements of the plan

•

The collated data

•

The analysis

•

The findings

•

The recommendations

•

A conclusion

•

References

•

The report must contain appropriate diagrams, graphs or charts that serve to illustrate and enhance
comprehension of the points being made
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EVALUATE THE EFFECTIVENESS OF THE RESEARCH
Effectiveness – My own evaluation
The effectiveness of a research project can only be determined by those who took part therein, as they will
understand the flow of the project; from preparation stage to the final delivery of the outcomes of the data
which was collected. Once you have completed your research project and delivered your results to your class,
you need to sit back and take a subjective look at your entire project. Reflecting on the project, answer the
following questions; keeping in mind to maintain subjectivity to ensure that you are able to reflect a fair
outcome.
Remember that this section is a reflection of what you have experienced in your research. It cannot be held
against you if you feel that you have not entirely achieved your outcome in the research project; it will however
serve as a guide to you in your future endeavours of conducting research. It is therefore vitally important that
you are honest with yourself in this matter.
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You are now ready to go through a check list. Be honest with yourself
Tick the box with either a √ or an X to indicate your response

I am able to use simple techniques to plan, conduct and evaluate their research
I am able to pose and answer questions in their workplace through a structured process
I am able to reflect on and improve the approach they have taken to carrying out their
research

You must think about any point you could not tick. Write this down as a goal.
Decide on a plan of action to achieve these goals. Regularly review these goals.
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