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N O T E S  T O  T H E  L E A R N E R  

 

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 five (5) modules in this Learner Guide. 

Skills Programme 4: The Workplace and Staff 

U/S number Unit Standard name Level Cr 

7790  Process incoming and outgoing telephone calls  Level 3  3  

7796  Maintain a secure working environment  Level 3  1  

13928  Monitor and control reception area  Level 3  4  

14357  Demonstrate an understanding of a selected business environment  Level 4  10  

7860  Introduce new staff to the workplace  Level 3  1  

 

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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M O D U L E  S T R U C T U R E  

 

 

 

 

 

 

 

 

 

Module 1  The office environment and its requirement 

 

 

Module 3  Meeting communication and information 

 

 

Module 4  The workplace and staff 

 

 

Module 5  Business calculations 

 

 

Module 6  Business Environment 

 

 

Module 2  Co-Ordination, bookings and business 

documents 

* 
You are here 



SDA | MODULE 4 | STUDENT GUIDE 5 

 

 

 
 

 

 

NATIONAL CERTIFICATE: BUSINESS ADMIN 

SERVICES  

MODULE 4 | US 7790   PROCESS INCOMING AND 

OUTGOING TELEPHONE CALLS 
 



SDA | MODULE 4 | STUDENT GUIDE 6 

 

 

 

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:  

 

Process incoming and outgoing telephone calls  

SAQA US ID UNIT STANDARD TITLE 

7790  Process incoming and outgoing telephone calls  

ORIGINATOR ORIGINATING PROVIDER 

SGB Hospitality,Tourism,Travel, Leisure 
and Gaming  

  

QUALITY ASSURING BODY 

-   

FIELD SUBFIELD 

Field 11 - Services Hospitality, Tourism, Travel, Gaming and 
Leisure  

ABET BAND UNIT STANDARD 
TYPE 

OLD NQF LEVEL NEW NQF LEVEL CREDITS 

Undefined  Regular  Level 3  NQF Level 03  3  

REGISTRATION STATUS REGISTRATION 
START DATE 

REGISTRATION END 
DATE 

SAQA DECISION 
NUMBER 

Reregistered  2009-11-03  2012-11-03  SAQA 0160/05  

LAST DATE FOR ENROLMENT LAST DATE FOR ACHIEVEMENT 

2013-11-03    2016-11-03    

 

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.  

 

PURPOSE OF THE UNIT STANDARD  
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All those operating in a business environment must be able to use the telephone effectively. This includes 
individual use as well as the relaying of messages for others.  

 

LEARNING ASSUMED TO BE IN PLACE AND RECOGNITION OF PRIOR LEARNING  

None  

 

UNIT STANDARD RANGE  

Range statements are included with specific outcomes as necessary.  

 

Specific Outcomes and Assessment Criteria:  

 

SPECIFIC OUTCOME 1  

Demonstrated KNOWLEDGE and UNDERSTANDING.  

OUTCOME NOTES  

1. Describe non-disclosable information and the reasons it is classified as non-disclosable.  
 
2. Stress the importance of acknowledging callers and keeping them informed of reasons for delays.  
 
3. Describe various ways of finding telephone numbers.  
 
4. Explain the difference in the way a person answers their own private telephone and the way the switchboard is 
answered in terms of assisting customers.  
 
5. Describe standard telephone etiquette on answering calls, transferring calls and making calls.  
 
6. Describe the use of body language in communicating with others while on a call and the reason why it is 
important.  
 
7. Describe methods for dealing with abusive callers.  
 
8. Describe methods for dealing with emergency situations.  

 
ASSESSMENT CRITERIA  

 

ASSESSMENT CRITERION 1  

1. Arrange an environment in which the learner can be fairly assessed against the outcomes.  

ASSESSMENT CRITERION NOTES  

•  This unit standard can be assessed in isolation from other unit standards.  
•  All aspects dealing with switchboards must be assessed in the workplace or realistic working environment.  
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ASSESSMENT CRITERION 2  

2. Evaluate the learner's ability to meet the outcomes.  

ASSESSMENT CRITERION NOTES  

This unit can be assessed by a combination of observation, questioning, product sampling and testimonies from 
third parties, but the emphasis is to be on observation.  

 

ASSESSMENT CRITERION 3  

3. Provide specific feedback to the learner on assessments and the learner's ability to meet the outcomes.  

 

ASSESSMENT CRITERION 4  

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

 

ASSESSMENT CRITERION 5  

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

 

SPECIFIC OUTCOME 2  

Demonstrated ability to make DECISIONS about practice and to ACT accordingly.  

OUTCOME NOTES  

9. Prepare all necessary documentation and equipment (computers, writing material, notes etc.) prior to making 
any outgoing calls.  
 
10. Given a telephonic request from a customer, decide whether to help or to transfer the call to another person 
in the organisation and explain why.  
 
11. Ask probing questions find out the purpose of the call and transfer the caller to another person who may be 
more able to assist.  
 
12. Take messages for others in the organisation, (including whom the message is for, who called, the date & 
time, a short description of the call and contact details of the caller).  
 
13. Given the nature of the call, decide whether to take a detailed message or to offer to have the customer 
called back.  
 
14. Given incoming calls, transfers and outgoing calls, deal with callers politely and in keeping with the 
organisation's image and standard telephone etiquette  
 
15. Deal with calls quickly and politely, keeping other calls holding as little as possible.  
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16. Given a specific situation, decide what information is disclosable or non-disclosable and explain why  

 
ASSESSMENT CRITERIA  

 

ASSESSMENT CRITERION 1  

1. Arrange an environment in which the learner can be fairly assessed against the outcomes.  

ASSESSMENT CRITERION NOTES  

•  This unit standard can be assessed in isolation from other unit standards.  
•  All aspects dealing with switchboards must be assessed in the workplace or realistic working environment.  

 

ASSESSMENT CRITERION 2  

2. Evaluate the learner's ability to meet the outcomes.  

ASSESSMENT CRITERION NOTES  

This unit can be assessed by a combination of observation, questioning, product sampling and testimonies from 
third parties, but the emphasis is to be on observation.  

 

ASSESSMENT CRITERION 3  

3. Provide specific feedback to the learner on assessments and the learner's ability to meet the outcomes.  

 

ASSESSMENT CRITERION 4  

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

 

ASSESSMENT CRITERION 5  

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

 

SPECIFIC OUTCOME 3  

Demonstrated ability to learn from our actions and to adapt performance.  

OUTCOME NOTES  

17. Given that a new switchboard is being introduced into the organisation, suggest ways to learn the new 
system quickly and becoming competent.  

 
ASSESSMENT CRITERIA  

 

ASSESSMENT CRITERION 1  

1. Arrange an environment in which the learner can be fairly assessed against the outcomes.  

ASSESSMENT CRITERION NOTES  
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•  This unit standard can be assessed in isolation from other unit standards.  
•  All aspects dealing with switchboards must be assessed in the workplace or realistic working environment.  

 

ASSESSMENT CRITERION 2  

2. Evaluate the learner's ability to meet the outcomes.  

ASSESSMENT CRITERION NOTES  

This unit can be assessed by a combination of observation, questioning, product sampling and testimonies from 
third parties, but the emphasis is to be on observation.  

 

ASSESSMENT CRITERION 3  

3. Provide specific feedback to the learner on assessments and the learner's ability to meet the outcomes.  

 

ASSESSMENT CRITERION 4  

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

 

ASSESSMENT CRITERION 5  

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

 

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 must be registered with the 
FE/HE Registrar.  
 
3. Any institution wishing to receive skill development grants must be accredited with the relevant ETQA. Such an 
institution will also be registered with the relevant SETA.  
 
4. Moderation of assessment will be done by the relevant ETQA at its discretion.  

 

UNIT STANDARD ESSENTIAL EMBEDDED KNOWLEDGE  

Embedded knowledge and Critical cross-field outcomes have been included within the specific outcomes 
category.  
This has been done as it was deemed necessary to ensure holistic assessment occurred.  
 
The specific outcomes can be applied in a range of contexts.  
 
Many of the outcomes have been written in such a way that competence must be demonstrated in the context as 
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opposed to in isolation from a context.  
 
The specific outcomes are comparable to outcomes used internationally.  
 
We therefore structured outcomes using the format noun + verb + condition (modifying phrase)Specific 
outcomes have been split into three categoriesa) knowledge and understanding (what the learner must know and 
understand)b) decision-making and acting (what the learner must do)c) adapting performance ( including 
reflexive competence)In many instances there are more than six specific outcomes, as the inclusion of critical 
cross-field outcomes and embedded knowledge has increased the number of specific outcomes.  
 
If competencies are to be clustered in a meaningful way, then these unit standards cannot be split.  

 

Critical Cross-field Outcomes (CCFO):  

 

UNIT STANDARD CCFO WORKING  

Work effectively with others (Specific Outcomes 9,11,15,17)  

 

UNIT STANDARD CCFO COMMUNICATING  

Communicate effectively (Specific Outcomes 11,12,13)  
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US 7790   PROCESS INCOMING AND OUTGOING TELEPHONE 
CALLS 
 

elephone Etiquette 
Every employee will at some time or other, 

answer and used the telephone. It is therefore, 

important to be trained in the handling and receiving of 

telephone calls. The first impression a person receives of an 

organisation is normally based on the way in which 

telephone calls are handled.   

 

All calls should be handled professionally and care should be taken to convey a positive vocal personality and a 

positive image of the organisation.  

 

Whenever somebody calls an organisation, the very first impression they get of the organisation is that of the 

person who answers the telephone. The better the etiquette, manners and efficiency of the person are the 

higher regard the caller will have of the organisation.  

 

Thus the importance of such front-line people being super-efficient and friendly is of utmost importance. 

• Use a normal tone voice  

• Do not speak too quickly or to slowly 

• Do not eat, drink  or smoke when talking on the phone 

• Answer the phone as soon as it rings saying ‘good morning’ or ‘good afternoon’ 

• Identify your company clearly 

• Where a caller has to be kept on hold notify them of what is happening at regular intervals or they will 

think they have been cut off 

• Ask the caller if they would like to hold or if you can take a message or call them back when the person 

they wish to speak to is off the line 

• Do not disconnect while the caller is still speaking to you 

• If you can see that the person they wish to speak to is going to be long, ask them if you can take a 

message 

• Be polite at all times 

• Have a pen a paper ready for any messages that may have to be taken 

T 
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• Listen carefully to the request and put the caller through to the correct person 

• Use the callers’ name as this make them feel important 

• When an overseas call comes in, the person must be put through quickly (even if it means cutting in on 

the line) the receiver must be notified that they have an overseas all on hold 

• If you need to take a message – use the correct message form and note the following: 

• Name of the person who will received the message 

• Name and telephone number of the caller 

• Date and the time the message was taken 

• Message if there is one 

 

All calls must be answered promptly some establishments set a ‘ring limit’ within which they want the phone 

to be answered: for example – all incoming calls must be answered within three rings. Calls must be 

answered in a clear and polite manner using the appropriate greeting. 

 

Staff must: 

Adhere to establishment procedures for answering the phone – some businesses have standard greetings 

that must be used. They must also be consistent in the way they answer the phone – all calls must be 

answered in-keeping with organisational requirements. 

 

The following are examples of telephone greetings but check with your employer about the style of greeting 

they prefer. 

“Hello, Joe’s Bar and Grill, Mary speaking. How may I help you?” 

“Good afternoon, Joe’s Bar and Grill. This is Alan.” 

“Good evening, thanks for calling Joe’s Bar and Grill. Wayne speaking.” 

 

You can see that the way you answer the phone normally reflects the style of business involved. A common 

telephone technique is to provide the caller with a warm and enthusiastic greeting. Certainly it is totally 

unacceptable to pick up the phone and say: 

“What?” 

“Yes” 

“Hello” 

 

Some remark that you may find funny but which it inappropriate in a work environment, such as ‘Speak, it’s 

your 40 cents”. Failure to answer the phone promptly may mean the caller hangs up and gives their business 

to another company.  
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What if it’s not my phone that’s ringing? Should you answer a phone that is ringing even though it’s not your 

phone, or it’s not a phone in your department? General advice is not to – other measures should take care of 

it: it should be re-directed somewhere else, an answering machine should cut in etc. If you do answer a 

phone in another area the problem is that you may not be able to effectively and satisfactorily deal with the 

call. 

 

he telephone-mediums’ impact on society 

In a survey, 53.1% felt that people are more effective in face-to- face interaction than they are 

over the telephone. The main reason was the telephone seemed colder and more impersonal. 

On the other hand, 14% found the telephone more effective, and another 13% found it better in 

certain situations; 40.5% could not imagine a situation where they could say something over the telephone 

that they could not say face-to-face.  

 

But the rest reported a wide variety of specific situations where it was easier to say something over the 

telephone, such as expressing anger, breaking social engagements, making excuses, employment or business 

reasons, sending condolences or for anonymity.  

 

In such situations the telephone is valued as a 'distancing' medium. Furthermore, 56.2% of users felt that 

most people would not or could not discuss their personal lives 

over the phone. This included personal or emotional problems, 

sex life, health, marital or family problems, religion, funerals or 

sickness.  

 

Reasons for avoidance of topics varied: others in the room might 

be listening; others might be listening in on the line; the matter 

might be too complex for the phone. Benjamin Singer suggests 

that some matters are 'almost taboo' for discussion on the phone. 

However, a surprisingly large proportion - 15.7% - felt that they 

could discuss anything over the telephone. 

 

T 
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In this survey, the following major advantages of the telephone were reported:  

§ Emergency use 28.2%  

§ Convenience 22.1%  

§ Isolation Reduced 19.8%  

§ Time Saving 10.7%  

§ Business Use 6.9%  

§ Family Communication 4.6%  

§ Social Contacts 3.8%  

§ Other 3.8%  

 

usiness telephone use 

What is the initial contact your customer or client has with your company? If your business is 

like most others, it's a telephone call. We invest a tremendous amount of time and money to 

generate that contact.  

 

Your customer's or client's experience from that initial contact will largely determine the result, making or 

losing the sale, resolving a complaint and keeping a client or customer or losing that client or customer. As 

the old saying goes, "There's no second chance for making a good first impression!" 

 

In this age of voice mail, the telephone experience of customers doesn't seem to get much thought, a major 

mistake! Whether by personal contact or by voice mail, that experience of your customer or client should be 

a critical marketing concern. Properly training your team members, especially your receptionist or telephone 

operator, is critically important. 

 

Without getting into all of the details, which we hope to cover in a future seminar, here are suggested 

telephone procedures. We will use the word "customer" to include a client, customer or patient. 

1. Smile before you answer the telephone. It will help to put you in a positive frame of mind, which is 

communicated to the customer in the tone of your voice.  

2. Answer on the second ring. You need to smile and get to the telephone. On the second ring, your 

company is "Johnny on the spot!" After the third ring, customer is wondering if anyone is at work in 

your business.  

3. a. If the customer is calling directly to your line, answer in this sequence: "Good morning/afternoon, 

(company name), this is (your first name, last name)." 99% of the time this will elicit the customer to 

give his or her name in return. Do not ask for the customer's name.  

B 
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"Good morning/afternoon" communicates good social graces and gives the customer a moment to prepare 

for your real response. The name of the company communicates he or she has reached the right place. "This 

is" tells the customer that your name is coming. Giving your first and last name elicits the first and last name 

of the customer as a response.  

 

This may well feel terribly long, but once you practice it, it will flow. 

b. If the call is being transferred to you, you may answer, "Good morning/afternoon, this is (your first name, 

last name)." 

4. Listen attentively.  

5. a. If the customer asks for another team member and the team member is available, respond, "Thanks 

so much for calling. I'll put you straight through. Could you hold for a moment, please?" (Don't screen 

calls.)  

If the customer has told you they are upset about a problem, let the team member know before transferring 

the call.  

b. If the customer asks for a team member who isn't available, respond, "________ is with someone 

right now. Is there some way I or another team member can help you?" Do not say the team member is in a 

meeting. If not, "Shall I transfer you to _________'s voice mail, or would you like me to take a message?" If to 

voice mail, "Thanks so much for calling. I'll put you straight through." If a message, "Let me have some 

details, so I can help." 

 

How important is the telephone to a business? 

Put simply, the proper use of a telephone can make or break a business. That’s how important it is. Why is to 

so important? Because it is used by in-house customers and external customers to, amongst other things: 

• Make reservations for rooms 

• Make bookings in the dining room or restaurant 

• Make enquiries about functions 

• Seek information about prices and products 

• Change reservations or bookings 

• Place an order – for a product or service, function etc. 

• Lodge compliments and complaints 

 

We must be very aware that if a customer receives bad service, or has a bad experience, over the telephone 

they may not follow through on their enquiry and convert their enquiry into an actual sale. The telephone is 

also used by staff to: 
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• Communicate with other departments 

• Seek clarification about work directions 

• Contact nominated people in the event of an emergency situation 

• Provide feedback about service and customers to management and co-workers 

• Obtain help or stock where unexpected levels of trade occur within a department 

• Order stock from suppliers 

• Place maintenance calls with support organisations 

• Seek advice from government authorities, industry bodies, and a range of business advisors (such as 

security, legal, accounting and marketing people). 

 

The contexts of phone calls 

Telephone calls may take place in a wide range of different contexts including front-of-house and back-of-

house locations such as: 

• Offices 

• Reception/front office 

• Restaurant 

• Kitchen 

• Bars 

• Gaming rooms 

• On-site – where people are using mobile or portable phones. 

 

On the phone, you are the business 

It is important for every person who uses a telephone on behalf of the business to understand that while 

they are on the phone, they are the business. The way they use that phone, the way they talk and the 

information they provide all produce an impression about the business in people’s minds and it is important 

that such an impact reflects the real image of the venue.  

 

It is very easy to take the use of the telephone for granted (when receiving a call, making a call or transferring 

a call) and that is one of the biggest mistakes that workplace telephone users make. To be a good 

communicator, you need to consider the tone of your voice as this can change the meaning of what you say. 

The same words can take on quite a different meaning, if it was said in a different tone and at a different 

rate. Have you ever been greeted in a store by someone asking “How can I help you today?” when their tone 

and body language tells you that they don’t really want to help you at all.  
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teps in sending information to others 

When sending information, you need to consider the following four steps: 

Understand the information 

To successfully send information you must first clearly understand what you are sending. This 

process includes: 

• Understanding your organisations’ procedures, facilities, regulations and requirements as well as 

those of external parties you rely on, in the rendering of your services 

• You must clarify and order your thoughts 

• You have to be interested and involved 

 

hoose the right words 

It is not always enough just to understand the information. Have you ever consulted a sales person who 

totally confused you with jargon and technology, who assumed you, had a level of knowledge or 

understanding that you did not have? Think about any communication you have had with a computer sales 

person. Where you confused in anyway? 

 

Now think about your workplace and the jargon you use there. Ask yourself if these words would be known 

to your customers or if it can cause confusion? To clearly convey your information, you need to: 

• Consider the level of knowledge of your receiver 

• You need to be clear and specific about the information 

• You need to avoid jargon, or explain it thoroughly 

 

Convey a professional and confident image 

Your words should inspire confidence. For example, if you add “I think” or “Maybe” to the end of a sentence, 

this can create doubt with the client in your ability or information. If you are sure about your facts, you must 

convey this confidently. On the other hand, you need to be confident enough to say “I don’t know” when the 

situation arises and you are not absolutely certain. BUT you also have to ensure the customer that you will 

find out what the correct information is and relay that to them.  

 

S 
C 
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Your words however are not enough to convey a professional and confident image. Consider the impact of 

your personal appearance and your body language, even when talking to customers on the telephone. 

Studies have shown that people react and convey different images of them when they are dressed in 

different attires.  

 

Being ready for work, correct dress code, assists your frame of mind to make the change from “casualness” 

to professionalism. Ultimately, what you are trying to achieve is that the receiver of your information to be 

confident in you and that you know what you are talking about, supplying them with the correct, appropriate 

information.  

 

heck for understanding 

For clear communication of information you should always clarify the information by: 

• Allowing opportunities for the receiver to ask questions 

• Summarising what you have said 

• Asking questions to establish that the receiver has understood 

 

istening skills 

We can think up to four times faster than what people speak. Because we have time left over to 

let our minds wander, we can be distracted by daydreams, mannerisms or even thinking about 

what we are going to say next. We may also make assumptions about what the customer is going 

to say or tune right out when what they are saying is boring, annoying, irrelevant or repetitive. Active 

listening involves: 

• Listening for real meaning 

• Summarising and clarifying 

• Using body language reflecting on the information 

 

ypes of information  
Mostly telephone use is for the gaining of information. Information of the company, the 

services rendered, the products offered etc.  

 

Disclosable information 

Some information is of no value to the customers, some information is. Information regarding the customers’ 

experience at your organisation, or the services which you render, is of utmost importance to be clearly 

C 

L 
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understood and conveyed to the customer. The better you do this, the more chance you have of attracting 

that customers’ revenue.  

 

Therefore it is very important to make sure that you can identify when the border-line is being crossed. 

Basically one can identify when such an instance occurs by asking yourself; “Does this information help the 

customer in any way to determine whether they will be making use of my organisations’ products or 

services?”  

 

If the information does not pertain to the products or services of your company, then it is most likely that the 

information the caller is requesting, does not pertain to them. Especially questions regarding security, 

banking and personal details of staff.  

v Provide only the necessary information to the caller 

v Check company policy for information that may not be disclosed to callers 

v Never divulge confidential information 

v If you suspect the caller is trying to obtain confidential information from you, be polite but cut the call 

short 

v Be aware of private conversations in the office when the phone is off the hook 

v Never give out personal details of employees 

v Newer divulge any confidential information about the company 

Remember the golden rule: Always ask yourself: “Can the customer use the information to better their 

experience in my organisation and enhance their revenue, or, does the information pertain to areas which are 

not for use of customers?”  

Withholding information from customers can be the vital part of the sale necessary to convince the customer to 

make use of your services, and not that of your competitors. But, handing out incorrect information, can (and 

mostly will) be to the determent of you and your organisation.  
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PREPARING FOR MAKING TELEPHONE CALLS 

 

In order for any company to function properly, they have to rely on the staff making calls. These calls are made 

for various reasons including ordering stock, phoning customers and even phoning other staff within the 

company to ensure the efficient flow of information.  

 

It is the variances of efficiency of these phone calls that render them profitable or a liability to the organisation. 

The average time for a telephone call where a matter has to be discussed, is 40 seconds. Very long telephone 

calls usually indicate that the two people conducting the call are either discussing private matters or that the 

caller did not prepare properly before making the call.  

 

The preparation for the call is of utmost importance to ensure that the call is efficient and completed in good 

business time. These calls cost the company money so they handled as quickly as possible: 

v Ensure that you have the right number to call 

v Make sure you have the name of the person you are calling and which extension they are on 

v Have a second name available if the first is not free to talk to you     

v If you are making a call for someone else ensure they are available before you put the call through 

v Dial the number carefully 

v When the call is answered be brief but polite 

v If  making international calls ensure that it is office hours in that part of the country 

v Have brief notes prepared on the subject of the call 

v If the person you are calling is not available leave a brief message with your name and number 

 

Finding Telephone Numbers 

There are a variety of methods of obtaining telephone numbers. One 

always has to make sure that you have the correct telephone number 

before making the call; otherwise you could end up wasting time and 

money when calling the wrong number.  

v Telephone directory 

v International dialling codes booklet 

v Yellow Pages 

v Dial 1023 and ask for the number 
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ocumentation and Equipment necessary before making a call 
There are various aids which can make your job 

easier before making a call. Using these items could 

seem arduous and time-consuming, but they are fool-

proof methods you use to ensure you complete you telephone calls in 

good time and cost- as well as time-efficiently.   

v Telephone index – keep a record of all the companies and 

people who are phoned regularly 

 

v Pen and pencil – to make notes and confirm details of orders 

placed or orders taken 

 
v Telephone message pad – for when there are messages for 

people that you need to take when they are not available to come 

to the phone.  

 
v Telephone directory & Yellow pages – these books are there for 

your ease to find telephone numbers for companies and organisations 

which you may need to call. You can also dial 1023 from a land line 

and request the number from them; this method costs money and 

requires more time than simply looking up the numbers.  

 
v Answering machine – leaving an answering machine for calls that 

come through after hours ensures that your organisation gets all the 

calls, even those from customers or suppliers who phone before or 

after the office hours.  

 

Answering the telephone at work and answering your own personal cellphone is two different styles. You must 

always be aware of the differences in the two methods used. At work you have to be friendly, polite and very 

efficient, answering the phone the way that your company requires of you. You have to show your friendliness 

and efficiency in your voice and by the actions you take, while accepting calls. Keeping the caller informed about 

any delays also shows them that you are continuously working on their request and that you have not forgotten 

about them. Keeping this method up at all times will ensure you add to the positive image of your organisation. 

When answering your own telephone, you are entitled to answer it the way that you feel fit. Your tone will be 

more casual than when you answer the organisations’ telephone. 

D 
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elephone Messages 

In your groups, allow each person to be the caller and each person to take a message, record the 

message on the pads below.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

One should always make sure that you are up-to-date with the latest technology and requirements of the 

telephone of the organisation. You must be able to answer and make calls, as you never know when you 

would be required to make the calls.  

 

Therefore you have to make sure that you get the required training to use the telephone, when a new 

system is installed. You can ask for help from the receptionist or even the technician who installs the 

telephone systems.  

 

T 
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WORKING WITH A VARIETY OF TELEPHONE CALLS 

Before we start, let’s take a quick quiz to better understand ourselves with regards to our dealings with 

customers and other members of staff in our organisations. This will help you evaluate the effectiveness of your 

listening skills. Tick the most appropriate block next to the statement and then tally your scores once you have 

finished.  

Do you 
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1 Tune out people who say something you do not agree with or do not want to hear?     
2 Concentrate on what is being said even if you are not really interested?     
3 Assume you know what the speaker is going to say and stop listening?     
4 Repeat in your own words what the speaker has just said?     
5 Listen to the other person’s viewpoint, even if it differs from yours?     
6 Learn something from each person you meet, even if it is ever so basic?     
7 Find out what words mean when they are used in ways not familiar to you?     
8 Form a rebuttal in your head while the speaker is talking?     
9 Give the appearance of listening when you are not?     

10 Daydream while the speaker is talking?     
11 Listen for main ideas, not just facts?     
12 Recognise that words don’t just mean exactly the same thing to different people?     
13 Listen to only what you want to hear, blotting out the speakers’ whole message?     
14 Look at the person who is speaking, even when they are on the telephone?     
15 Concentrate on the speakers’ meaning rather than what you envisage/remember them?     
16 Know which words and phrases you respond to emotionally?     
17 Think about how the other person might expect you to react?     
18 Plan the best time to say what you want to say?     
19 Think about how the other person might react to what you say?     
20 Consider the best way to make your communication work, e.g. written, spoken, phone and memo?     
21 Think about what kind of person you are talking to, e.g. worried, hostile, rushed, shy or impatient?     
22 Feel you usually get through to the other person?     
23 Think “I assumed that they would know that”?     
24 Allow the speaker to vent negative feelings toward you without becoming defensive?     
25 Exercise regularly to increase your listening efficiency?     
26 Take notes when necessary to help you to remember finer/specific details?     
27 Hear sounds without being distracted by them?     
28 Listen to the speaker without judging or criticising?     
29 Restate instructions and messages to be sure you understand them correctly?     
30 Come in with a statement about what you believe the speaker is feeling?     

 

Now tally your score by circling the corresponding number in the block and then entering their values below: 
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1 1 2 3 4 16 4 3 2 1 
2 4 3 2 1 17 4 3 2 1 
3 1 2 3 4 18 4 3 2 1 
4 4 3 2 1 19 4 3 2 1 
5 4 3 2 1 20 4 3 2 1 
6 4 3 2 1 21 4 3 2 1 
7 4 3 2 1 22 4 3 2 1 
8 1 2 3 4 23 1 2 3 4 
9 1 2 3 4 24 4 3 2 1 

10 1 2 3 4 25 4 3 2 1 
11 1 2 3 4 26 4 3 2 1 
12 1 2 3 4 27 4 3 2 1 
13 1 2 3 4 28 4 3 2 1 
14 1 2 3 4 29 4 3 2 1 
15 4 3 2 1 30 4 3 2 1 

 

 

Most of the time + Frequently + Occasionally + Never = Total 

         

 

Now work out what your score means to your listening skills: 

Superior listening skills  120-105 

Above average listening skills 89-104 

Average listening skills  73-88 

Fair listening skills  57-72 
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reparation for calls: 
Before you can contemplate answering and making telephone calls, there are some basic 

things which you should be aware of. Understanding these things is very important to ensure 

efficiency while using the telephone. In your workplace, you should know: 

• How the telephone works, for example: there may be a headset plugged in that you 

are unsure of 

• Your organisations various telephone numbers as well as the fax numbers 

• How the afterhours telephone arrangements are switched on and off 

• How to make an external call 

• How to make an internal call 

• How to use the speed dial function on the telephone 

• How to place a caller on hold 

• How to transfer a call 

• How to page someone using the internal telephone system 

 

You must have your own workspace well organised for answering the telephone. This organisation includes: 

• Having paper and at least two working pens as well as clean writing pad and message taking pads beside the 

telephone 

• Having the workspace organised so that you can easily speak and take notes in a quiet environment 

• Knowing what you should say to greet the caller when answering the telephone 

• You need to be able to access: 

§ Commonly used workplace forms 

§ Commonly requested information 

§ An internal telephone directory 

§ Commonly used external telephone numbers 

 

Making outgoing calls 

Prepare prior to the call so that you do not need to make repeated calls to follow up on what you forgot: 

• Check you have the correct number 

• List the points you need to discuss and questions you need to ask 

• Have all the information at hand; including documents you have to refer to 

• Clearly identify yourself as well as the reason for your call 

• Consider whether leaving a message would be appropriate and what that message would be 

P 
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lacing callers on hold and transferring calls 

There are going to be times when, even management, is unable to assist a caller themselves, or 

immediately. Therefore, you may have to put the caller on hold, transfer the caller or take a 

message from the caller.  

 

When placing a caller on hold: 

• Start off by explaining the situation to the caller and that you are unable to assist them; or you are 

unable to find the person they are looking for and that you need to place them on hold 

• Ask the callers’ permission to be placed on hold 

• Explain to them what your actions are going to be to assist them 

• On return, or before you transfer them, thank them for their patience and understanding 

 

When transferring calls: 

• Listen to the callers’ requirements, then decide if you can help them or not; in the case of the latter, 

explain that you are unable to assist them, but you know who will be able to assist them 

• Explain to the caller that in order for you to give them the assistance they require, you need to transfer 

the call 

• Obtain their permission to transfer the call 

• Before you transfer the call, get hold of the other employee and explain the callers’ requests before you 

transfer the call. This is very important!!! If you do not do this, you will leave the caller to explain their 

situation/request for a second time. Repeating oneself can become really irritating, so a quick and 

simple explanation of the callers’ requests can be very helpful 

• Once you have done that, go back to the caller and thank them for their patience 

• Explain to them who will be assisting them; you have explained their requests to the person you are 

transferring them to and that you will be transferring them immediately 

• When the caller is transferred, the person receiving the call, should greet the caller by name/surname 

 

Dealing with difficult calls 

There are times when you will have to deal with difficult, persistent or rude people.   

 

The following are guidelines for dealing with abusive callers: 

• You have the right to demand reasonable language:  No-one can expect you to put up with abusive, 

derogatory, or threatening language and you can warn the caller that if they persist in using this language 

P 
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then you will end the call.  Some people use bad language when they 

are in a panic or are frustrated (you might be the fifth person they have 

talked to in the organisation).  It is important to determine whether 

this is the case or not.  People can be calmed down by initially 

acknowledging the feeling and then asking for the facts of the situation.  

For example “I can hear that you are very angry about being pushed 

from person to person.  If I have understood you correctly, the problem 

is that you were promised that lunch was inclusive and you have been billed for it. 

 

• Never say, “It’s not my problem”:  If you are taking the call, then it is your problem and you must deal with 

the situation.  If you cannot provide a solution, then you need to find the person who can, rather than 

dismissing the customer. 

 

Always be assertive:  When people are persistent or difficult and attempt to force you into a position of doing 

something appropriate, be repetitive in telling the person what must be said.   

 

For example you could say to someone wanting to make an appointment with your manager and you know that 

your manager will not thank you for it, “I cannot make an appointment for you.  I will pass the message on to my 

manager that you want her to phone you”. 

 

v If a caller is rude to you, continue to be friendly and polite, notify your supervisor and the person they 

wish to speak to, before putting the call through 

v If a caller becomes troublesome you must deal with them in a professional, business-like manner. Do not 

extend the conversation beyond what is necessary. If you cannot get the caller off the phone notify security and 

your supervisor 

v If someone phones in a bomb threat you should: 

• Keep the caller on the line as long as possible 

• Remain calm, cool and collected 

• Take note of any background noises 

• Jot down everything the caller says 

• Phone the bomb squad immediately 

• Establish where the bomb is, what time it is meant to blow, what time the call came in, in exact words 

of the caller, it is male or female, what age is the caller, what is their home language, do they have an accent or 

lisp.
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When people call your workplace, they are calling for a reason. They may want help, information or advice. 

Sometimes callers are not sure whom they want to talk to. It is your role to ask the right questions in order to 

determine the purpose of the call. If the reason for the call is not established, the caller may be unnecessarily 

transferred from extension to extension. Remember; never sound hurried, bored or impatient with the caller. 

They are doing you a favour by calling.  

 

When you offer to help, you need enough information from the caller before you can outline what the next step 

is. The best way to get this information is by asking open-ended questions. An open-ended question is one that 

requires more than a one-word answer. Open-ended questions begin with: 

What  Why  Which  When  Where  How  Who 

 

The following are some examples of open-ended questions you can use. 

• How can I help you? 

• What is the purpose of your call? 

• Who can give me that information? 

• Do you know the name of the person who handled your reservation? 

• What facilities will you need during your stay? 

 

The questions you ask will depend on the situation. However, always remember that open-ended questions will 

get you the information you need. 

 

You should follow the same procedures for dealing with complaints over the telephone as you do for dealing 

with customers face to face. The barriers when dealing with others on the telephone are what create the 

challenge.  

 

You cannot rely on the visual clues that normally tell you whether you are being understood, you only have your 

voice to rely on. Voice projection and the words and tone used are the key factors in demonstrating a 

professional image.   

 

It is quite a challenge to your professional skills to succeed in providing superior and distinctive service over the 

telephone. Every telephone complaint you handle competently represents an opportunity for your organisation. 
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Although it is best to resolve complaints or incident yourself, sometimes you have to refer the situation to a 

person in a more senior position. In most cases, customers do not want you to refer the situation to someone 

else because it could imply you are not interested or you believe it is not your problem.   

 

On the other hand, if a person is really angry, perhaps this is exactly what he or she wants because it is one way 

of expressing the need to talk to ‘someone more important’.   

 

A more senior person may also have more experience in dealing with difficult situations or with the types of 

alternatives available to satisfy the customer. 

 

You need to use your best judgment. If a guest presents you with a complaint, consider it your problem to 

manage. You may or may not choose to involve someone else.  Refer the complaint on to your supervisor or 

manager if the nature of the problem is clearly out of your sphere of authority. 

 

isclosable or Non-disclosable information 
The type of information that you should not give freely over the phone may include: 

• Personal telephone numbers and addresses of staff members 

• Personal or financial information about your customers.  This includes room numbers, 

guest names and information regarding guests is strictly confidential. Some guests will instruct that calls be 

announced before they are transferred. Other guests may wish to remain confidential. These requests must 

be respected and the correct procedures followed. 

• Organisational policies 

• Staff movements 

• New appointments and resignations. 

 

Your supervisor will explain the type of information that cannot be disclosed, over the telephone or otherwise, 

by staff in your organisation. 

 

Be discrete and courteous when answering enquiries or giving information over the telephone.  What you say 

must be accurate and helpful, but it must not disclose confidential information. If you believe that you have 

been asked to disclose confidential information, you could offer to take a message stating that you will refer the 

matter to your supervisor or a staff member who has the authority to deal with the request.  

D 
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In some situations, it may be appropriate to politely explain that, according to your organisation's policy, you are 

not at liberty to give the information requested. 

 

At your organisation you will be given access to information, which may be restricted or confidential. Discretion 

is always needed when answering inquiries about guests and staff movements to avoid situations where you 

could: 

• put a customer’s security at risk 

• put the staff’s security at risk 

• compromise the organisations profits or competitive edge 

 

When a wrong call is received, be polite and put the call through to the correct department or person 

immediately. Give the person the name of the department and the name of the person you putting the call 

through to. If the caller has phoned the wrong organisation, make this clear to them immediately. 

 

ealing with unexpected situations 

The unexpected situations that you may encounter when making internal and external 

telephone calls can be broad and varied. You could face difficulties due to telephone equipment 

or system failures.   

 

If you notice that telephones are damaged or you are unable to successfully contact the number dialled after 

repeated attempts you should report the fault to your supervisor or head of department. Some organisations 

will have procedures in place that should be followed.  

 

This may include: 

• reporting faults to system support 

• reporting faults to the organisation's switchboard operator 

 

At other times you may be faced with a problem because the person has a complaint or problem with your 

organisation's service. On some occasions, you may find yourself in the firing line of criticism, and even abuse.  

 

As a representative of your organisation it is your responsibility to deal with the person in a professional manner 

and avoid taking the matter personally. Keep calm and be attentive and courteous to the unsatisfied customer.  

 

D 
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Take positive steps to solve the problem by: 

• Asking appropriate questions to discover the facts 

• Acknowledge the complaint by being sympathetic and offering an apology on behalf of your organisation 

• Offering to take action by giving details of what you will do and stating the time in which it will be done. If it 

is out of your area of responsibility explain who you will refer the problem to 

• Follow the problem through to make sure the promised action is taken, and call the person to inform him or 

her of the result. 

 

Finally you may be required to deal with emergency situations, such as someone phoning in a bomb threat, a 

medical emergency, fire or a violent situation. Emergency situations are situations where there is danger and 

where people (and property) are at risk – be it physical or emotional.   

 

The following are emergencies that require immediate action: 

• accidents and incidents that require medical attention 

• bomb threats 

• Fire 

• Hold-ups and shoot-outs 

• Water – flooding 
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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 the telephone effectively  

□ I am able to identify the importance of relaying of messages for others, promptly, 

correctly and in full detail.  

 

 

 

 
 

 

 

 

 

 

 

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 4: US 7796 MAINTAIN A SECURE 

WORKING ENVIRONMENT 
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Each learner must be able to identify and respond to factors, faults or damage which increase the 

security risk for staff and customers. The learner must be able to use all relevant technology and 

understand how maintaining a high standard of security impacts positively on revenue for the 

business.  

 

Unit Standard 7796 

 

SPECIFIC OUTCOMES AND RELATED ASSESSMENT CRITERIA 
1 Describe national/ provincial/ company procedures to maintain a secure working environment 
2 Explain how to maintain a high level of security for staff and customers 
3 Describe security procedures to avoid and/or handle violent situations 
4 Explain the importance of securing unauthorised areas from customer access 

5 

Given a violent situation, identify the perpetrators and use the correct procedure for reporting 
and display appropriate conduct 
Range 
Bomb threats, hijacking, armed robbery, riots, strike, mass action 

6 Report suspicious items following the correct procedure 
7 Demarcate customer and staff areas separately and secure against unauthorised access 
8 Secure storage areas against unauthorised access and give reasons for doing this 

9 Given an organisation in a different province or country, describe the way in which performance 
would be adapted 

          CRITICAL CROSS FIELD OUTCOMES 
UNIT STANDARD CCFO CONTRIBUTING  
 Personal Development - participate as a responsible citizen:  

 
• Describe national/ provincial/ company procedures to maintain a secure working 
environment.  
• Describe security procedures to avoid and/or handle violent situations.  
• Given a violent situation, identify the perpetrators and use the correct procedure for 
reporting and display appropriate conduct.  
• Report suspicious items following the correct procedure 
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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:  

 
Maintain a secure working environment  

SAQA US ID UNIT STANDARD TITLE 

7796  Maintain a secure working environment  

SGB NAME REGISTERING PROVIDER 

SGB Hospitality,Tourism,Travel, Leisure and Gaming    

FIELD SUBFIELD 

Field 11 - Services Hospitality, Tourism, Travel, Gaming and Leisure  

ABET BAND UNIT STANDARD TYPE NQF LEVEL CREDITS 

Undefined  Regular  Level 3  1  

REGISTRATION 
STATUS 

REGISTRATION START 
DATE 

REGISTRATION END 
DATE 

SAQA DECISION 
NUMBER 

Reregistered  2007-01-23  2010-01-23  SAQA 0160/05  
 

PURPOSE OF THE UNIT STANDARD  
Each learner must be able to identify and respond to factors, faults or damage which increase the security risk 
for staff and customers. The learner must be able to use all relevant technology and understand how maintaining 
a high standard of security impacts positively on revenue for the business.  

 
LEARNING ASSUMED TO BE IN PLACE AND RECOGNITION OF PRIOR LEARNING  
None  

 
UNIT STANDARD RANGE  
Range statements are included with specific outcomes as necessary.  

 

Specific Outcomes and Assessment Criteria:  
 

SPECIFIC OUTCOME 1  
Describe national/ provincial/ company procedures to maintain a secure working environment.  
 
ASSESSMENT CRITERIA  

 
ASSESSMENT CRITERION 1  
1. Arrange or create an environment in which the learner can be fairly assessed against the outcomes.  
ASSESSMENT CRITERION NOTES  
This unit standard must be assessed in the workplace or in a realistic working environment.  

 
ASSESSMENT CRITERION 2  
2. Evaluate the learner`s ability to meet the outcomes consistently.  
ASSESSMENT CRITERION NOTES  
•  Assess this unit by a combination of observation, simulation and questioning.  
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•  Violent situations and suspicious parcels must be assessed by simulation.  
•  Question the learner on violent situations.  
•  Question the learner on securing different areas.  
•  This unit should be assessed in conjunction with the unit standard `Maintain A Safe Working Environment`.  
ASSESSMENT CRITERION RANGE  
Violent situations: bomb threats, hijacking, armed robbery, riots, strike, mass action.  
Different areas: customer areas, staff areas, storage areas. 
  

 
ASSESSMENT CRITERION 3  
3. Provide specific feedback to the learner on assessments and the learner`s ability to meet the outcomes.  

 
ASSESSMENT CRITERION 4  
4. Complete the declaration of competence and inform the appropriate ETQA once the learner has demonstrated 
the ability to meet all the outcomes.  

 
ASSESSMENT CRITERION 5  
5. Counsel the learner on future assessments, necessary learning and further qualifications.  

 
SPECIFIC OUTCOME 2  
Explain how to maintain a high level of security for staff and customers.  
OUTCOME NOTES  
Explain how to maintain a high level of security for staff and customers, and describe the impact on the 
organisation of not doing this.  
 
ASSESSMENT CRITERIA  

 
ASSESSMENT CRITERION 1  
1. Arrange or create an environment in which the learner can be fairly assessed against the outcomes.  
ASSESSMENT CRITERION NOTES  
This unit standard must be assessed in the workplace or in a realistic working environment.  

 
ASSESSMENT CRITERION 2  
2. Evaluate the learner`s ability to meet the outcomes consistently.  
ASSESSMENT CRITERION NOTES  
•  Assess this unit by a combination of observation, simulation and questioning.  
•  Violent situations and suspicious parcels must be assessed by simulation.  
•  Question the learner on violent situations.  
•  Question the learner on securing different areas.  
•  This unit should be assessed in conjunction with the unit standard `Maintain A Safe Working Environment`.  
ASSESSMENT CRITERION RANGE  
Violent situations: bomb threats, hijacking, armed robbery, riots, strike, mass action.  
Different areas: customer areas, staff areas, storage areas. 
  

 
ASSESSMENT CRITERION 3  
3. Provide specific feedback to the learner on assessments and the learner`s ability to meet the outcomes.  

 
ASSESSMENT CRITERION 4  
4. Complete the declaration of competence and inform the appropriate ETQA once the learner has demonstrated 
the ability to meet all the outcomes.  

 
ASSESSMENT CRITERION 5  
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5. Counsel the learner on future assessments, necessary learning and further qualifications.  
 

SPECIFIC OUTCOME 3  
Describe security procedures to avoid and/or handle violent situations.  
 
ASSESSMENT CRITERIA  

 
ASSESSMENT CRITERION 1  
1. Arrange or create an environment in which the learner can be fairly assessed against the outcomes.  
ASSESSMENT CRITERION NOTES  
This unit standard must be assessed in the workplace or in a realistic working environment.  

 
ASSESSMENT CRITERION 2  
2. Evaluate the learner`s ability to meet the outcomes consistently.  
ASSESSMENT CRITERION NOTES  
•  Assess this unit by a combination of observation, simulation and questioning.  
•  Violent situations and suspicious parcels must be assessed by simulation.  
•  Question the learner on violent situations.  
•  Question the learner on securing different areas.  
•  This unit should be assessed in conjunction with the unit standard `Maintain A Safe Working Environment`.  
ASSESSMENT CRITERION RANGE  
Violent situations: bomb threats, hijacking, armed robbery, riots, strike, mass action.  
Different areas: customer areas, staff areas, storage areas. 
  

 
ASSESSMENT CRITERION 3  
3. Provide specific feedback to the learner on assessments and the learner`s ability to meet the outcomes.  

 
ASSESSMENT CRITERION 4  
4. Complete the declaration of competence and inform the appropriate ETQA once the learner has demonstrated 
the ability to meet all the outcomes.  

 
ASSESSMENT CRITERION 5  
5. Counsel the learner on future assessments, necessary learning and further qualifications.  

 
SPECIFIC OUTCOME 4  
Explain the importance of securing unauthorised areas from customer access.  
 
ASSESSMENT CRITERIA  

 
ASSESSMENT CRITERION 1  
1. Arrange or create an environment in which the learner can be fairly assessed against the outcomes.  
ASSESSMENT CRITERION NOTES  
This unit standard must be assessed in the workplace or in a realistic working environment.  

 
ASSESSMENT CRITERION 2  
2. Evaluate the learner`s ability to meet the outcomes consistently.  
ASSESSMENT CRITERION NOTES  
•  Assess this unit by a combination of observation, simulation and questioning.  
•  Violent situations and suspicious parcels must be assessed by simulation.  
•  Question the learner on violent situations.  
•  Question the learner on securing different areas.  
•  This unit should be assessed in conjunction with the unit standard `Maintain A Safe Working Environment`.  
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ASSESSMENT CRITERION RANGE  
Violent situations: bomb threats, hijacking, armed robbery, riots, strike, mass action.  
Different areas: customer areas, staff areas, storage areas. 
  

 
ASSESSMENT CRITERION 3  
3. Provide specific feedback to the learner on assessments and the learner`s ability to meet the outcomes.  

 
ASSESSMENT CRITERION 4  
4. Complete the declaration of competence and inform the appropriate ETQA once the learner has demonstrated 
the ability to meet all the outcomes.  

 
ASSESSMENT CRITERION 5  
5. Counsel the learner on future assessments, necessary learning and further qualifications.  

 
SPECIFIC OUTCOME 5  
Given a violent situation, identify the perpetrators.  
OUTCOME NOTES  
Given a violent situation, identify the perpetrators and use the correct procedure for reporting and display 
appropriate conduct.  
OUTCOME RANGE  
Bomb threats, hijacking, armed robbery, riots, strike, mass action.  
 
ASSESSMENT CRITERIA  

 
ASSESSMENT CRITERION 1  
1. Arrange or create an environment in which the learner can be fairly assessed against the outcomes.  
ASSESSMENT CRITERION NOTES  
This unit standard must be assessed in the workplace or in a realistic working environment.  

 
ASSESSMENT CRITERION 2  
2. Evaluate the learner`s ability to meet the outcomes consistently.  
ASSESSMENT CRITERION NOTES  
•  Assess this unit by a combination of observation, simulation and questioning.  
•  Violent situations and suspicious parcels must be assessed by simulation.  
•  Question the learner on violent situations.  
•  Question the learner on securing different areas.  
•  This unit should be assessed in conjunction with the unit standard `Maintain A Safe Working Environment`.  
ASSESSMENT CRITERION RANGE  
Violent situations: bomb threats, hijacking, armed robbery, riots, strike, mass action.  
Different areas: customer areas, staff areas, storage areas. 
  

 
ASSESSMENT CRITERION 3  
3. Provide specific feedback to the learner on assessments and the learner`s ability to meet the outcomes.  

 
ASSESSMENT CRITERION 4  
4. Complete the declaration of competence and inform the appropriate ETQA once the learner has demonstrated 
the ability to meet all the outcomes.  

 
ASSESSMENT CRITERION 5  
5. Counsel the learner on future assessments, necessary learning and further qualifications.  
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SPECIFIC OUTCOME 6  
Report suspicious items following the correct procedure.  
 
ASSESSMENT CRITERIA  

 
ASSESSMENT CRITERION 1  
1. Arrange or create an environment in which the learner can be fairly assessed against the outcomes.  
ASSESSMENT CRITERION NOTES  
This unit standard must be assessed in the workplace or in a realistic working environment.  

 
ASSESSMENT CRITERION 2  
2. Evaluate the learner`s ability to meet the outcomes consistently.  
ASSESSMENT CRITERION NOTES  
•  Assess this unit by a combination of observation, simulation and questioning.  
•  Violent situations and suspicious parcels must be assessed by simulation.  
•  Question the learner on violent situations.  
•  Question the learner on securing different areas.  
•  This unit should be assessed in conjunction with the unit standard `Maintain A Safe Working Environment`.  
ASSESSMENT CRITERION RANGE  
Violent situations: bomb threats, hijacking, armed robbery, riots, strike, mass action.  
Different areas: customer areas, staff areas, storage areas. 
  

 
ASSESSMENT CRITERION 3  
3. Provide specific feedback to the learner on assessments and the learner`s ability to meet the outcomes.  

 
ASSESSMENT CRITERION 4  
4. Complete the declaration of competence and inform the appropriate ETQA once the learner has demonstrated 
the ability to meet all the outcomes.  

 
ASSESSMENT CRITERION 5  
5. Counsel the learner on future assessments, necessary learning and further qualifications.  

 
SPECIFIC OUTCOME 7  
Demarcate customer and staff areas separately and secure against unauthorised access.  
 
ASSESSMENT CRITERIA  

 
ASSESSMENT CRITERION 1  
1. Arrange or create an environment in which the learner can be fairly assessed against the outcomes.  
ASSESSMENT CRITERION NOTES  
This unit standard must be assessed in the workplace or in a realistic working environment.  

 
ASSESSMENT CRITERION 2  
2. Evaluate the learner`s ability to meet the outcomes consistently.  
ASSESSMENT CRITERION NOTES  
•  Assess this unit by a combination of observation, simulation and questioning.  
•  Violent situations and suspicious parcels must be assessed by simulation.  
•  Question the learner on violent situations.  
•  Question the learner on securing different areas.  
•  This unit should be assessed in conjunction with the unit standard `Maintain A Safe Working Environment`.  
ASSESSMENT CRITERION RANGE  
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Violent situations: bomb threats, hijacking, armed robbery, riots, strike, mass action.  
Different areas: customer areas, staff areas, storage areas. 
  

 
ASSESSMENT CRITERION 3  
3. Provide specific feedback to the learner on assessments and the learner`s ability to meet the outcomes.  

 
ASSESSMENT CRITERION 4  
4. Complete the declaration of competence and inform the appropriate ETQA once the learner has demonstrated 
the ability to meet all the outcomes.  

 
ASSESSMENT CRITERION 5  
5. Counsel the learner on future assessments, necessary learning and further qualifications.  

 
SPECIFIC OUTCOME 8  
Secure storage areas against unauthorised access and give reasons for doing this.  
 
ASSESSMENT CRITERIA  

 
ASSESSMENT CRITERION 1  
1. Arrange or create an environment in which the learner can be fairly assessed against the outcomes.  
ASSESSMENT CRITERION NOTES  
This unit standard must be assessed in the workplace or in a realistic working environment.  

 
ASSESSMENT CRITERION 2  
2. Evaluate the learner`s ability to meet the outcomes consistently.  
ASSESSMENT CRITERION NOTES  
•  Assess this unit by a combination of observation, simulation and questioning.  
•  Violent situations and suspicious parcels must be assessed by simulation.  
•  Question the learner on violent situations.  
•  Question the learner on securing different areas.  
•  This unit should be assessed in conjunction with the unit standard `Maintain A Safe Working Environment`.  
ASSESSMENT CRITERION RANGE  
Violent situations: bomb threats, hijacking, armed robbery, riots, strike, mass action.  
Different areas: customer areas, staff areas, storage areas. 
  

 
ASSESSMENT CRITERION 3  
3. Provide specific feedback to the learner on assessments and the learner`s ability to meet the outcomes.  

 
ASSESSMENT CRITERION 4  
4. Complete the declaration of competence and inform the appropriate ETQA once the learner has demonstrated 
the ability to meet all the outcomes.  

 
ASSESSMENT CRITERION 5  
5. Counsel the learner on future assessments, necessary learning and further qualifications.  

 
SPECIFIC OUTCOME 9  
Describe the way in which performance would be adapted.  
OUTCOME NOTES  
Given an organisation in a different province or country, describe the way in which performance would be 
adapted.  
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ASSESSMENT CRITERIA  
 

ASSESSMENT CRITERION 1  
1. Arrange or create an environment in which the learner can be fairly assessed against the outcomes.  
ASSESSMENT CRITERION NOTES  
This unit standard must be assessed in the workplace or in a realistic working environment.  

 
ASSESSMENT CRITERION 2  
2. Evaluate the learner`s ability to meet the outcomes consistently.  
ASSESSMENT CRITERION NOTES  
•  Assess this unit by a combination of observation, simulation and questioning.  
•  Violent situations and suspicious parcels must be assessed by simulation.  
•  Question the learner on violent situations.  
•  Question the learner on securing different areas.  
•  This unit should be assessed in conjunction with the unit standard `Maintain A Safe Working Environment`.  
ASSESSMENT CRITERION RANGE  
Violent situations: bomb threats, hijacking, armed robbery, riots, strike, mass action.  
Different areas: customer areas, staff areas, storage areas. 
  

 
ASSESSMENT CRITERION 3  
3. Provide specific feedback to the learner on assessments and the learner`s ability to meet the outcomes.  

 
ASSESSMENT CRITERION 4  
4. Complete the declaration of competence and inform the appropriate ETQA once the learner has demonstrated 
the ability to meet all the outcomes.  

 
ASSESSMENT CRITERION 5  
5. Counsel the learner on future assessments, necessary learning and further qualifications.  

 

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 must be registered with the 
FE/HE Registrar.  
 
3. Any institution wishing to receive skill development grants must be accredited with the relevant ETQA. Such an 
institution will also be registered with the relevant SETA.  
 
4. Moderation of assessment will be done by the relevant ETQA at its discretion.  

 
UNIT STANDARD ESSENTIAL EMBEDDED KNOWLEDGE  
Essential embedded knowledge is dealt with under the specific outcomes section where "demonstrated 
knowledge and understanding" is required.  

 

Critical Cross-field Outcomes (CCFO):  
 

UNIT STANDARD CCFO CONTRIBUTING  
Personal Development - participate as a responsible citizen:  
 
•  Describe national/ provincial/ company procedures to maintain a secure working environment.  
•  Describe security procedures to avoid and/or handle violent situations.  
•  Given a violent situation, identify the perpetrators and use the correct procedure for reporting and display 
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appropriate conduct.  
•  Report suspicious items following the correct procedure.  

 
UNIT STANDARD NOTES  
Recommendations and Exemplars for the design of:  
 
Learning / Curriculum:  
•  The learner should become familiar with all company procedures relating to violent situations.  
•  The learner should practise what to do in the event of violent situations through the role-plays.  
•  Special emphasis must be placed on preventative action that can be taken to avoid any breach of security.  
•  Potential exercise: The learner could draw up a new and improved bomb threat report/ statement of events 
report ensuring that all relevant details are included.  
•  Potential project: The learner could explore different scenarios and solutions for securing customer, storage 
and staff areas and keys. This could then be presented to the group for discussion.  
 
Performance systems:  
•  This unit standard is not particularly useful around performance issues.  
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US 7796 MAINTAIN A SECURE WORKING 
ENVIRONMENT 
 
While on duty you should be aware at all times of security issues such as what do if there is theft or a break-in or 

even a suspected criminal on your organisations’ premises, or close thereto. When people are away from home 

they need to have peace of mind regarding themselves and their belongings. The organisation needs to provide 

good security so that the guests can relax and not have to worry about their safety or the safety of their 

belongings. Once the guests start to worry about their belongings, they will not be able to enjoy themselves 

while visiting your organisation and therefore will either leave immediately or will cut their visit short.  

Maintaining a secure working environment means that you have to make sure that all the areas in your 

organisation is safe from any unwanted intruders. It means that you have secured the belongings of not only the 

guests, but also that of the staff as well as the organisation. This way you organisation will be known as a 

“Secure and safe” place where the guests will be able to relax and enjoy their experience. They would not have 

to be continuously concerned about the security of their belongings and themselves.  

 

But as this is very important for the guests to feel this way, so is it also important for the staff to feel the same 

way. They might not be the customers of the organisation, but they form the backbone of the organisation. If 

the staff feels threatened, they will not come to work which will leave the organisation unable to serve their 

guests. Here you can also see the impact that security has on the organisation itself. If the staff fail to come to 

work because they fear for their security and the guests do not visit the organisation because they also fear for 

their security, there is no way possible that the organisation can survive.  

 

Seeing this security guard walking around the premises and patrolling the areas where your guests park as well 

as the entrances, will certainly act as a deterrent to any person with criminal intentions. He also acts as a sign of 

security to the guests that not only they, but their belongings are also safe. More often than not, he belongs to a 

security company who is a touch of a button away.  

 

Security companies offer their clients Panic buttons in various places in their buildings. So if the situation does 

call for the security company to be called in, without the perpetrators knowing, the panic buttons usually work 

the best. Some security companies guarantee a response time of 5 minutes or less, which is about on par with 

industry standards. Other than employing external security staff, larger companies have internal security 

departments. The main focus of these departments is on the monitoring and maintenance of all security aspects 

with regards to the company, its’ staff, their belongings, the premises of the organisation, equipment on the 

premises as well as the customers which frequent the organisation.  
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These desks are often equipped with screens which show the footage on the closed-circuit television cameras in 

the building and on the premises. With the high standards today, the footage of these camera’s are often kept 

for up to three months, meaning that if criminals did penetrate the security, they can still be identified if the 

investigation requires it. Even with all these high tech equipment, the core focus of security lies with the staff 

within the organisation. No matter how many security guards and cameras are used, if the staff fails to uphold 

the basics of security, then the system will not be able to maintain the high standards required.  

 

The staff in the organisation is often trusted with certain security features of the organisation.  

• In a restaurant environment, the chefs and head waiters are allocated keys to the store rooms and cold 

storage facilities 

• In a second hand car dealership, the sales people have access to the keys of the vehicles on the 

showroom floor 

• In supermarkets, the supervisors have keys to the till drawers as well as the bags containing the change 

which is required by the cashiers 

• In hotels, the doorman usually carries keys to the store room where the guests luggage is kept 

 

These are but a few examples of how the staff has the primary role to play in the security of any organisation. If 

they fail to keep the basics intact, then it becomes very hard for the security companies (internal or external) to 

build on the security standards required.  

Security is not always about something being stolen. It also involves the threats that occur when people are 

feuding. In such instances you could mention guests which are intoxicated and then start an argument with staff 

or other guests. This type of situation also calls for the security guards to step in, to diffuse the situation and 

remove the threat from other guests and the staff, but more importantly, away from the premises where the 

guests can see it and fell threatened by it.  

In situations like these, it is better to stay away from the incident and make sure that you have notified your 

supervisor / manager and the security of it. Staying close by to watch what is going to happen, will only lead to 

increased tension between the parties and it could lead to the situation getting out of hand. Asking the staff, 

onlookers and even guests to return to their seats or work stations is the best solution. Between management 

and the security company, they will find the best solution and enforce it. The faster such situations are handled, 

the more confidence the staff and the guests will have in the organisations’ security measures. When the 

situation has already become out of hand, it is better not to get involved, rather ask the two parties to step 

outside and resolve the matter away from any guests or staff who can become injured.  
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When the situation is more violent than can be handled, it is better to stay 

far away and rather call the security company from your cell phone or 

making use of the panic button they supply. At all times the staff should try 

and calm the situation, but only to the extent where they feel endangered, 

thereafter they must retract away.  

 

The most important rule to remember is to always maintain separate areas for guests and staff. By maintaining 

this, there can be no confusion with regards to who is allowed where and who not. 

Demarcating the areas and locking areas where only authorised entry is permitted, plays 

a big role in enforcing this rule. One cannot train the guests where to and where not to 

go, but organisations make use of signs like these to inform the guests of the areas they 

are permitted to use. On the other hand, management will ensure the staff are 

knowledgeable about the areas they are allowed to use, and the areas they are to stay 

away from. Some customers have dishonest intentions and if they can get into areas 

where valuable items are stored, the items can go missing. The same with some 

members of staff, if they can get hold of customer property, it might go missing. This 

does not mean that all people are dishonest; it is merely a measure to ensure those who are dishonest, are not 

given the opportunity. If you can successfully keep the people in their own, demarked areas, half the process of 

security maintenance is won.  

Sometimes the situation calls for a little more than some calming words and mediation between two parties. 

Some situations do not just happen between staff or guests. They sometimes occur as a planned event by other 

people, large groups of people or even criminals such as terrorists and robbers. During these situations, it is 

better not be the hero, as you are bound to cause more damage and injury, than what is would have been 

without your input. Let’s take a look at some situations: 

 

In the unlikely event of a bomb threat the best to do is to attempt to find out as much as possible from the 

person who informs you of the bomb. You should always stay calm and relaxed (even though the situation is 

very tense and dangerous) and try to get clues like  

 

• where the person is 
• what language are they speaking, do they have an accent 
• where the bomb is 
• why the bomb has been placed there 
• when is it set to go off 
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• what does the bomb look like 
 

Remembering that if the people are professionals, their intentions are to injure and harm others, and they will 

give out minimum information. Therefore you must get as much information as possible to give over to the 

authorities and your manager. Immediately after receiving such information, you must inform your manager 

and the authorities thereof.  Thereafter you should start evacuating the area immediately in a calm manner. 

Leave everything behind and assemble at the predetermined area. If you do come across suspicious items, 

inform the authorities and your manager, but never attempt to move it.  

 

In the event of riots, mass actions, strikes, marches and other gatherings where large groups of people are 

gathered, it is very wise to make yourself and your organisation appear to be closed. These groups work in 

numbers and usually carry the belief that those who are not with them, are against them. Therefore one should 

rather close your doors and keep the staff, and guests, away from windows or glass doors where they can be 

seen by the protestors. If you can make them belief that there is nobody at the company, then they might leave 

you alone. Alternatively, you have to contact the police after notifying your manager and then make sure to get 

on the opposite side to the protestors.  

 

 

In South Africa, there is a car hijacking every 12 minutes (Statistics SA 2005), which means that 120 people will 

lose their cars to a high-jacking every day. Sad to say, but that is the good part of the news, the bad part s when 

the driver of the vehicle has not only lost their car, but also their lives. Hijacking is taken very seriously by the 

authorities and special anti-hijacking teams and squads have been trained and are operative. Sadly, people who 

get hijacked very reluctantly let-go of their vehicles. This agitates the process which is usually over in 5-15 

seconds and is the reason that these situations turn into cold blooded murders.  

  

• Do not drive with your car window more than 5 cm open.  

• Always put your bag under the passenger seat or in the boot – and never reach for it if you’ve been 

ordered out of your car.  The hijacker might assume you’re grabbing a firearm and shoot you.  

• Avoid going to petrol stations after 9 pm.  

• Keep your cell phone on you; when you’re out of the car you can call for help.   

• Be aware of your surroundings by keeping an eye on the cars and people around you.  This will give 

you a better chance of taking evasive action.  

• When approaching a red traffic light slow down and try to get there by the time it turns green.  

Hijackings usually take place when a vehicle has come to a complete standstill.   

• Be alert when driving under a bridge – hijackers may drop stones on cars to force motorists to stop.  
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• If a firearm is held against your window raise both your hands.  Always keep your hands where the 

hijacker can see them and if you need to reach for something – for example to undo your seatbelt – 

explain clearly what you’re about to do.  

• Know the location of the police station nearest to your work or home.  If the occupants of a police 

car want you to pull to the side of the road indicate that they should follow you to the police station 

in case they’re not really policemen.  

• Keep all car doors locked.   

• Never leave a vehicle unattended with its engine running – especially in a parking lot, public garage 

or shopping mall.  One scam involves putting a flyer on your car window, waiting for you to get out 

removing it and then speeding off in your car.  

Rather get our, look away from them and make sure not to threaten them at all. As you walk away with your 

hands in the air, you will certainly attract attention, which will force the perpetrators to go on the run. You 

would have lost your car, but at least you have saved your life.  With the crime rates today, the amount of 

criminal incidents rises almost by the day. With times, the crimes become more violent. As what the measures 

to curb it is strengthened, so the criminals become more aggressive. This snowballing effect results in very 

volatile situations when stand-offs happen. Therefore the situations have to be handled with utmost care and 

choosing to avoid the situations is probably the better route of action to take. A few rules to remember if ever 

found in such a situation: 

• Avoid direct eye contact with the perpetrators 

• Give them exactly what they want, without any hesitance.  

• Do not lie to them, tell them the truth 

• Never attempt to stand in their way, allow them to do what they came for 

• Assist them in what they want, to ensure they can complete their actions and leave as soon as possible, 

which minimise harm and injury to those unfortunately involved 

• Take note of as many details about them as possible, making note of their language use, accents, colour, 

facial marks and any identifying factors which can help you identify them again.  

 

The best actions to take is to obey their orders exactly and immediately, convince others to do so as well, it 

could save not only their lives, but yours too. Once they have left, then call the authorities immediately and 

tell them exactly what happened, in as much details as possible.  

 

Adhering to these basic principles will not always ensure that you are free of the situations mentioned, but it 

can be of assistance in saving lives. When one moves from one type of organisation to another, one always 
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takes the basic principles with you. No matter what type of industry you work in, your security and that of 

your guests and company is of utmost importance.  

 

Robbers from different provinces have the same modus operandi (way of doing things) and not much 

difference in their willingness to revert to violence if their demands are not met. The basic security measures 

will stay the same. In principal the main objective is to allow the criminals their way, minimising the human 

casualties and thereafter contacting the authorities immediately, giving them as much details of the incidents 

as possible. So no matter where you are working or in what company, always follow the basic steps and you 

could be the person who made a change.  

 
MAINTAINING A SAFE WORKING ENVIRONMENT 

 

The main difference between safety and security is that security entails keeping perpetrators out of the 

organisation and the property of staff, customers and the organisation secure against theft, damage or loss. 

Safety entails the safety measures which the organisation puts into place to make sure that the organisation is 

safe from accidents happening in their environment. It is geared towards making the working and serving 

environment free of accidents or injuries which staff and customers can suffer as a result of negligent behaviour 

or faulty equipment. It also aims to inform and educate the staff and customers regarding the measures taken 

to ensure their safety. Safety measures is honed around hazards that can occur in the work areas as well as the 

guest areas, these hazards must be identified and corrected before anybody is injured as a result thereof.  

 

Remember that a “hazard” is anything that could possibly cause damage, harm or injury to people or to 

property in the work place. Therefore, a “hazard” is a source of danger - that is, anything that might be 

dangerous, such as slippery floors. Staff is therefore always responsible for taking note of and reporting any 

incident or anything they see which may pose a danger to themselves, guests, colleagues and any visitors who 

may be around. Be observant at all times, and 

take note of items or situations which may be 

hazardous to guests, staff and visitors. For 

example: 

• wet paint 

• wet floors 

• maintenance workers 

• electrical wiring that is not secured out 

of the way 

• problems with electrical equipment 

Do not overload plug points this can 

cause a fire.      

Watch for frayed wires, someone 

can get a shock from these. 

Do not put chemicals and other 
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• people loitering on or around the unit property who do not seem to have any particular business there 

 

 

 

If staff notices any of the above situations, it is their responsibility to act by, first informing management and 

bringing the ‘hazard” to their attention, thereby taking the necessary action by either placing signage and 

contacting security and maintenance. 

 

Companies are regulated by the law to abide by the Occupational Health and Safety Act, which is the law that 

regulates this sector in companies. The Occupational Health & Safety or OHS act, requires companies to have 

various measures in place which assists them to make sure the appropriate policies and procedures are in place. 

This law assists the employers to work towards.  

 

Companies are required to have health and safety committees who have monthly meetings where they discuss 

certain matters regarding health and safety in their organisations. The committees will reflect back to the 

incidents which happened in the organisation, find reasons why the incidents happened and then attempt to 

resolve the issues by putting preventative measures in place.  

 

Below the committee, there is health and safety representatives who will put the actions decided on by the 

committee, into place in their various workplaces. There are many different measures put into place, but they 

are dependent on organisational requirements. Dangerous practices and hazardous areas are identified and 

preventative actions are agreed upon, before being implemented by the representatives, in their departments.  

 

When the area that the staff has to work in, is not safe for them, they will suffer from accidents and injuries very 

often. It is the task of the Health and Safety committee to look into the incidents and then attempt to stop them 

from happening again. 

 

Should the company fail to do so, then there will be on-going accidents and the staff will not be able to perform 

their duties. They will also not want to come to work, because of the dangers that they are exposed to. When 

the same dangers are evident in the areas where the guests frequent, they can also suffer from these accidents.  

 

Any guest suffering from such injuries is certain to lay a claim of public liability, but it will definitely affect the 

reputation of the organisation. Guests will not go to areas where it is unsafe for them to enjoy themselves, or if 

they are going to be exposed to dangerous situations. This can seriously affect the income of the organisation, 

as their client base will start declining rapidly.  
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Controlling dangers at work is no different from tackling any other task - recognising the problem, knowing 

enough about it, deciding what to do, putting the solution into practice. If you have five or more employees 

you will need to have a written health and safety policy statement. This sets out how you manage health and 

safety in your organisation. You must do risk assessments - careful examinations of what could cause harm to 

people in your work. 

 

The best method companies employ to promote Health and Safety in their workplaces is by the procedures they 

put in place, training of the staff as well as the signage that is placed on potential hazardous hotspots. The 

training of staff is on an on-going basis with the equipment they use, to make sure they use the prescribed, safe 

methods while operating the equipment. This training is on-going and should happen bi-annually to be effective. 

The signage used is placed over the dangerous areas to serve as a constant visual reminder of the dangers.  

 

 

 

The best method of ensuring that one stays free of danger, is to make sure that you know exactly what is 

required of them when the emergency situation arise. The most common item here is the fire evacuation 

procedures, which companies are required to practise at least three times a year.  

 

This procedure has to be explained to all new staff, as well as be documented at certain points. Signage from all 

the work areas must also be placed on the route that has to be taken, in the event that people who are not 

familiar with the route, can safely evacuate, should the need arise.  

 

Accidents are prone to happen in all workplaces, it is the procedures that the company has in place to regulate 

them, which govern how safe the organisation is from making these accidents a frequent occurrence. All 

accidents MUST be reported to management and has to be documented.  

 

Any serious injuries must be referred for medical attention, which is usually paid for by the Workman’s’ 

Compensation. Companies, who abide strictly to the OHS act, are certified and will then pay a monthly fee 

towards the compensation fund, which is used for these incidents. Accident reports must be submitted to the 

relevant authorities and should the inspector deem necessary, they will inspect the workplace to make sure that 
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future incidents are avoided by preventative measures the Health and Safety committee puts into place. 

Accidents which are not reported can lead to further accidents of similar nature, which could lead to serious 

injuries, if not prevented.  

 

 

 

Carry Out Procedures In The Event Of A Fire: 

 

• Remain calm. 

• Raise the alarm by operating the nearest fire alarm. 

• Call for help by dialling 10111 on the nearest phone. 

• Report to the person who answers the phone, the exact location of the fire. 

• Follow the evacuation procedures in a calm, orderly manner. 

• Follow the emergency exit signs. 

• Adhere to all safety and emergency signs. 

• Do not use the lifts. 

• Do not stop to collect personal belongings. 

• Assist any customers or colleagues who may be in difficulty. 

• Assemble at the agreed meeting point in accordance with organisational requirements and remain there 

until you have been counted. 

• If you see that one of your colleagues is missing, do not go and look for them, report this to the supervisor 

at the assemble area immediately. 

EVACUATION PROCEDURES 

Step Action 

1 Keep calm – you need to be able to think clearly. Make sure you 
have the following information: 

• Where the fire is; 
• What type of fire it is (what is burning); 
• How big the fire is. 

2 Sound the fire alarm. 

Raise the alarm by 

finding the nearest 

alarm button, break the 

glass and either push 

the button or pull the 

handle. 

Obey the emergency exit signs 

Do not use the lift if there is a fire, 

use the stairs 
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3 Instruct Switchboard to notify the Duty Manager and General 
Manager, who will decide if it is necessary to inform Security 
and/or the Fire Brigade. 

4 Assist in contacting all guests in the hotel and tell them the 
following: 

• That there is a fire; 
• That they must evacuate the building and proceed to the 

assembly point; 
• Where the assembly point is; 

5 Staff may especially be asked to contact any deaf or disabled 
guests first – you may have to go to the guests’ rooms and help 
them to reach the assembly point 

4 Close the doors and windows in the designated work area, and 
switch off any electrical equipment, as well as the air-conditioning, 
before proceeding to the assembly area. 

5 If the fire is in the designated work area, and is too big to control, 
leave the area and make sure that nobody is left in the area. Staff 
should only use the appropriate fire fighting equipment if he/ she 
are confident that he/ she can use it safely. 

6 Once the alarm has been alerted, evacuate the area and proceed 
to the Nominated Assembly Area. 

7 Do not wait to clear your desk/office or locker. 
8 Switch off any electrical or gas equipment. 
9 Close the doors and windows before leaving, and make sure the 

door is closed behind you. 
10 Walk briskly – do not run. Remove high-heeled shoes as they slow 

you down. Calmly assist guests and staff who may need help. 
11 If there is a great deal of smoke, cover your nose and mouth with 

a wet towel, and crawl on hands and knees. 
12 Work your way towards the ground floor and the outside of the 

building. 
13 If you are trapped, ensure that all the windows and doors are 

closed and stop the gaps with wet linen. Stay near the windows 
so that you can be seen. 

14 Once outside the building, make your way to the assembly point 
and await roll call and further instructions.  
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The procedures for using equipment in the event of a fire.  

There is a great variety of fire fighting equipment on the market today. Generally each fire 

extinguisher has its own purpose and fire it fights. One must make sure to use the correct type of 

extinguisher for the fire; or the fire can actually grow more intense! 

 

 

Procedures 
On discovery of a fire the main responsibility is to raise the alarm, 
Follow the steps below in the case of a fire occurring in your 
organisation. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Always hold the fire extinguisher hose pointed to the 

base of the fire. 

Turn your face away slightly so that it does not get 

burnt and so that the chemicals that come out of the 

extinguisher do not go in your eyes. 

Do not go too close to the fire. 
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GUIDE TO EXTINGUISHERS 

TYPE SUITABLE FOR EXTINGUISHING 
ACTION 

WARNINGS METHOD OF USE 

Water(Red)

 
 
 

Fires involving 
ordinary 

combustible 
materials, e.g. 
wood, cloth, 

paper.

 

Cools the burning 
material. 

Do not use on 
live electrical 
equipment, 

burning fats or 
oils. 

Direct the jet at the 
base of the flames and 
keep it moving across 
the area of the fire.  
After the main fire is 
out, Re-spray any 
remaining hot spots.  If 
fire is spreading 
vertically, attack it at 
the lowest point, then 
follow upwards. 

 

Powder 
(Blue) 

 
 
 
 
 
 
 

Fires involving 
flammable liquids 

or liquefiable 
solids, e.g. oil, fat, 

paint, petrol, 
paraffin, grease. 
Safe on electrical 
equipment, but 
does not readily 
penetrate spaces 
inside equipment, 

so fire may re-
ignite.

 

Knocks down 
flames 

Limited cooling 
effect, so take 

care the fire does 
not re-ignite. 

 
Causes a 

considerable 
mess, so that it 

may require 
several hours 

work to clean up 
after 

extinguishing a 
small fire.  

Direct the nozzle at the 
base of the flames and 
with a rapid sweeping 
motion drive the flame 
towards the far edge 
until the flames are 
out. 
Repeat as necessary 
(some extinguishers 
can be shut off).  
Electrical equipment: 
disconnect from the 
electricity.  Direct the 
jet straight at the fire if 
possible, so that the 
powder can penetrate 
interior of equipment. 

 

 
Fire fighting equipment works on pressure. The contents of the extinguishers are under pressure and after six to 

nine months, that pressure starts to drop. After about a year, the pressure will no longer be what is required 

and then the extinguisher will have to be emptied and then refilled. Checking the equipment regularly is VERY 

important. Otherwise you might have to use it one day, and it will not be able to extinguish the fire due to a lack 

of pressure.  
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Fire Blanket Small fires 

involving burning 

liquids and 
burning clothing. 

 

Smothers the fire. Hold the blanket carefully 

so that it protects your 

body and hands from the 
fire, and place it over the 

flames.  Take care not to 

waft the flames in your 
direction, or towards 

bystanders. 

For a fire involving 

clothing, wrap the blanket 
around the burning area, 

but not over the victim’s 

nose and mouth.  Roll the 
patient on the ground.  
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 LINK THE TYPE OF FIRE WITH A LINE TO THE EXTINGUISHER YOU WILL USE ON THE 

FIRE 
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What to do in the event of an accident 

• Stay calm. 
• Telephone the emergency services by dialling 10111 on the nearest phone if the person requires medical 

assistance, or report to your supervisor. 
• Reassure the person until help arrives. 

 

There are a number of accidents that can occur in the workplace. In each and every incident the manager needs 

to be informed. In incidents where there are injuries, the Safety Officer on duty must be alerted. 

Accident Action 
Fall Do not move the person, as they could have broken a bone, and staff could 

aggravate the situation by moving the person. Run fingers along the body of 

person to determine if there are any broken bones. Alert the First Aid 

representative of the organisation. Enter incident it the Accident book. 

Faint Make the person comfortable. Make the patient comfortable by throwing a 

blanket over him / her and use a pillow if there is no neck injury. Check to see if 

there is any identification on the person to identify if he/ she is a diabetic 

sufferer. It could be that they have not taken their insulin shot. Contact the First 

Aid Representative.  

Do not administer first aid to someone unless you 

are a qualified first aid person. 

Do not move someone who has been in an 

accident, they must keep still. 

Cover the person with a blanket or a jacket to keep 

them warm 
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MONITOR AND MAINTAIN HEALT, SAFETY AND SECURITY 

 

In order to assess and evaluate standards of health and safety as well as to improve the standards in your 

organisation it is essential to maintain one or two forms of safety monitoring. The following is examples of the 

assessments that can be done by an organisation, to monitor this: 

 

Safety Inspections can be conducted by an external consultant or the in-house Health and Safety officer. It 

is scheduled inspection of the premises which examines maintenance standards, employee involvement, 

working practices and housekeeping levels. The local fire department should be called in on an annual basis to 

ensure that fire procedures are correct and that equipment is ready for use. They can also check the premises 

for any fire hazards.  

 

Safety Tours is normally un-scheduled and carried out by management and a member of the Health & Safety 

committee to ensure that the set standards are being maintained.  

 

Health and Safety Surveys are detailed examinations of critical areas of the operation. It is an in-depth 

study of the whole health and safety operation of the organisation. A report will be published with 

recommendations to improve certain areas.  

 

Safety Audit is an ongoing process aimed at ensuring effective health and safety management. An audit 

Accident Action 
Slip Find out from the person if they are in pain. Make the person comfortable. 

Avoid touching the aggravated area. The First Aid Representative should be able 

to examine the area to determine if there are any broken bones.  

Drop Items Put on gloves, to avoid getting cut. Pick up the pieces. Sweep and vacuum all 
the other bits to ensure that it does not become a hazard to other staff 
members or customers.  

Spill Food/ Drink Clean up spill immediately as there could be a live wire that could cause 

electrocution. Using disinfectant, mop up the spill. Dry mop thereafter. Place a 

“Wet Floor” safety sign to alert staff and customers that they must proceed 

with caution.  
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subjects each area of the organisation’s activities to a critical examination with the object of minimising injury 

and loss.  

 

Safety Sampling measures, by random sampling, the accident potential in a specific workshop or procedure 

by identifying safety defects. These could include housekeeping, eye protection, obstructed exits, lighting and 

ventilation. 

 

Hazard Report must be available to any person in the organisation, this is a form which can be completed 

and it is aimed at the employees who fill it out to inform management and the health and safety committee of 

any potential hazards, as seen by the staff.  

 

The information gathered from the meetings and other inspections must be made available to staff. This is very 

important as the staff form the basis of the safety concern in the organisation. Other than making it available to 

them, they should also be notified of any changes, with immediate effect so that they can make the necessary 

changes at their levels, to ensure the decisions made, are put into place.  

 

It is however necessary for these changes to be communicated to the staff, in a format which they can 

understand. The required changes should be made clear and instructions has to be in a step-by-step format to 

show the changes required as well as the steps involved in  making the changes.  
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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 the procedures to maintain a secure working environment. 

  
□ I am able to identify the procedures to maintain a safe working environment. 

  
□ I am able to identify the impact on staff, guests and the organisation for failing to maintain a safe and 

secure working environment.  
  

□ I am able to identify and explain the use of different firefighting equipment.  

□ I am able to identify health and safety shortcomings at my organisation and make 

recommendations how to improve them.  

□ I am able to identify and explain various safety and security signs in my 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 2: US 13928 MONITOR AND CONTROL 

THE RECEPTION AREA 
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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 practice at higher levels.  

 

Unit Standard 13928 
 

SPECIFIC OUTCOMES AND RELATED ASSESSMENT CRITERIA 

SO 1 
MONITOR THE MAINTENANCE OF A CLEAN AND SAFE RECEPTION AREA AS PER 
ORGANISATIONAL REQUIREMENTS  

AC 1 Implementation of the housekeeping standards are maintained according to workplace policy.  
AC 2 Housekeeping operations are maintained to ensure no disruption to operational services.  
AC 3 Areas not meeting the required standards are identified and recorded for possible remedial action.  

AC 4 Actions and procedures required to rectify substandard areas are instituted and monitored to 
ensure minimum standards are met.  

SO 2 MONITOR PRESENTATION OF RECEPTION AREA  
AC 1 Presentation of reception area is maintained according to organisational standards.  
AC 2 Areas of non-conformance are identified, noted and recorded for possible remedial action.  
AC 3 Remedial actions are identified and presented for implementation.  
AC 4 Areas of improvement are communicated to incumbents.  

SO 3 MONITOR THE IMPLEMENTATION OF SECURITY PROCEDURES IN RECEPTION AREA  
AC 1 Security procedures are outlined and all reception personnel are briefed verbally and a written 

summary provided to them.  
AC 2 Visitor’s cards and permits are obtained from security personnel.  
AC 3 Firearm procedures are monitored and maintained as per workplace policy.  
AC 4 Discrepancies and problems are reported and rectified to ensure safety of workplace.  

 

          CRITICAL CROSS FIELD OUTCOMES 
UNIT STANDARD CCFO IDENTIFYING  
Identify and solve problems pertaining to the standards of the reception area and security requirements.  
 
UNIT STANDARD CCFO WORKING  
Work effectively with others to ensure that the reception area is maintained and that security procedures 
are adhered to.  
 
UNIT STANDARD CCFO COLLECTING  
Collect, analyse, organise and critically evaluate information in order to draw conclusions regarding the 
required standards and security measures in the reception area.  
 
UNIT STANDARD CCFO COMMUNICATING  
Communicate effectively with personnel to enhance the maintenance of the reception area and ensure that 
all procedures are adhered to. 
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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:  

 

Monitor and control reception area  

SAQA US 
ID 

UNIT STANDARD TITLE 

13928  Monitor and control reception area  

ORIGINATOR REGISTERING PROVIDER 

SGB Administration    

QUALITY ASSURING BODY 

-   

FIELD SUBFIELD 

Field 03 - Business, Commerce and Management Studies Office Administration  

ABET 
BAND 

UNIT STANDARD 
TYPE 

OLD NQF LEVEL NEW NQF LEVEL CREDITS 

Undefined  Regular-
Fundamental  

Level 3  NQF Level 03  4  

REGISTRATION STATUS REGISTRATION START 
DATE 

REGISTRATION END 
DATE 

SAQA DECISION 
NUMBER 

Reregistered  2009-05-05  2012-05-05  SAQA 0160/05  

LAST DATE FOR ENROLMENT LAST DATE FOR ACHIEVEMENT 

2013-05-05    2016-05-05    

 

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.  

 

PURPOSE OF THE UNIT STANDARD  



SDA | MODULE 4 | STUDENT GUIDE 66 

 

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 practice at higher levels.  
 
The qualifying learner is capable of:  
 
•  Monitoring the maintenance of a clean and safe reception area as per oganisational standards  
•  Monitoring presentation of reception area  
•  Control the monitoring and maintenance of stationery levels  

 

LEARNING ASSUMED TO BE IN PLACE AND RECOGNITION OF PRIOR LEARNING  

Learners will also have demonstrated competence in communication at NQF Level 2.  

 

UNIT STANDARD RANGE  

•  Presentable will include neat, tidy and clean area  
•  Housekeeping will include washing, polishing, vacuuming, scrubbing, dusting, sweeping, emptying bins, 
replacing dead flowers and out dated reading material (all interior and exterior surfaces)  
•  Display area will include a structure, floor, ceilings, desks, windows, ashtrays, plants, merchandise area and 
storerooms  
•  Security will include all stipulated organizational security requirements  

 

Specific Outcomes and Assessment Criteria:  

 

SPECIFIC OUTCOME 1  

Monitor the maintenance of a clean and safe reception area as per organisational requirements  

 
ASSESSMENT CRITERIA  

 

ASSESSMENT CRITERION 1  

1. Implementation of the housekeeping standards are maintained according to workplace policy.  

 

ASSESSMENT CRITERION 2  

2. Housekeeping operations are maintained to ensure no disruption to operational services.  

 

ASSESSMENT CRITERION 3  

3. Areas not meeting the required standards are identified and recorded for possible remedial action.  
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ASSESSMENT CRITERION 4  

4. Actions and procedures required to rectify substandard areas are instituted and monitored to ensure minimum 
standards are met.  

 

SPECIFIC OUTCOME 2  

Monitor presentation of reception area  

 
ASSESSMENT CRITERIA  

 

ASSESSMENT CRITERION 1  

1. Presentation of reception area is maintained according to organisational standards.  

 

ASSESSMENT CRITERION 2  

2. Areas of non-conformance are identified, noted and recorded for possible remedial action.  

 

ASSESSMENT CRITERION 3  

3. Remedial actions are identified and presented for implementation.  

 

ASSESSMENT CRITERION 4  

4. Areas of improvement are communicated to encumbants.  

 

SPECIFIC OUTCOME 3  

Monitor the implementation of security procedures in reception area  

 
ASSESSMENT CRITERIA  

 

ASSESSMENT CRITERION 1  

1. Security procedures are outlined and all reception personnel are briefed verbally and a written summary 
provided to them.  

 

ASSESSMENT CRITERION 2  

2. Visitors cards and permits are obtained from security personnel.  

 

ASSESSMENT CRITERION 3  

3. Firearm procedures are monitored and maintained as per workplace policy.  
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ASSESSMENT CRITERION 4  

4. Discrepancies and problems are reported and rectified to ensure safety of workplace.  

 

UNIT STANDARD ACCREDITATION AND MODERATION OPTIONS  

The Services Educational Training Quality Assurance Body (ETQA) will accredit providers offering learning 
towards these standard and register assessors.  

 

UNIT STANDARD ESSENTIAL EMBEDDED KNOWLEDGE  

•  Methods and techniques for monitoring and controlling personnel  
•  Relevant communication skills  
•  Security procedures  

 

Critical Cross-field Outcomes (CCFO):  

 

UNIT STANDARD CCFO IDENTIFYING  

Identify and solve problems pertaining to the standards of the reception area and security requirements.  

 

UNIT STANDARD CCFO WORKING  

Work effectively with others to ensure that the reception area is maintained and that security procedures are 
adhered to.  

 

UNIT STANDARD CCFO COLLECTING  

Collect, analyse, organise and critically evaluate information in order to draw conclusions regarding the required 
standards and security measures in the reception area.  

 

UNIT STANDARD CCFO COMMUNICATING  

Communicate effectively with personnel to enhance the maintenance of the reception area and ensure that all 
procedures are adhered to.  

 



SDA | MODULE 4 | STUDENT GUIDE 69 

 

 

US 13928 MONITOR AND CONTROL THE 
RECEPTION AREA 
 
If your business will be receiving people from the outside, the reception area will be the first impression your 

guest will have of your business. As the old adage says, "You only get one chance to make a good first 

impression. 

 

"The determining factor for how much you should spend on your reception area is how important is that first 

impression to your business.  

 

Investing in the reception area of the office is a genius way to attract the clients and keep them coming back to 

your office. Just be sure to get all the necessary office furniture that will enhance your reception area. After all, 

the reception area is where clients will first go to.  

 

It will not hurt to make a good first impression from making the reception area warm and friendly right? So do it 

with the right receptionist office furniture. 

 

The more important it is, the more you should spend on your reception area. An office for a legal professional 

should spend more on the reception area than an office for a manufacturing plant. Basic reception area 

furniture consists of the following: 

• Receptionist desk/station  

• A standard office chair for the receptionist  

• Chairs for guests while waiting  

• A table to hold literature, magazines or to provide your guests a place to put their briefcase or laptop 

while waiting  

• Coat rack or closet  

 

You must note that first impressions are based on what catches our senses immediately. In businesses, first 

impressions are everything. You would want a prospected client to wait comfortably in the reception area sitting 

nicely on a comfortable office chair with a nice receptionist across the mighty office desk.  

 

This could foster the most important partnership for your business for all we know, so do not waste every first 

impression that your company gets.  
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Lastly, if security is an issue, then you may want to locate the receptionist desk behind a wall and have a sliding 

security window installed in the wall. This will separate the receptionist from the guest until they are identified 

and invited in.  

 

After making deliberations about the kind of ergonomic office furniture the company needs to give its 

employees, they must give an ample amount of attention to the area where the guests and future clients will be 

led to—the reception area. Understanding the key concepts in the reception area should be the main priorities.  

 

It must be able to echo the principles of the company so that the clients can feel that this is the company whom 

they could trust. So if your reception area is filled with tacky decorations and mismatched office furniture, think 

again, maybe it is time to recreate the reception area. 

 

Consider important factors when it comes to recreating the reception area. Not only are the selected pieces of 

furniture important, but the reception desk as well. Allow your receptionist to have enough space, leg room, 

and the storage capabilities that the set-up has.  

 

After all, it is not ideal to let the receptionist suffer and then expect her not to answer the phone with hostility. 

The receptionist must be comfortable in her allotted spot, so that guests or clients will be happy to chat with her 

on the phone, or display a warm smile to guests. 

 

You must keep in mind that the reception area of your organisation does not only include the area where the 

receptionist is seated and his/her desk. The reception area is the entire area where the guests of the 

organisation will move around in. It starts with the entrance to the organisation, and then extends to the 

waiting area, the bathrooms as well as the meeting areas where guests are met by employees of the 

organisation.  

 

As part of the upkeep of the various sections in the reception area, the following needs to be adhered to at all 

times: 

• Restroom cleaning and disinfecting  

• Trash gathering, collection, removal and recycling  

• Stair and elevator cleaning  

• Sweeping, mopping and polishing of floors  

• Entrance, reception area and foyer cleaning  

• Wipe and disinfect doorknobs, telephones and light switches  

• Kitchen and lounge area cleaning including sinks, countertops, microwaves, toasters, and refrigerators  
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• Horizontal surface dusting  

• Floor dusting, wet mop and machine scrubbing  

• High dusting  

• Stripping and refinishing  

• Air condition vent cleaning  

• Sanitizing all lavatory fixtures, sinks, partitions, walls, etc.  

• Vacuuming  

• Window washing and blind cleaning  

• Cleaning of light fixtures, baseboards, millwork, etc. 

 

IN YOUR GROUPS 

You need to draw up a checklist for the entire reception area. This list must include areas (such as offices, 

reception desk, bathrooms etc) as well as equipment, furniture, fixtures and fittings which must be cleaned. You 

must then draw up a schedule for the cleaning of the areas and equipment, stating the times and days that they 

have to be cleaned. Once you are done, you need to add this cleaning schedule to the learning unit. If possible, 

make use of an existing cleaning schedule for your organisation and then improve thereon.  

  

MONITOR THE PRESENTATION OF THE RECEPTION AREA 

 

Because first impressions last, the first impression a client will have of an 

organisation is not always the reception desk. It usually starts with the 

building that the company is in. So your duty to keep the reception area in 

good state starts with the general cleanliness of the outside of the front 

door.  

 

Although all organisations may not be able to boast their own buildings, the 

onus of maintaining the outside of shared office blocks, rests on the 

management of the building or the cleaning staff thereof. In respect of this, it 

is of utmost importance that your organisations’ entrance is highly 

maintained. Whether your entrance is in the passage, or directly from the 

staircase of elevators, the maintenance and cleanliness of these areas are 

one of the most important factors to create a good first impression.  
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Although the buildings’ cleaners may clean the areas in front of your offices weekly, it is still important that 

you do so at least three times a week. If you have any flower pots, water features or any other natural 

decorations at the entrance of your company, they must be maintained regularly.  

 

Other than the office space and the cleanliness thereof, you need to ensure that the space itself is well 

arranged and that its layout is conducive to the requirements the organisation has for its visitors. If the usual 

waiting period for clients is 3-5 minutes, then it is suggested that minimal reading materials are displayed. 

Items such as organisational brochures and a couple of industry specific magazines are sufficient. If there is a 

longer waiting period for the visitors, such as doctor’s rooms etc, then it is suggested that magazines and 

other media such as displays and televisions are used.  

 

Keep in mind that such media must be professional and formal rather than entertaining. The volume should 

be very low or, preferable, silent. Under no circumstances should the volume distract the reception area, as 

they will be answering telephones and be dealing with new clients, which will be unprofessional.  

 

 

MONITOR THE IMPLEMENTATION OF SECURITY PROCEDURES IN THE RECEPTION 

AREA. 

 

All offices, as with any other industry must have some form of security or the other. Whether you keep any form 

of cash on the premises is of little importance. At any stage of a company’s existence, there is valuable 

information to the company in its offices. There are also personal belongings, company equipment and 

ultimately the lives of the staff which are invaluable and cannot be compromised at any stage.  

 

For these reasons security are important. Starting from controlled access at the gate or parking area to the 

offices, to the controlling of access to the actual front door of the entrance. Where there is a straight line of 

view to the door, the receptionist can control access to the door with a simple buzzer. In the event of no sight of 

the front door, a surveillance camera should be added to ensure the receptionist can see who they are letting 

into the offices. These surveillance cameras’ should be recording in the event of criminals entering.  

 

Staff should either be issued with access cards or codes to open the door. This can assist in ascertaining who 

enters the offices at what times and could assist when there are investigations into office theft, especially if it 

occurs after trading hours. Points to keep in mind are that theft of office equipment is covered by the insurance 

of the organisation, enabling the equipment to be replaced in the case of theft. But the effect that crime has on 
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the staff cannot be rectified. High crime ridden organisations are often “branded” by employees and will 

therefore not attract the services of the better employees.  

 

Visitors to the organisation must be issued with some form of identification. Whether this identification is a 

Visitor’s card, or a simple sticker which must be visible at all times, they need to be in possession of one while 

they are visiting the company.  

 

A log must also be kept of which visitors enter the organisation. These logs must be safeguarded at all times and 

should be reconciled at least once a month. In the event of any situation occurring, there will be easy access to 

the names of people who visited the company.  

 

There should be no reason for any visitor to an organisation, to carry a firearm. Although some people still insist 

on carrying their firearms, companies should not allow these into their organisations at all.  

 

Once the visitor, if in the possession of a firearm, enters the organisation with a firearm, they must be requested 

to hand it over to the security of the organisation after which it must be locked in a safe place, until the visitor 

leaves. There should be do deviances on this matter.  

 

Keep the following in mind: 

Most crimes that take place are what would be termed as either "inside jobs" or opportunistic crime. 

• "Inside Jobs" are perpetrated in most cases by dishonest persons within the system and/or orchestrated 

by dishonest persons within the system who then involve a third party to actually commit the crime. 

• Opportunistic Crime is simply crime where opportunity plays a role but most important of all, 

negligence on the part of the victim in some cases contributes to the crime taking place. 

 

Both these phenomena can occur on in any organisation and can also be prevented through positive proactive 

involvement of the organisations’ staff "working in teamwork" to prevent crime. There are some simple 

proactive measures that you as a member of the organisation can exercise to prevent crime in your 

organisation, they are as follows: 

1. Always lock your office even if leaving for brief periods of time. 

2. Always keep valuables locked away and out of sight. 

3. Immediately report faulty door locks and/or locking mechanisms to security. 

4. Do not leave office keys in your door lock, a thief will remove these keys to gain access into your office 

at a later stage or remove to make a duplicate in order to gain access at a later stage. 

5. Guard against issuing too many keys out to persons working in your department. 
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6. Always be aware of your surroundings, question persons loitering in your organisation, they may need 

assistance or may be watching and waiting for an opportunity to commit a crime in your organisation. 

 

 IN YOUR GROUPS 

Obtain a copy of your organisations’ security code and study it. Once you have studied it, you need to study the 

layout of your organisation and identify areas of shortcoming/concern in the security of your organisation. Once 

completed, you need to write a short report on your findings and then present t to the rest of the class.  

 
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 the maintenance of a clean and safe reception area as per organisational 

standards  

□ I am able to monitor the presentation of reception area  

□ I am able to control the monitoring and maintenance of stationery levels  

 

 

 

 
 
 
 
 
 

 
 
 
 
 

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 2: US 14357 DEMONSTRATE AN 

UNDERSTANDING OF DIFFERENT BUSINESS 
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This unit standard provides a broad introduction to the business environment. It is the starting point for a 

learner in a selected sector. The focus is knowledge, skills, values and attitudes in relation to the learner`s own 

context and experience of the world of work. The qualifying learner is capable of:  

• Understanding the basic concepts of a selected business environment  

• Explaining the market position of a selected organisation in relation to the industry. 

 
Unit Standard 14357  

 

SPECIFIC OUTCOMES AND RELATED ASSESSMENT CRITERIA 

SO 1 
Explain the structure and roles of different types of organisations within their own industry in SA.  
(Explain the structure and roles of the different types of organisations within their own industry in 
South Africa.)  

AC 1 The various types of organisation are named and explained using the terminology accepted within 
their own industry.  

AC 2 The roles of the different types of organisation are explained in the context of the business 
environment. 

AC 3 Business activities common to all organisations within the sector are identified and listed from readily 
available information.  

AC 4 Two examples of companies in each business sub-sector are identified from advertisements in the 
media. 

AC 5 Four of the main players in the field are identified and the kind of products or services offered by each 
are listed and categorised according to purpose.  

SO 2 Demonstrate an understanding of the concept of a market as applied to a selected business sector.  
AC 1 The principles of trade that define markets are identified at a basic level of understanding.  

AC 2 The basic principles for the marketing of products are differentiated from the basic principles for the 
marketing of services.  

AC 3 The role of a selected business sector in the national economy is explained in the context of the 
business environment.  

AC 4 The value chain describing the way business is conducted in the sector is explained, illustrating with 
examples.  

SO 3 
Identify and describe the role of professional bodies in a selected business sector.  
(Identify and describe the role of professional bodies, associations or regulatory authorities in or 
affecting a selected business sector.)  

AC 1 The reasons for the existence of professional bodies, associations and regulatory authorities within or 
affecting this sector are explained in the context of the roles that they play. 

AC 2 Three professional bodies, associations or regulatory authorities are identified for each of the sub-
sectors.  

AC 3 The benefits of belonging to a selected professional body, association or regulatory authority within 
the sector are outlined from the perspective of both the organization and the individual.  

AC 4 Information about two of the professional bodies, associations or regulatory authorities is accessed 
from its website or an industry publication.  

SO 4 Discuss the market position of a selected organization in the relevant sub-sector.  

AC 1 A list of 10 of the products and / or services marketed by a selected organization is tabulated and 
compared with equivalent products and / or services of competitor organizations.  

AC 2 A description of the organisation's current competitive position is given, based on available audited 
data.  
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AC 3 The strengths and weaknesses of the organization are compared with those of its two major 
competitors.  

AC 4 The opportunities and threats facing the organization are explained with reference to the external 
environment. 

 

 

          CRITICAL CROSS FIELD OUTCOMES 
UNIT STANDARD CCFO COLLECTING  
The learner is able to collect, analyse, organise and critically evaluate information when identifying 
common business activities, when differentiating the marketing of products and services, when describing 
the roles of the professional bodies, associations or regulatory authorities and when evaluating their 
organisation`s competitive position in the marketplace.  
 
UNIT STANDARD CCFO COMMUNICATING  
The learner is able to communicate effectively using visual, mathematical and / or language skills in the 
modes of oral and / or written persuasion when explaining the structure and roles of the sub-sectors in 
one`s own business sector, describing the roles of the different professional bodies, associations or 
regulatory authorities, and discussing their own organisation`s competitive market position.  
 
UNIT STANDARD CCFO SCIENCE  
The learner is able to use science and technology effectively and critically when searching the Internet for 
information on the professional bodies, associations or regulatory authorities and when accessing audited 
data for market analysis.  
 
UNIT STANDARD CCFO DEMONSTRATING  
The learner is able to demonstrate an understanding of the world as a set of interrelated systems by 
recognizing that problem-solving contexts do not exist in isolation, when identifying the reasons for the 
existence of professional bodies, associations and regulatory authorities within or affecting this sector and 
when relating the reasons that these organisations or bodies exist. 
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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:  

 

Demonstrate an understanding of a selected business environment  

SAQA US 
ID 

UNIT STANDARD TITLE 

14357  Demonstrate an understanding of a selected business environment  

ORIGINATOR ORIGINATING PROVIDER 

SGB Administration    

QUALITY ASSURING BODY 

-   

FIELD SUBFIELD 

Field 03 - Business, Commerce and Management Studies Office Administration  

ABET 
BAND 

UNIT STANDARD 
TYPE 

OLD NQF LEVEL NEW NQF LEVEL CREDITS 

Undefined  Regular-
Fundamental  

Level 4  NQF Level 04  10  

REGISTRATION STATUS REGISTRATION START 
DATE 

REGISTRATION END 
DATE 

SAQA DECISION 
NUMBER 

Reregistered  2009-05-05  2012-05-05  SAQA 0160/05  

LAST DATE FOR ENROLMENT LAST DATE FOR ACHIEVEMENT 

2013-05-05    2016-05-05    

 

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.  

 

PURPOSE OF THE UNIT STANDARD  
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This unit standard provides a broad introduction to the business environment. It is the starting point for a learner 
in a selected sector. The focus is knowledge, skills, values and attitudes in relation to the learner`s own context 
and experience of the world of work.  
 
The qualifying learner is capable of:  
 
•  Understanding the basic concepts of a selected business environment  
•  Explaining the market position of a selected organisation in relation to the industry.  

 

LEARNING ASSUMED TO BE IN PLACE AND RECOGNITION OF PRIOR LEARNING  

Learners should be competent in communication and mathematical literacy at NQF level 3.  

 

UNIT STANDARD RANGE  

The sectors listed in the SETA scoping documents as defined by the Department of Labour constitute the sub-
sectors for each industry or business sector identified.  

 

Specific Outcomes and Assessment Criteria:  

 

SPECIFIC OUTCOME 1  

Explain the structure and roles of different types of organisations within their own industry in SA  

OUTCOME NOTES  

Explain the structure and roles of the different types of organisations within their own industry in South Africa.  

 
ASSESSMENT CRITERIA  

 

ASSESSMENT CRITERION 1  

1. The various types of organisation are named and explained using the terminology accepted within their own 
industry.  

 

ASSESSMENT CRITERION 2  

2. The roles of the different types of organisation are explained in the context of the business environment.  

 

ASSESSMENT CRITERION 3  

3. Business activities common to all organisations within the sector are identified and listed from readily available 
information.  

 

ASSESSMENT CRITERION 4  

4. Two examples of companies in each business sub-sector are identified from advertisements in the media.  
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ASSESSMENT CRITERION 5  

5. Four of the main players in the field are identified and the kind of products or services offered by each are 
listed and categorised according to purpose.  

 

SPECIFIC OUTCOME 2  

Demonstrate an understanding of the concept of a market as applied to a selected business sector  

 
ASSESSMENT CRITERIA  

 

ASSESSMENT CRITERION 1  

1. The principles of trade that define markets are identified at a basic level of understanding.  

 

ASSESSMENT CRITERION 2  

2. The basic principles for the marketing of products are differentiated from the basic principles for the marketing 
of services.  

 

ASSESSMENT CRITERION 3  

3. The role of a selected business sector in the national economy is explained in the context of the business 
environment.  

 

ASSESSMENT CRITERION 4  

4. The value chain describing the way business is conducted in the sector is explained, illustrating with 
examples.  

 

SPECIFIC OUTCOME 3  

Identify and describe the role of professional bodies in a selected business sector  

OUTCOME NOTES  

Identify and describe the role of professional bodies, associations or regulatory authorities in or affecting a 
selected business sector  

 
ASSESSMENT CRITERIA  

 

ASSESSMENT CRITERION 1  

1. The reasons for the existence of professional bodies, associations and regulatory authorities within or affecting 
this sector are explained in the context of the roles that they play.  

 

ASSESSMENT CRITERION 2  
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2. Three professional bodies, associations or regulatory authorities are identified for each of the sub-sectors.  

 

ASSESSMENT CRITERION 3  

3. The benefits of belonging to a selected professional body, association or regulatory authority within the sector 
are outlined from the perspective of both the organization and the individual.  

 

ASSESSMENT CRITERION 4  

4. Information about two of the professional bodies, associations or regulatory authorities is accessed from its 
website or an industry publication.  

 

SPECIFIC OUTCOME 4  

Discuss the market position of a selected organization in the relevant sub-sector  

 
ASSESSMENT CRITERIA  

 

ASSESSMENT CRITERION 1  

1. A list of 10 of the products and / or services marketed by a selected organization is tabulated and compared 
with equivalent products and / or services of competitor organizations.  

 

ASSESSMENT CRITERION 2  

2. A description of the organisation's current competitive position is given, based on available audited data.  

 

ASSESSMENT CRITERION 3  

3. The strengths and weaknesses of the organization are compared with those of its two major competitors.  

 

ASSESSMENT CRITERION 4  

4. The opportunities and threats facing the organization are explained with reference to the external 
environment.  

 

UNIT STANDARD ACCREDITATION AND MODERATION OPTIONS  

Accreditation and Moderation:  
 
•  Accreditation for this Unit Standard shall be from the Services Seta Education and Training Quality Assurer 
(SSETQA) through assessment by a registered Assessor. Assessment should be contextual and be conducted in 
the workplace as far as possible.  
 
•  Assessors must be registered as an Assessor and Moderators must be registered as moderators with SSETQA.  
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•  SSETQA will co-ordinate all moderation activities in accordance with their policies and procedures.  

 

UNIT STANDARD ESSENTIAL EMBEDDED KNOWLEDGE  

•  Learners can explain the structure and roles of the different types of organisation in this sector in South Africa, 
including their main business activities, using the terminology accepted within this sector. They are able to name 
organisations operating within this environment.  
 
•  Learners can differentiate the marketing of products from the marketing of services and can see how to apply 
the principles in their own organisation. They understand the role of one`s own business sector in the national 
economy.  
 
•  Learners are able to motivate the existence and role of professional bodies, associations or regulatory 
authorities in the context of the sector and are able to locate relevant information from the Internet. They are 
able to identify at least four professional bodies, associations or regulatory authorities from each sub-sector, 
listed in the range statement.  
 
•  Learners understand how to identify organisational strengths, weaknesses, opportunities and threats and are 
able to relate these facts to the current market position of their organisation. They are able to identify at least 10 
of their own and competitive equivalent products and / or service offerings.  

 

Critical Cross-field Outcomes (CCFO):  

 

UNIT STANDARD CCFO COLLECTING  

The learner is able to collect, analyse, organise and critically evaluate information when identifying common 
business activities, when differentiating the marketing of products and services, when describing the roles of the 
professional bodies, associations or regulatory authorities and when evaluating their organisation`s competitive 
position in the marketplace.  

 

UNIT STANDARD CCFO COMMUNICATING  

The learner is able to communicate effectively using visual, mathematical and / or language skills in the modes of 
oral and / or written persuasion when explaining the structure and roles of the sub-sectors in one`s own 
business sector, describing the roles of the different professional bodies, associations or regulatory authorities, 
and discussing their own organisation`s competitive market position.  

 

UNIT STANDARD CCFO SCIENCE  

The learner is able to use science and technology effectively and critically when searching the Internet for 
information on the professional bodies, associations or regulatory authorities and when accessing audited data 
for market analysis.  
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UNIT STANDARD CCFO DEMONSTRATING  
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US 14357 DEMONSTRATE AN UNDERSTANDING OF 
DIFFERENT BUSINESS ENVIRONMENT 
 

oles of various organisations in 

an industry 

One industry may have an entire sub-

industry of important role players which 

supports the industry’s activities and enables the 

industry to provide the services/products to the 

public. From the outset this may seem difficult to 

understand, but let’s take a closer look at this, 

employing examples of well-known industries within 

the South African market concept. Let’s start with the 

easiest of all: Food supply to consumers.  

 

Supermarkets 

With at least five well-known brands occupying the South 

African market, supermarkets (and later hypermarkets) 

serve the South African public with pride and extreme 

stiff competition between each other, as can be 

expected.  

 

One such brand has been actively serving the South 

African consumers for more than 35 years. During this 

period there have been mergers and acquisitions involving the brand and others in order to strengthen their 

position within the market.  

 

In order to operate such a brand there are hundreds (if not thousands) of sub-industries who play supporting 

roles in ensuring that this type of brand within the market is capable of delivering what it promises, to its 

consumers. Having 8500m2 outlets sounds glamorous and inviting; as its promise to deliver a shopping 

experience for the entire family, not just the run of the mill grocery shopping experience.  

 

R 
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But to fill such an expansive area with goods, requires the cooperation and supply of goods of many different 

industries. Let’ start by taking a look at what it takes to makes up the supermarket: 
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Departments: 

Foods 

Typically, the most common reason for visiting super markets 

is the purchasing of foods. In the food departments you will 

find various sub-departments such as tinned foods, fresh 

produce (some even have their own suppliers who grow the 

fresh produce exclusively for their use), frozen foods, boxed 

foods as well as a variety of other items such as sweets, soft drinks etc.  

 

Dry goods 

Most dry goods are categorised between dry foods, 

chemicals and other items such as outdoor products (wood, 

charcoal, automotive parts, electrical goods). 

 

Clothing 

Although some of the major organisations have recently 

launched their own clothing stores, many of the 

organisations offer these items in the normal environment. 

 

Liquor 

Although a newer entry into the product lists of most 

supermarkets, the liquor department has taken off and is 

featured in most of the current South African supermarkets. 

Some of the super market brands have taken this a step 

further and have launched their own branded liquor outlets, 

usually situated adjacent to the supermarkets themselves.  

 

Bakery  

Most chains regard their produce as the freshest available, 

no one more evident than in the bakery where the trend 

moved from the purchasing of items for the bakery to the 

items being baked on site. Other brands are available but 

most of the items sold in these outlets are produced in-

house. A selection of fresh rolls to freshly baked speciality 
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breads is available in the bakery although there are the usual bought-in breads which are also available.  

 

Butchery 

As trends and buying patterns differ from one area to another, the 

butchery departments in the outlets have been adapted to ensure 

they are able to produce the goods required by their customers. 

Mostly the butcheries in the larger outlets are well enough 

equipped to handle full carcasses of various animals and they 

butcher according to their market requirements. Most of the 

supermarkets have a full-time butcher who will gladly assist their 

customers in cutting certain sections of meat for them, according to their needs.  

 

Garden 

Most outlets have sections where gardening items are found. Although this may not be a major section, you are 

most likely to find the basic tools, some pesticides as well as the most popular seeds and compost needed. Basic 

outdoor tools are also available, giving the consumer more than enough to apply their green fingers in their 

gardens. 

 

Pets 

Most, commercially available, pet foods are found in the pet section as well as variety of medicinal products and 

the obvious toys for the animals.  

 

Delicatessen 

Most South Africans enjoy the small pleasures of 

purchasing ready-cooked foods which they are able to 

enjoy with no or minimal cooking. Many, if not all, of the 

supermarket chains have added this section to their 

operations from where they are able to cater for 

individuals requiring food for consumption, immediately. 

There are usually cold and hot sections available to the 

public in this department. Most of these goods are 

prepared on-site and are therefore a great asset to the 

organisation, as they provide an increased income, in direct competition to other food stores such as fast food 

outlets and restaurants.  
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Toys  

 

Because the supermarket chain has realised that the South African market sees the experience of a supermarket 

much more likely to be one of a family, they have included the sections of toys to urge their patrons in that 

direction. Although not a market leader in toys the selections are usually expansive and caters for all the needs 

of children, form toys to stationery requirements for school application.  

 

We must not forget that we are using the term “super market” for this instance. There are other organisations 

which are also functioning in the same field, but on different levels. Larger organisations are known as hyper-

markets where there is usually much more floor space and a larger variety of goods available. On the other end 

of the scale, you will find mini-markets and convenience stores. These outlets are, in basis, similar to 

supermarkets, but they function on a much smaller scale. Now that we have a clearer understanding of the 

offerings of the supermarket industry in South Africa, we can start by expanding what the roles are of other 

players in the market.  

 

Other than the hyper-, super- and mini-markets as well as the convenience stores, the consumers also have the 

option of purchasing goods at wholesalers. In theory the pricing structures of wholesalers are usually cheaper 

than that of the other role-players of the industry because they offer the goods in wholesale fashion. Where you 

would be able to purchase a single item in a normal supermarket environment, in the wholesale section you will 

only be able to buy in bulk; some products may be offered in 6-pack format while others may only be sold in 

cases of 12 or 24, sometimes even 48.  

 

It does offer the consumer the option to purchase cheaper, but at the same time, forces them to buy items in 

bulk. Other instances are where normal consumer goods may be sold in household quantities (Tomato sauce 

750ml, margarine/butter 1kg/2kg) here you may find that the items are sold in catering quantities; tomato 

sauce may only be available in 5 liters and margarine in 5kg buckets. To some this may not be a problem, but 

there are very few people that will be able to fit these size and quantity items in their household storage 

arrangements.  
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Let’s take a diagrammatic look at the various role-players and industries in this sector: 

 

 

In the diagram above, you will see there is a basic explanation of each of the outlets offering the consumer their 

own convenience vs. choice vs. cost options. It would, for instance, not be advisable to attempt and purchase 

your monthly g4roceries at a local convenience store (usually attached to garages) as you will be paying up to 

three times the price for goods there and you will most certainly not always find your brand; however, you will 

be in and out of the store within minutes.  

 

On the other end of the scale; doing your shopping at a hypermarket, will cost you much less and you are almost 

guaranteed of finding the brand that you want; however you need to ensure that you have at least a couple of 

hours available as these stores are large and requires time.  

C O N S U M E R S  

W H O L E S A L E R S  

Better prices but you must 

buy in bulk 

H Y P E R - M A R K E T S  

Large variety, much more 

options 

S U P E R M A R K E T S  

Good variety, more costly 

than wholesale  

S U P E R E T T E S  

Fast and quick, less options 

than larger outlets 

C O N V E N I E N C E  S T O R E S  

Very fast, less options and 

much costlier than others 
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Suppliers to the industry 

Earlier we learned that many of the organisations employ their own growers for the fresh produce they supply 

to their customers. Other outlets require the supply of their goods from the larger wholesalers as well as the 

fresh produce markets, in their areas. Many of the larger chain stores import goods from various destinations in 

bulk form, to ensure they are able to reduce the price by cutting out the local wholesalers.  

 

Another, more recent, activity has been conceded where many of the large chains started to brand their own 

products, similar to those of the known brands, but packaged as their own brand. This has enabled the chains to 

offer their consumers another line in their products, usually at a reduced price, but at a debated quality to that 

of the original.  

 

Usually when you need fruit and vegetables, you would visit your local greengrocer; for some meat you would 

go to the butcher and for fresh bread or pastry, you would see the baker. Now you are able to purchase all of 

these items in one store, under one roof and are spoilt for choice. Nowadays these organisations have just 

about cut the speciality stores out of the equation and offer all the products in one easy experience.  

 

They have gone so large that many of the suppliers to these organisations are contracted to supply goods only 

to the suppliers, at a pre-arranged price and stipulated quality. Where the normal corner butchery may have 5-7 

carcasses of various animals delivered on a weekly basis, large super markets have this quantity usage on a daily 

basis. This gives them the “purchasing power” they need to get better prices for goods, and “proverbially” are 

able to offer this reduced pricing to their consumers.  

 

Other than the fruit and vegetable growers supplying fresh produce, the abattoirs supplying carcasses and the 

import departments supplying large quantities of goods, there are still local industries who supply these large/r 

stores with other produce. The local fishing industry supplies fresh fish as well as processed fish for frozen foods 

and tinned fish for dry goods.  

 

The local wine industry has also hooped on board and most commercial wines are now available at all the 

leading stores, giving the consumer the option of purchasing their wines while doing their monthly shopping. So 

too have the dairy farms; they are now supplying their dairy products, fresh and produced to the chains, rather 

than visiting your corner café for your daily milk requirements.  
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THE MARKET IN A SELECTED BUSINESS SECTOR 

 

air Trading Principles 

The WFTO (World Fair Trade Organisation) prescribes 10 Principles that Fair Trade Organizations 

must follow in their day-to-day work and carries out monitoring to ensure these principles are 

upheld: 

 

Principle One: Creating Opportunities for Economically Disadvantaged Producers  

Poverty reduction through trade forms a key part of the organization's aims. The organization supports 

marginalized small producers, whether these are independent family businesses, or grouped in associations or 

co-operatives. It seeks to enable them to move from income insecurity and poverty to economic self-sufficiency 

and ownership. The organization has a plan of action to carry this out.  

 

Principle Two: Transparency and Accountability  

The organization is transparent in its management and commercial relations. It is accountable to all its 

stakeholders and respects the sensitivity and confidentiality of commercial information supplied. The 

organization finds appropriate, participatory ways to involve employees, members and producers in its decision-

making processes. It ensures that relevant information is provided to all its trading partners. The communication 

channels are good and open at all levels of the supply chain.  

 

Principle Three: Fair Trading Practices  

The organization trades with concern for the social, economic and environmental well-being of marginalized 

small producers and does not maximize profit at their expense. It is responsible and professional in meeting its 

commitments in a timely manner. Suppliers respect contracts and deliver products on time and to the desired 

quality and specifications.  

 

Fair Trade buyers, recognizing the financial disadvantages producers and suppliers face, ensure orders are paid 

on receipt of documents and according to the attached guidelines. An interest free pre-payment of at least 50% 

is made if requested. Where southern Fair Trade suppliers receive a pre-payment from buyers, they ensure that 

this payment is passed on to the producers or farmers who make or grow their Fair Trade products. Buyers 

consult with suppliers before cancelling or rejecting orders.  

 

F 
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Where orders are cancelled through no fault of producers or suppliers, adequate compensation is guaranteed 

for work already done. Suppliers and producers consult with buyers if there is a problem with delivery, and 

ensure compensation is provided when delivered quantities and qualities do not match those invoiced.  

 

The organization maintains long term relationships based on solidarity, trust and mutual respect that contribute 

to the promotion and growth of Fair Trade. It maintains effective communication with its trading partners. 

Parties involved in a trading relationship seek to increase the volume of the trade between them and the value 

and diversity of their product offer as a means of growing Fair Trade for the producers in order to increase their 

incomes.  

 

The organization works cooperatively with the other Fair Trade Organizations in country and avoids unfair 

competition. It avoids duplicating the designs of patterns of other organizations without permission. Fair Trade 

recognizes, promotes and protects the cultural identity and traditional skills of small producers as reflected in 

their craft designs, food products and other related services.  

 

Principle Four:   Payment of a Fair Price  

A fair price is one that has been mutually agreed by all through dialogue and participation, which provides fair 

pay to the producers and can also be sustained by the market. Where Fair Trade pricing structures exist, these 

are used as a minimum.  

 

Fair pay means provision of socially acceptable remuneration (in the local context) considered by producers 

themselves to be fair and which takes into account the principle of equal pay for equal work by women and 

men. Fair Trade marketing and importing organizations support capacity building as required to producers, to 

enable them to set a fair price.  

 

Principle Five:  Ensuring no Child Labour and Forced Labour  

The organization adheres to the UN Convention on the Rights of the Child, and national / local law on the 

employment of children. The organization ensures that there is no forced labour in its workforce and / or 

members or homeworkers. Organizations who buy Fair Trade products from producer groups either directly or 

through intermediaries ensure that no forced labour is used in production and the producer complies with the 

UN Convention on the Rights of the Child, and national / local law on the employment of children.  

 

Any involvement of children in the production of Fair Trade products (including learning a traditional art or craft) 

is always disclosed and monitored and does not adversely affect the children's well-being, security, educational 

requirements and need for play.  
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Principle Six:  Commitment to Non Discrimination, Gender Equity and Freedom of Association  

The organization does not discriminate in hiring, remuneration, access to training, promotion, termination or 

retirement based on race, caste, national origin, religion, disability, gender, sexual orientation, union 

membership, political affiliation, HIV/Aids status or age.  

 

The organization provides opportunities for women and men to develop their skills and actively promotes 

applications from women for job vacancies and for leadership positions in the organization. The organization 

takes into account the special health and safety needs of pregnant women and breast-feeding mothers. Women 

fully participate in decisions concerning the use of benefits accruing from the production process.  

 

The organization respects the right of all employees to form and join trade unions of their choice and to bargain 

collectively. Where the right to join trade unions and bargain collectively are restricted by law and/or political 

environment, the organization will enable means of independent and free association and bargaining for 

employees. The organization ensures that representatives of employees are not subject to discrimination in the 

workplace.  

 

Organizations working directly with producers ensure that women are always paid for their contribution to the 

production process, and when women do the same work as men they are paid at the same rates as men. 

Organizations also seek to ensure that in production situations where women's work is valued less highly than 

men's work, women's work is re- valued to equalize pay rates and women are allowed to undertake work 

according to their capacities.  

 

Principle Seven:  Ensuring Good Working Conditions  

The organization provides a safe and healthy working environment for employees and / or members. It 

complies, at a minimum, with national and local laws and ILO conventions on health and safety. Working hours 

and conditions for employees and / or members (and any homeworkers) comply with conditions established by 

national and local laws and ILO conventions.  

 

Fair Trade Organizations are aware of the health and safety conditions in the producer groups they buy from. 

They seek, on an on-going basis, to raise awareness of health and safety issues and improve health and safety 

practices in producer groups.  

 

Principle Eight:  Providing Capacity Building  

The organization seeks to increase positive developmental impacts for small, marginalized producers through 

Fair Trade. The organization develops the skills and capabilities of its own employees or members. Organizations 

working directly with small producers develop specific activities to help these producers improve their 
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management skills, production capabilities and access to markets - local / regional / international / Fair Trade 

and mainstream as appropriate. Organizations which buy Fair Trade products through Fair Trade intermediaries 

in the South assist these organizations to develop their capacity to support the marginalized producer groups 

that they work with.  

 

Principle Nine:  Promoting Fair Trade  

The organization raises awareness of the aim of Fair Trade and of the need for greater justice in world trade 

through Fair Trade. It advocates for the objectives and activities of Fair Trade according to the scope of the 

organization. The organization provides its customers with information about itself, the products it markets, and 

the producer organizations or members that make or harvest the products. Honest advertising and marketing 

techniques are always used.  

 

Principle Ten: Respect for the Environment  

Organizations which produce Fair Trade products maximize the use of raw materials from sustainably managed 

sources in their ranges, buying locally when possible. They use production technologies that seek to reduce 

energy consumption and where possible use renewable energy technologies that minimize greenhouse gas 

emissions.  

 

They seek to minimize the impact of their waste stream on the environment. Fair Trade agricultural commodity 

producers minimize their environmental impacts, by using organic or low pesticide use production methods 

wherever possible.  

 

Buyers and importers of Fair Trade products give priority to buying products made from raw materials that 

originate from sustainably managed sources, and have the least overall impact on the environment. All 

organizations use recycled or easily biodegradable materials for packing to the extent possible, and goods are 

dispatched by sea wherever possible.  

 

Now that we have a clear understanding of the global requirements for organisations to be part of the Fair 

Trade Organisation, let’s take a look at the way that local industries ensure they comply with these principles by 

making use of examples which are employed by South African industries in their business endeavours.  

 

Once you have read through these practices, you are required to evaluate your own organisations and how it 

complies to these practices by making use of examples and explaining their part in each of the principles and 

how they enforce it. Use the table on page 20 to complete your observations.  
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Fair Trade Principle application in South African industry 

 

Principle One:  
Creating Opportunities for 
Economically Disadvantaged 
Producers  

In most South African industries there are preference given to new 
suppliers who are compliant to Black Economic Empowerment 
certification. Most government organisations require any new 
service/product suppliers to have BEE certification. 

Principle Two:  
Transparency and Accountability  

Most organisations are audited and their business results are made 
available in the form of a prospectus of the organisation. Their business 
practices are generally accepted, most businesses pursue an ISO rating to 
prove their level of standards 

Principle Three:  
Fair Trading Practices  
 

In most industries, especially in government related business, tenders 
are requested to be submitted by any interested parties, regarding work 
that needs to be completed. A process of grading the organisations and 
their employees ensues from where the most suitable tender is selected, 
ensuring fair trade 

Principle Four:    
Payment of a Fair Price  
 

Pricing structures are similar for all organisations; no-one organisation 
gets better pricing than another. There are also institutions such as the 
Competition Commission which assists in the fair trade practising 
between organisations.  

Principle Five:   
Ensuring no Child Labour and Forced 
Labour  

The South African Constitution, Basic Conditions of Employment Act as 
well as the Employment Equity Act ensure all forms of labour in the 
South African labour market remains within the law and prohibit and 
forced- or child labour.  

Principle Six:   
Commit to Non Discrimination, 
Gender Equity & Freedom of 
Association  

All organisations are regulated under the Acts (as mentioned above) and 
bound by the South African Constitution to abide by the laws whereby 
non-discrimination, gender equity and freedom of association are 
stipulated. Any organisations not complying with these regulations will 
be criminally pursued.  

Principle Seven:   
Ensuring Good Working Conditions  
 

All organisations ensures that their employees receive training and are 
familiar with the basic conditions of employment act and the 
organisations offer the required safety regulatory requirements for their 
staff to remain un-injured while they are in their working environments.  

Principle Eight:   
Providing Capacity Building  
 

The Department of Labour and Department of Education launched a 
training initiative whereby SETA’s (Sector Education and Training 
Authorities) were brought to life to institute training initiatives in their 
relative fields, and encourage participation from organisations by means 
of financial assistance and tax reductions.  

Principle Nine:   
Promoting Fair Trade  
 

Most honourable organisations stand by their business principles and 
only deal with reputable organisations. This promotes fair trade by 
means of promoting organisations trading fairly and allowing new 
organisations to be brought to life.  

Principle Ten:  
Respect for the Environment  
 

Most organisations are moving towards the environmental protection 
regulations whereby they do their own bit to comply to recycling 
requirements and promotes (by means of leading by example) the use of 
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recycled materials and minimising the use of natural resources.  

  

 

roduct vs. Service Marketing Challenges 

Companies that are marketing a product face different challenges compared with those that are 

promoting a service. If you’re transitioning from marketing products to services or vice versa, you 

have to know and understand these differences to effectively promote and sell. Understanding the 

different challenges in product and service marketing can help you establish the right approach. 

 

Tangibility 

A product is tangible, which means the customer can touch and see the product before deciding to make a 

purchase. Items such as packaging and presentation may compel a customer to purchase a product. Services, on 

the other hand, are not tangible, which can make them more difficult to promote and sell than a product. 

 

Relationship and Value 

Products tend to fill a customer's need or want, so companies can use this to sell a product. A service is more 

about selling a relationship and the value of the relationship between the buyer and seller of the service. For 

example, a car is something a buyer can touch and see as well as use.  

 

A service, such as lifestyle coaching, for example, is not tangible. A lifestyle coach may be able to assist clients in 

creating a life plan and implementing steps to transform his life into one that the client wants to live, but it is 

not something tangible that the client can place in his home and look at every day. Therefore, the client needs 

to perceive the value of the service, which can be harder to get across. 

 

One versus Many 

Marketing products tends to involve multiple products that make up the line. For example, cleaning product 

manufacturers tend to market not just one cleaning product. Instead, they have a line of cleaning products to 

serve the various needs of their customers. Services, on the other hand, typically have a single option. It can be 

harder to promote and sell the reputation of one single service over the benefits of many different products. 

 

Comparing Quality 

Measuring the quality of a product is easier than measuring that of a service. If a customer buys a cleaning 

product to clean the kitchen sink and it doesn’t do the job, the customer knows the value of the product is zero. 

On the other hand, it is harder to measure the quality of a service. 

P 
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Return Factor 

 

If a customer purchases a product and it doesn’t work as it is supposed to, the customer can return the product 

for her money back or at least to receive a store credit. A service is consumed as it is offered, so it lacks the 

return factor that a product has. Some service providers overcome this by offering money-back guarantees. 

 

Every business owner knows that having a good marketing plan is absolutely vital to the success of their 

business venture. If you don't have a good marketing plan, then you don't know how to get where you want to 

go. You will just be shooting in the dark and you won't be able to see how you can achieve your goals within the 

market that you are working within. 

 

However, you need to have different approaches to marketing based on whether or not you are marketing 

products or if you are marketing services. If you are marketing both services and products, then you need to 

develop two different marketing plans that share some similarities-such as the type of business and the 

company image that you want to portray-but are also different. Different tactics work better for services versus 

products. You need to develop marketing plans for each and every one of them. 

 

Product marketing versus service marketing: what you need to know 

So what are the differences between product marketing and service marketing? Many businesses know how to 

market products, but it is trickier to market services. Here are some things that you need to know about the 

differences between products and services. 

 

Differences between service marketing and product marketing 

1. When you are marketing a service, you are really marketing relationship and value. This relationship and 

value needs to be marketed differently than if you are marketing actual products. 

 

2. Another major difference between marketing services and marketing products is that when a buyer 

purchases a service, the buyer is purchasing something that is intangible, instead of a tangible product, like a 

computer or a sprinkler system or a web page. 

 

3. Consumers' concept of a service is often times based on just the reputation of only one single person. Instead 

of building a reputation based on the quality of a number of different products, a service is built on how well a 

particular person delivers on a service, such as how well a stock advisor does with your stock portfolio. 
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4. It is pretty easy to compare the quality of different products. It's easy for you to see if one computer works 

more quickly than another computer, or if one TV has a better picture than another picture, or if your child can 

break a toy more easily than another toy. However, it is much more difficult to compare the quality of similar 

services that are provided. 

 

5. Products are returnable. However, services are not returnable. 

 

How to market services 

Generally speaking, marketing a product requires what are known as the "4 P's": Product, Price, Place, and 

Promotion. Marketing a service adds three more "P's" to the traditional "4 P's": People, Physical evidence, and 

Process. Service marketing also includes marketing what is known as the service-escape, which is the aesthetics 

of your business place: the outside of your business building, the inside of your business building, and the way 

that the employees look.  

 

Sometimes services companies add tangibility by providing a physical product with their service. As an example, 

dentists routinely give patients a toothbrush after each check-up. Many dentists personalize toothbrushes by 

imprinting them with their name, address and phone number.  

 

You don’t have to use products to add tangibility, however. After a first visit to a paediatric dentist, the parents 

received a letter welcoming their son to the dentists’ practice and explaining the procedures which were 

performed. The letter was an easy way to add tangibility to the service. It also differentiated this dentist from 

others and provided a reminder of the services rendered.  

 

Reminding clients what services you provide for them is the key. Because services are intangible, people may 

not know exactly what went into preparing a tax return or creating a financial plan. Or they may simply forget 

how many times they called their lawyer for a quick answer until a higher than expected invoice arrives. When 

selling services it is important to remind clients what they are getting. Periodic account reviews, written or 

conducted in person, can help reinforce the value of your service and keep your company top of mind, too.  

 

Services-based professionals often add tangibility by letting clients know what their credentials are. For 

example, doctors and lawyers almost always display framed diplomas prominently in their offices, letting clients 

know the educational institutions they graduated from, when, and with what degrees. Large accounting and 

consulting firms use notices in newspapers to inform the public about new staff members, their experience and 

credentials.  
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Not all service companies produce a physical product which can be used to showcase their abilities. Mediators 

can’t show clients a resolved family dispute. Psychologists can’t point to clients counselled through difficult 

emotional times. They can still add tangibility to their services, however, through the use of testimonials. The 

words of satisfied clients act as a vote of confidence for your abilities. Even in situations where client names 

cannot be used for confidentiality reasons, testimonials can be a very effective way to convince prospective 

clients to try your service.  

 

he Role of a business sector in the national economy 

A country’s economy relies on a vast variety of businesses and trades to ensure that it remains 

functional as well as ensuring that the needs of the population within the country are maintained. 

This works on the simple demand vs. supply principle. The demand is there from the market 

(population or organisations) for the products and the supply of the products/services must be arranged to 

meet the needs.  

 

The people of a country as well as the businesses therein require electricity in order to perform tasks in 

production (organisations) and normal life related functions (people). This electricity supply can be delivered in 

a variety of methods; coal burning to power steam turbines, hydro electrical electricity generated from strong 

and constant river flow as well as the nuclear power generation. In most situations, but not all, these 

organisations generating power are state owned. Without the generation of electricity, the country’s economy 

will not be able to function at all.  

 

The planting, harvesting and production of foods is also of utmost importance to the economy to function, 

without food the people in the economy will not be able to function. The farming industry is therefore just as 

important as the distribution, wholesale and retail industries; all tasked with bringing this food to our tables. 

Most of these businesses in this particular sector are not government owned.  

 

The transport sector also forms a vital role in the linking of businesses and various sectors of industries with one 

another. For example; the growing of food usually happens in rural farming areas of the country, hundreds of 

kilometres form the places where they are processed into different types of foods ready for consumption. 

However, they need to be transported to these processing plants and without transport, this will not be 

possible.  

T 
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he value chain explained 

 To analyse the specific activities through which firms can create a competitive advantage, it is 

useful to model the firm as a chain of value-creating activities. Michael Porter identified a set of 

interrelated generic activities common to a wide range of firms. The resulting model is known as the 

value chain and is depicted below: 

 

Primary Value Chain Activities 

 
 

The goal of these activities is to create value that exceeds the cost of providing the product or service, thus 

generating a profit margin.    

• Inbound logistics include the receiving, warehousing, and inventory control of input materials. 

• Operations are the value-creating activities that transform the inputs into the final product. 

• Outbound logistics are the activities required to get the finished product to the customer, including 

warehousing, order fulfilment, etc. 

• Marketing & Sales are those activities associated with getting buyers to purchase the product, including 

channel selection, advertising, pricing, etc. 

• Service activities are those that maintain and enhance the product's value including customer support, 

repair services, etc. 

 

Any or all of these primary activities may be vital in developing a competitive advantage. For example, logistics 

activities are critical for a provider of distribution services, and service activities may be the key focus for a firm 

offering on-site maintenance contracts for office equipment. These five categories are generic and portrayed 

here in a general manner. Each generic activity includes specific activities that vary by industry. 

 

Support Activities 

The primary value chain activities described above are facilitated by support activities. Porter identified four 

generic categories of support activities, the details of which are industry-specific. 

Procurement 

INBOUND
LOGISTICS OPERATIONS

OUTBOUND
LOGISTICS

MARKETING
AND SALES SERVICE

T 
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This is the function of purchasing the raw materials and other inputs   used in the value-creating activities. 

 

Technology Development 

This includes research and development, process automation, and other technology development used to 

support the value-chain activities. 

 

Human Resource Management  

This is the activities associated with recruiting, development, and compensation of employees. 

 

Firm Infrastructure  

This includes activities such as finance, legal, quality management, etc. 

 

Support activities often are viewed as "overhead", but some firms successfully have used them to develop a 

competitive advantage, for example, to develop a cost advantage through innovative management of 

information systems. 

 

Value Chain Analysis 

In order to better understand the activities leading to a competitive advantage, one can begin with the generic 

value chain and then identify the relevant firm-specific activities. Process flows can be mapped, and these flow 

used to isolate the individual value-creating activities.  

 

Once the discrete activities are defined, linkages between activities should be identified. A linkage exists if the 

performance or cost of one activity affects that of another. Competitive advantage may be obtained by 

optimizing and coordinating linked activities. 

 

The value chain also is useful in outsourcing decisions. Understanding the linkages between activities can lead to 

more optimal make-or-buy decisions that can result in either a cost advantage or a differentiation advantage. 

 

The Value System 

The firm's value chain is linked directly to the value chains of upstream suppliers as well as the downstream 

buyers. The result is a larger stream of activities known as the value system. The development of a competitive 

advantage depends not only on the firm-specific value chain, but also on the value system of which the firm is a 

part. 
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trategy: Value chain analysis 

Introduction 

Value Chain Analysis describes the activities that take place in a business and relates them to an 

analysis of the competitive strength of the business. Influential work by Michael Porter suggested that 

the activities of a business could be grouped under two headings:  

 

(1) Primary Activities - those that are directly concerned with creating and delivering a product (e.g. component 

assembly); and  

 

(2) Support Activities, which whilst they are not directly involved in production, may increase effectiveness or 

efficiency (e.g. human resource management). It is rare for a business to undertake all primary and support 

activities. alue Chain Analysis is one way of identifying which activities are best undertaken by a business and 

which are best provided by others ("out sourced"). 

 

Linking Value Chain Analysis to Competitive Advantage 

What activities a business undertakes is directly linked to achieving competitive advantage. For example, a 

business which wishes to outperform its competitors through differentiating itself through higher quality will 

have to perform its value chain activities better than the opposition. By contrast, a strategy based on seeking 

cost leadership will require a reduction in the costs associated with the value chain activities, or a reduction in 

the total amount of resources used. 

 

Primary Activities 

Primary value chain activities include: 

Primary Activity Description 

Inbound logistics All those activities concerned with receiving and storing externally sourced 
materials 

Operations The manufacture of products and services - the way in which resource inputs 
(e.g. materials) are converted to outputs (e.g. products) 

Outbound logistics All those activities associated with getting finished goods and services to 
buyers 

Marketing and sales Essentially an information activity - informing buyers and consumers about 
products and services (benefits, use, price etc.) 

Service All those activities associated with maintaining product performance after the 
product has been sold 

S 
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Support Activities 

Support activities include: 

Secondary Activity Description 

Procurement  This concerns how resources are acquired for a business (e.g. sourcing and 
negotiating with materials suppliers) 

Human Resource Management Those activities concerned with recruiting, developing, motivating and 
rewarding the workforce of a business 

Technology Development  Activities concerned with managing information processing and the 
development and protection of "knowledge" in a business 

Infrastructure  Concerned with a wide range of support systems and functions such as 
finance, planning, quality control and general senior management  

  

Steps in Value Chain Analysis 

Value chain analysis can be broken down into a three sequential steps: 

(1) Break down a market/organisation into its key activities under each of the major headings in the model; 

 

(2) Assess the potential for adding value via cost advantage or differentiation, or 

identify current activities where a business appears to be at a competitive disadvantage; 

 

(3) Determine strategies built around focusing on activities where 

competitive advantage can be sustained 



SDA | MODULE 4 | STUDENT GUIDE 106 

 

 

ROLE OF PROFESSIONAL BODIES IN A BUSINESS SECTOR 

 

rofessional associations and industry bodies have many purposes and functions. They further the 

interests of the particular professional group or industry by serving as a central ‘voice’ or advocate that 

communicates with government, other sectors and the public at large on behalf of members. They are 

often involved in research, policy and strategic development for the industry as a whole. They also regulate and 

guide the practice of professionals and may require certain standards of training and ethics for membership.  

Professional organisations and industry bodies may also advise educational institutes on curriculum 

development boost the public profile of the profession and provide industry-related information resources. 

Most professional organisations also offer professional development and training activities for members. These 

activities are either directly related to the industry or may be more generic in nature.  

Professional organisations and industry bodies take a number of different forms. Some may simply provide 

services to members for a fee. Others may oversee professional certification that governs a member’s 

qualifications in an area. In other fields, membership of a particular professional body may be a legal 

requirement to be able to practice in the profession. Just about every industry in South Africa has at least one 

professional body affiliated to it. Below we will take a look at some examples of these professional bodies as 

well as what they stand for:  

 

THE MARKET POSITION OF A PARTICULAR ORGANISATION 

For this section you are required to conduct some research. Your aim is to analyse one organisation and 

investigate its’ market position in its relevant sector of trading. Using the stipulated criteria listed below, you 

need to conduct research and prepare yourself to give the rest of your class feedback regarding the outcome of 

your research: 

1. What is the market position of your selected organization in the relevant sub-sector?  

2. List of 10 of the products and / or services marketed by the organization in tabular form and compare 

them with equivalent products and / or services of competitor organizations.  

3. Describe the organisation's current competitive position, based on available audited data.  

4. Compare the strengths and weaknesses of the organization with those of its two major competitors.  

5. Identify and explain the opportunities and threats facing the organization with reference to the external 

environment. 

P 
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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 understanding the basic concepts of a selected business environment  

□ I am able to explain the market position of a selected organisation in relation to the 

industry.  

 

 

 

 
 
 
 
 
 

 
 

 

 

 

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 2: US 7860 INTRODUCE NEW STAFF INTO 

THE WORKPLACE 
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Unit Standard 7860  
 

SPECIFIC OUTCOMES AND RELATED ASSESSMENT CRITERIA 
1 Explain the importance of familiarising new staff with the workplace 
2 Explain the importance of checking that new staff understands their responsibilities 

3 Explain the difference between introducing a new staff member to the workplace and inducting a 
new staff member 

4 Welcome new staff to the organisation and familiarise them with relevant site facilities and 
introduce to fellow workers 

5 
Explain basic work routines and organisational procedures in the area of work in sufficient detail 
to enable understanding of what is required.( Range of Basic work routines: location of facilities, 
responsibilities, work procedures 

6 Encourage new staff to ask questions and seek clarification, where necessary 
7 Assist new staff in the initial performance of allocated work activities 
8 Suggest ways to improve the existing induction programme 

          CRITICAL CROSS FIELD OUTCOMES 
UNIT STANDARD CCFO WORKING  
S.O. 1,5,7,8 Work effectively with others 

UNIT STANDARD CCFO COMMUNICATING  
S.O. 2,4,6 Communicate effectively 

UNIT STANDARD CCFO CONTRIBUTING  
S.O. 1,4,6,8 Personal development - Participate as a responsible citizen 
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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:  

 
Introduce new staff to the workplace  

SAQA US ID UNIT STANDARD TITLE 

7860  Introduce new staff to the workplace  

SGB NAME REGISTERING PROVIDER 

SGB Hospitality,Tourism,Travel, Leisure and Gaming    

FIELD SUBFIELD 

Field 11 - Services Hospitality, Tourism, Travel, Gaming and Leisure  

ABET BAND UNIT STANDARD TYPE NQF LEVEL CREDITS 

Undefined  Regular  Level 3  1  

REGISTRATION 
STATUS 

REGISTRATION START 
DATE 

REGISTRATION END 
DATE 

SAQA DECISION 
NUMBER 

Reregistered  2007-01-23  2010-01-23  SAQA 0160/05  
 

PURPOSE OF THE UNIT STANDARD  
Learners achieving this unit standard should help new employees feel welcome and should assist them in 
becoming productive as quickly as possible.  

 
LEARNING ASSUMED TO BE IN PLACE AND RECOGNITION OF PRIOR LEARNING  
None  

 
UNIT STANDARD RANGE  
Range statements are included with specific outcomes as necessary.  

 

Specific Outcomes and Assessment Criteria:  
 

SPECIFIC OUTCOME 1  
Demonstrated knowledge and understanding.  
OUTCOME NOTES  
1. Explain the importance of familiarising new staff with the workplace.  
 
2. Explain the importance of checking that new staff understands their responsibilities.  
 
3. Explain the difference between introducing a new staff member to the workplace and inducting a new staff 
member.  
 
ASSESSMENT CRITERIA  

 
ASSESSMENT CRITERION 1  
1. Arrange or create an environment in which the learner can be fairly assessed against the outcomes.  
ASSESSMENT CRITERION NOTES  
•  This unit standard may be assessed in the workplace or realistic working environment.  
•  This unit may be assessed in isolation from other unit standards.  
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ASSESSMENT CRITERION 2  
2. Evaluate the learner`s ability to meet the outcomes.  
ASSESSMENT CRITERION NOTES  
This unit standard can be assessed by using a combination of observation, case studies, written tests, discussion 
with the candidate.  

 
ASSESSMENT CRITERION 3  
3. Provide specific feedback to the learner on assessments and the learner`s ability to meet the outcomes.  

 
ASSESSMENT CRITERION 4  
4. Complete the declaration of competence and inform the appropriate ETQA once the learner has demonstrated 
the ability to meet all the outcomes.  

 
ASSESSMENT CRITERION 5  
5. Counsel the learner on future assessments, necessary learning and further qualifications.  

 
SPECIFIC OUTCOME 2  
Demonstrated ability to make decisions about practice and to act accordingly.  
OUTCOME NOTES  
4. Welcome new staff to the organisation and familiarise them with relevant site facilities and introduce to fellow 
workers.  
 
5. Explain basic work routines and organisational procedures in the area of work in sufficient detail to enable 
understanding of what is required.( Range of Basic work routines: location of facilities, responsibilities, work 
procedures)  
 
6. Encourage new staff to ask questions and seek clarification, where necessary  
 
7. Assist new staff in the initial performance of allocated work activities.  
 
ASSESSMENT CRITERIA  

 
ASSESSMENT CRITERION 1  
1. Arrange or create an environment in which the learner can be fairly assessed against the outcomes.  
ASSESSMENT CRITERION NOTES  
•  This unit standard may be assessed in the workplace or realistic working environment.  
•  This unit may be assessed in isolation from other unit standards.  

 
ASSESSMENT CRITERION 2  
2. Evaluate the learner`s ability to meet the outcomes.  
ASSESSMENT CRITERION NOTES  
This unit standard can be assessed by using a combination of observation, case studies, written tests, discussion 
with the candidate.  

 
ASSESSMENT CRITERION 3  
3. Provide specific feedback to the learner on assessments and the learner`s ability to meet the outcomes.  

 
ASSESSMENT CRITERION 4  
4. Complete the declaration of competence and inform the appropriate ETQA once the learner has demonstrated 
the ability to meet all the outcomes.  

 
ASSESSMENT CRITERION 5  
5. Counsel the learner on future assessments, necessary learning and further qualifications.  
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SPECIFIC OUTCOME 3  
Demonstrated ability to learn from our actions and to adapt perfomance.  
OUTCOME NOTES  
8. Suggest ways to improve the existing induction programme.  
 
ASSESSMENT CRITERIA  

 
ASSESSMENT CRITERION 1  
1. Arrange or create an environment in which the learner can be fairly assessed against the outcomes.  
ASSESSMENT CRITERION NOTES  
•  This unit standard may be assessed in the workplace or realistic working environment.  
•  This unit may be assessed in isolation from other unit standards.  

 
ASSESSMENT CRITERION 2  
2. Evaluate the learner`s ability to meet the outcomes.  
ASSESSMENT CRITERION NOTES  
This unit standard can be assessed by using a combination of observation, case studies, written tests, discussion 
with the candidate.  

 
ASSESSMENT CRITERION 3  
3. Provide specific feedback to the learner on assessments and the learner`s ability to meet the outcomes.  

 
ASSESSMENT CRITERION 4  
4. Complete the declaration of competence and inform the appropriate ETQA once the learner has demonstrated 
the ability to meet all the outcomes.  

 
ASSESSMENT CRITERION 5  
5. Counsel the learner on future assessments, necessary learning and further qualifications.  

 

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 must be registered with the 
FE/HE Registrar.  
 
3. Any institution wishing to receive skill development grants must be accredited with the relevant ETQA. Such an 
institution will also be registered with the relevant SETA.  
 
4. Moderation of assessment will be done by the relevant ETQA at its discretion.  

 
UNIT STANDARD ESSENTIAL EMBEDDED KNOWLEDGE  
Embedded knowledge and Critical cross-field outcomes have been included within the specific outcomes 
category. This has been done as it was deemed necessary to ensure holistic assessment occurred.  
 
The specific outcomes can be applied in a range of contexts.  
 
Many of the outcomes have been written in such a way that competence must be demonstrated in the context as 
opposed to in isolation from a context. The specific outcomes are comparable to outcomes used internationally.  
 
We therefore structured outcomes using the format noun + verb + condition (modifying phrase)Specific 
outcomes have been split into three categoriesa) knowledge and understanding (what the learner must know and 
understand)b) decision-making and acting (what the learner must do)c) adapting performance ( including 
reflexive competence)In many instances there are more than six specific outcomes, as the inclusion of critical 
cross-field outcomes and embedded knowledge has increased the number of specific outcomes  
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. If competencies are to be clustered in a meaningful way, then these unit standards cannot be split.  

 

Critical Cross-field Outcomes (CCFO):  
 

UNIT STANDARD CCFO WORKING  
Work effectively with others (Specific Outcomes 1,5,7,8)  

 
UNIT STANDARD CCFO COMMUNICATING  
Communicate effectively (Specific Outcomes 2,4,6)  
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US 7860 INTRODUCE NEW STAFF INTO THE 
WORKPLACE 
New employees are normally anxious when they first enter an organisation. They are concerned about how they 

will get on with their co-workers or how they will perform in relation to the more experienced staff. It is 

therefore important to introduce the new staff member to the workplace. The new employee must be made to 

feel welcome and must immediately feel as though they are a part of the team. The introduction of the new 

employee to the workplace enables them to become productive as soon as possible.  

 

New staff will also go through an induction process that is not specifically related to their job description. The 

Human Resources Department or a supervisor in a smaller company will be responsible for this function. The 

induction process will be conducted over a few days and will equip new employees with the history, 

background, organisational structure, health and safety procedures, policies and labour relations within the 

organisation.  

 

During their induction, new employees will: 

 

• Be introduced to all their fellow employees to ensure they know the people who they are working with 

and will also be able to identify where they need to go if they need assistance with certain items.  

• They will be introduced to supervisors so that they know who they have to report to and where to go to 

when they have organisational problems or questions 

• They will be given a tour of the entire organisation so that they know where everything is, helping them 

to save time when they are looking for certain areas. They will also be able to assist guests in explaining 

to them where the different areas are, if the guests ask them.  

• They must be encouraged to ask questions as this will show that they understand where everything is, 

how everything works and who fits into what place. 

 

 

• They must be assisted with their initial work duties by a person who is in the same position as them, as 

this will help them understand what the correct procedures are for completing the tasks 

• They must be inducted more intensely into their own departments as this will help them acquaint 

themselves with the staff, procedures and required standard of service delivery as required by the 

organisation 

• Once that it has been established that they understand all the requirements and can complete their 

duties correctly, they should be allowed to start independently 
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• All the staff facilities and staff departments must be explained and introduced to them so that they 

know where the staff areas are. 

 

It is important that all the existing staff is briefed about the new employee. They must be told the name, the 

post where they have been appointed, their background, job location as well as when they will start working 

at the organisation.  

 

The security and reception must also be informed about the new staff member arriving. On arrival, the new 

employee must be introduced to the senior manager, a mentor or the Human Resources Manager; so that 

they are accompanied by a member of the management team and they feel that they are in good hands. 

The first introduction should be to the departmental manager where they will be working, so that they can 

start establishing a rapport with each other, starting the building of a workplace based relationship. This can 

take place with a general discussion of the organisational chart and at the same time indicating where the 

department and the new employee fit into the organisation, as a whole.  

 

After this introduction, the new employee should meet with their supervisor. The supervisor should 

introduce the new employee to their new fellow workers and conduct a tour of the new employees’ 

workplace. The supervisor will briefly discuss the job description so that everybody is clear about what is 

required. The new employee will also be informed when or where they will be required to attend induction 

sessions as organised by the organisation, and when they will be receiving formal training from the 

company.  

 

After these activities have been attended to, the new employee should be given appropriate and meaningful 

work so that they will feel as though they are achieving something. Time should be allowed for the new 

employee to ask questions arise during the induction process.  
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Introduction vs. Induction  

Introduction – This involves introducing the person to colleagues and new surroundings 
 
Induction – Induction is the process by which an organisation assists employees to settle into a new job. It is 
the purposeful integration of the newcomer into the organisation and his/her work environment so that she/he 
becomes an active, co-operative and productive member of the team as quickly as possible. 
 

GUIDELINES INDUCTION INVOLVES: 
STEP ACTION 

1. Providing information, training and equipment (tools) 
2. Informing the person about: 

• Goals, policies and procedures, norms, expectations of the company 
• Employee benefits, conditions of service, company history, structure and 

services. 
• Social behaviour such as approved conduct, the work climate and getting to 

know management and supervisors 
• Aspects and requirements of the job 

 

The Importance of familiarising new staff with their workplaces 

The orientation of newcomers is a very important task and has significant benefits for both the individual and 

the organisation: 

• It can significantly alleviate stress that is natural to anyone embarking on a new stage in their career. 

• It provides an early opportunity to establish a relationship between employee and employer. 

• First impressions are often the most lasting, so the way a new employee is treated by the organisation 

may well have a significant impact on their attitude and performance for many years to come. 

• Knowledge given confidence extinguishes uncertainty and familiarises the unknown situation. 

• Job adjustment is promoted. 

• Positive outcomes are also loyalty, commitment and efficiency which are important for the organisation. 

A long-term relationship must be an objective because the costs associated with obtaining a new 

employee can be astronomical. 

• Prevents a high incidence of early leavers. Research has shown that an employee’s initial experience of 

employment with an organisation to a large extent determines whether or not she/he remains in the 

company. Organisations report that 50% of their voluntary resignations occur within the first six months 

after organisational entry – this of course is financially very costly 
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Making Introductions 

• Introduce the newcomer to his/her superiors as well as his/her colleagues. 

• Uncertainty is one of the greatest obstacles for a productive worker. Indicating to him/her whom his/her 

immediate supervisor and colleagues can contribute to the solving of future problems. 

 

Before you commence with any other aspects of the departmental induction, it is important that you introduce 

the new staff member to other members of the team. Tell the existing staff member a little about the new team 

member, and give the new staff member a little information about the person to whom he / she is being 

introduced. The following steps may assist: 

 

• Get the person’s attention - “Excuse me, Jane. 

• Explain what you want - I would like to introduce Joe Mbatha. 

• Introduce the new team member Joe has joined the team as a bartender in the service bar. He has 

transferred from Johannesburg.” 

• Introduce the “old” staff member “Joe, this is Jane Smith. She’s the Food and Beverage Controller. She 

assists us with our stock taking and bar controls. You will be seeing a lot of her in your work.” 

 

Make a point of introducing any person you meet while in the company of the new team member. Use the 

names of other team members as much as possible, as this makes it easier for the new person to learn them. 

 

Explain Basic Work Routines and Department Procedures 

Remember that nobody can learn everything at once so break the job into bite-size chunks 

For each task, show the person what you are doing, explaining each part of the process and the reasons why 

you are doing things.  Make sure that each of the following elements comes into your explanation: 

• The name of the task. 

• When it must be done. 

• Where it must be done. 

• Why it has to be done.  

• How it has to be done 

 

 

 

Encourage the new team member to take notes. Allow the new team member to do the task while you 

watch. The person must be allowed to practice in your presence until they get it right. They are not 
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competent to do it alone until you have seen them do it completely correctly at least once if not more. Never 

criticise or mock a newcomer for making mistakes. Rather tell them what they have done wrong and how 

they should correct it or do it in future 

If you are dealing with a guest while training a newcomer to do a task, ask the guest if he/she minds being 

“practiced on”. If you take the task away every time there is a guest present the newcomer will never learn 

to perform the task with confidence.  

 

Of course you can do the task better than the newcomer can - you have been doing it for longer. Remember 

that there was a time when you were a newcomer and were learning the task for the first time. It is 

important to check new staff’s understanding of their responsibilities because newcomers may feel 

embarrassed to tell us if they are confused or unsure about something, and this can result in making 

mistakes. By checking their understanding of their responsibilities you can prevent mistake from happening 

later. Always check the persons understanding of your explanations by asking them to summarise or 

rephrase your explanations to you.   You can also check their understanding by asking specific “testing” 

questions. As part of the induction process ensure that new colleagues or subordinates are aware of how 

equipment should be taken care of as well as preventative maintenance procedures 

 

Introducing Newcomers to Company Procedures 

 

Just as you cannot expect a newcomer to learn all the work routines at once, so you cannot expect him/her 

to learn all the company procedures at once, so start with the most urgent and important. These include: 

• Hours of work 

• Breaks and mealtimes and where meals are to be taken 

• Uniforms / protective clothing 

• The staff entrance and clocking in procedures 

• Pass-out procedures 

 

 

You can then continue with other procedures which are just as important, but probably less urgent, such as: 

• The fire exits and fire procedures 

• First aid and accident procedures 

• Evacuation procedures and other emergency procedures 

 

 

Newcomers will also need to be introduced to the contents of the Employee Handbook, such as: 
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• House Rules 

• Disciplinary and Grievance procedures 

Check your new colleague understands by asking questions 

 

Explaining Work Responsibilities 

 

Clearly outline areas of responsibility 

Tell the newcomer what his/her duties and tasks include, i.e. what he/she has to do and what is expected of 

him/her. These are facts that a new employee needs to know in order to do his/her job effectively. It is 

important to inform them not only of what they have to do, but why it is important and how it fits into the 

Company. The new worker needs an explanation of job specification, skills and knowledge critical for job 

performance, where the job fits into the organisation and other job related issues. Ensure that the job is seen to 

be both interesting and worthwhile.  

 

Mentoring New Staff 

 

Encourage your new colleague to ask questions if he/she has any concerns about anything you have covered 

Make sure that when the new team member does ask you a question, you answer as clearly and with as much 

patience as possible 

Also accept that there may be some questions that may be asked several times. This may indicate that your 

original explanation was unclear – so make sure that you phrase your answer differently. Check that you have 

been understood 

It may help to get your new colleague to write things down in a notebook. This way if he /she asks the same 

question more than once, he /she can check the notes in the notebook to ensure that the new team member 

has taken down the information properly 

Be aware of your new colleague’s body language. If he / she look confused or lost ask if you can assist. 
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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 the main reasons for inducting a new employee properly. 
  

□ I am able to identify what a new employee should be showed. 
  

□ I am able to recommend corrective action for the existing induction program in the 
organisation, to better it.  

  
 

 

 
 
 
 
 
 
 
 
 
 

 
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: 
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________


